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Supplies or Services and Prices/Costs 

1 PRICING OVERVIEW 

This is a service solicitation for the Army National Guard (ARNG), Air National Guard 
(ANG), other DOD organizations, and US Government agencies utilizing Time and 
Materials (T &M) for core and T &M and/or Firm Fixed Price (FFP) for optional services. 
Pursuant to Federal Acquisition Regulation (FAR) Subpart 3 7 .6, performance-based 
contracting techniques will be applied under this task order to the maximum extent 
practicable. 

Expected Period of Performance (POP): 

Base Year: October I , 2008- September 30, 2009 

Option Year 1: October 1, 2009- September 30, 2010 

Option Year 2: October 1, 2010- September 30,2011 

Option Year3: October 1, 2011 -September30, 2012 

Option Year4: October 1, 2012-September30, 2013 

Option Year 5: October 1, 2013- September 30,2014 

Option Year 6: October 1, 2014 - September 30, 2015 

2 LABOR AND OTHER DIRECT COST 

2.1 Labor 

The task order proposal shall identify labor categories in accordance with the ITES-2S 
contract labor categories. The offeror shall identify the number of hours per labor 
category required for performance of this task order. 

The task order proposal shall be priced in accordance with the labor rates set forth in the 
offeror's ITES-2S contract. The ITES-2S offerors may propose ITES-2S labor rates that 
are lower than those established in the ITES-2S contract. The contractor shall fully 
explain the basis for proposing lower rates. 

2.2 Other Direct Costs Including Travel 

The offeror shall identify and itemize all Other Direct Costs (ODCs) in the price proposal 
submission. 

For travel expenditures, the offeror shall identify in their price proposal the airfare and/or 
local mileage, per diem rates by total days, lodging, number of trips, and number of 
employees traveling. 

3 TASK ORDER LINE ITEM NUMBERS STRUCTURE 

All prices shall conform to the format defined herein. Additional price elements not 
included in the defined format are not permitted. Any services, material, or supplies 
required in the performance of this task order for, which a price is not specifically 
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identified in the price tables will be considered to be included in the price of another item 
or provided at no charge to the Government. The contractor may waive any task order 
price in the future at any time. 

ForT &M, the Government will not reimburse the contractor for labor hours not 
delivered. 

Also, the Government will not reimburse the contractor for ODCs and Travel not 
delivered and/or exceeding the ordered pool amount. All costs have to be authorized by 
the Government in advance. 

The task order services, as defined in the Performance Work Statement (PWS), will be 
organized in the following CLINs: 

Army National Guard CLINs only 

CLIN 0001: ARNG NCR Director of Information Management (DOIM) Support 

CLIN 0002: ARNG Enterprise Processing Center (EPC)- Core Support 

CLIN 0003: ARNG Other Direct Costs and Travel 

CLIN 0004: ARNG Government Directed Initiatives (optional) 

CLIN 0005: ARNG Video Classroom Support (optional) 

CLIN 0006: ARNG Software Engineering Support (optional) 

CLIN 0007: ARNG Web Services Support (optional) 

CLIN 0008: ARNG Enterprise Processing Center (EPC)- 24x7 Support 
(optional) 

Air National Guard CLINs only 

CLIN 0009: ANG NCR Operational Support 

CLIN 0010: ANG Other Direct Costs and Travel 

CLIN 0011: ANG Government Directed Initiatives (optional) 

Army and Air National Guard Transition CLINs 

CLIN 0012 : ARNG and ANG Transition 

CLIN 0013: ARNG and ANG Other Direct Costs for Transition 

4 CLIN DETAILS 

4.1 CLIN 0001 - ARNG NCR DOIM Support 

CLIN Contract Type: T &M 

Description: Perform services required for ARNG NCR DOIM Supp01i in accordance 
with the discrete elements as addressed in the PWS Sections 2 and 3. 

The support shall be based only on the fully burdened labor rates set forth in the contract. 
Subcontractor charges shall be included in CLIN 000 I. 
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4.2 CLIN 0002 - ARNG E nterprise Processing Center (EPC)- Core Support 

CLIN Contract Type: T &M 

Description: Perform services required for ARNG EPC Core Support in accordance with 
the discrete elements as addressed in the PWS Sections 2. 4, and 4.1. 

The support shall be based only on the fully burdened labor rates set forth in the contract. 
Subcontractor charges shall be included in CLIN 0002. 

4.3 CLIN 0003 - ARNG Other Direct Costs and Travel 

CLIN Contract Type: T &M 

Description: The Government is reserving this CLIN for specific purposes and is 
restricting its use. The Government prohibits use ofCLIN 0003- ARNG Other Direct 
Costs (ODC) and Travel as a primary means to implement the task order. The 
Government's restriction only permits the contractor to use CLIN 0003- ARNG ODC 
and Travel for unusual or one-time expenditures and travel. The Government requires the 
contractor to use CLINs 0001, 0002, and 0004 - 0008 for costs that are directly 
chargeable. 

The Government expects the contractor to account for incidental costs in a burden factor, 
e.g. overhead rate, and not to itemize or price them separately in CLIN 0003 - ARNG 
Other Direct Costs. The Ordering Contracting Officer (OCO) shall determine the 
allowability of ODCs in accordance with subpart 31.2 of the Federal Acquisition 
Regulation (FAR) in effect on the date of this task order and with the limitations and 
restrictions as specified above. The contractor shall present a detailed list of all ODC 
items, item pricing, and a basis of estimate for each price. All travel in support of this 
task order shall be in accordance with the Joint Travel Regulations (JTR). No other 
charges of any type shall be applied to travel. 

Equipment, software, and materials acquired by the contractor with Government funds, 
for performance of this task order, are the property of the Government. 

The Government will not reimburse the contractor for Other Direct Costs and Travel not 
delivered and/or exceeding the ordered pool amount, or not authorized. 

4.4 CLIN 0004- ARNG Government Directed Initiatives (optional) 

CLIN Contract Type: FFP or T &M 

Description: ARNG Government Directed Initiatives are those activities, in accordance 
with the discrete elements as addressed in the PWS Sections 2 and 9, which are outside 
scope ofthe activities defined in other ARNG CLINs. When requested by the 
Government or when the contractor feels that there is a need for improvement or change, 
the contractor shall submit a formal project proposal, including scope, activities, 
schedule, deliverables, and success criteria required for each initiative to the Government 
for review. No work shall be initiated prior to the Government's written approval to 
proceed. 
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The support rates shall be based only on the fully burdened labor rates set forth in the 
contract. Subcontractor charges shall be included in CLIN 0004. 

Partial payment ofFFP Contract Line Item Numbers (CLINs) may be negotiated based 
on the completion of contractually specified milestones. 

ForT &M, the Government will not reimburse the contractor for labor hours not 
delivered. 

This is an optional CLIN exercised solely at the discretion of the Government. 

4.5 CLIN 0005- ARNG Video Classroom Support (optional) 

CLIN Contract Type: FFP or T&M 

Description: Perform services required for ARNG Video Classroom Support in 
accordance with the discrete elements as addressed in the PWS Sections 2 and 5. 

The support rates shall be based only on the fully burdened labor rates set forth in the 
contract. Subcontractor charges shall be included in CLIN 0005. 

Partial payment ofFFP Contract Line Item Numbers (CLINs) may be negotiated based 
on the completion of contractually specified milestones. 

ForT &M, the Government will not reimburse the contractor for labor hours not 
delivered. 

This is an optional CLIN exercised solely at the discretion of the Government. 

4.6 CLIN 0006- ARNG Software Engineering Support (optional) 

CLIN Contract Type: FFP or T &M 

Description: Perform services required for ARNG Software Engineering support in 
accordance with the discrete elements as addressed in the PWS Sections 2 and 6. 

The support rates shall be based only on the fully burdened labor rates set forth in the 
contract. Subcontractor charges shall be included in CLIN 0006. 

Pa11ial payment of FFP Contract Line Item Numbers (CLINs) may be negotiated based 
on the completion of contractually specified milestones. 

ForT &M, the Government will not reimburse the contractor for labor hours not 
delivered. 

This is an optional CLIN exercised solely at the discretion of the Government. 

4.7 CLIN 0007- ARNG Web Services (optional) 

CLIN Contract Type: FFP or T&M 

Description: Perform services required for ARNG Web Services support in accordance 
with the discrete elements as addressed in the PWS Sections 2 and 7. 

The support rates shall be based only on the fully burdened labor rates set forth in the 
contract. Subcontractor charges shall be included in CLIN 0007. 

Partial payment of FFP Contract Line Item Numbers (CLINs) may be negotiated based 
on the completion of contractually specified milestones. 
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ForT &M, the Government will not reimburse the contractor for labor hours not 
delivered. 

This is an optional CLIN exercised solely at the discretion of the Government. 

4.8 CLIN 0008- ARNG Enterprise Processing Center (EPC)- 24x7 Support 
(optional) 

CLIN Contract Type: T &M 

Description: Extend the services already provided under CLIN 0002 from the core (600 
to 1800 Monday through Friday) to 24x7 coverage hours. This CLIN is an extension 
from EPC Core support (CLIN 0002) Additional details can be found in sections 2, 4, and 
4.2 ofthe PWS. 

The support rates shall be based only on the fully burdened labor rates set forth in the 
contract. Subcontractor charges shall be included in CLIN 0008. 

4.9 CLIN 0009- ANG Operational Support 

CLIN Contract Type: T &M 

Description: Perform services required for Air National Guard Operational support in 
accordance with the discrete elements as addressed in the PWS Sections 2 and 8 

The support shall be based only on the fully burdened labor rates set forth in the contract. 
Subcontractor charges shall be included in CLIN 0009. 

4.10 CLIN 0010- ANG Other Direct Costs and Travel 

CLIN Contract Type: T&M 

Description: The Government is reserving this CLIN for specific purposes and is 
restricting its use. The Government prohibits use of CLIN 0010 - ANG Other Direct 
Costs (ODC) and Travel as a primary means to implement the task order. The 
Government's restriction only permits the contractor to use CLIN 0010- ANG ODC and 
Travel for unusual or one-time expenditures and travel. The Government requires the 
contractor to use CLIN 0009 for costs that are directly chargeable. 

The Government expects the contractor to account for incidental costs in a burden factor, 
e.g. overhead rate, and not to itemize or price them separately in CLIN 0010 - ANG 
Other Direct Costs. The OCO will determine the allowability of ODCs in accordance 
with subpart 31.2 ofthe Federal Acquisition Regulation (FAR) in effect on the date of 
this task order and with the limitations and restrictions as specified above. The contractor 
shall present a detailed list of all ODC items, item pricing, and a basis of estimate for 
each price. All travel in support of this task order shall be in accordance with the Joint 
Travel Regulations (JTR). No other charges of any type shall be applied to travel. 

Equipment, software, and materials acquired by the contractor with Government funds, 
for performance of this task order, are the property of the Government. 

The Government will not reimburse the contractor for Other Direct Costs and Travel not 
delivered and/or exceeding the ordered pool amount. 

4.11 CLIN 0011- ANG Government Directed Initiatives (optional) 
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CLIN Contract Type: FFP or T &M 

Description: ANG Government Directed Initiatives are those activities, in accordance 
with the discrete elements as addressed in the PWS Sections 2 and 9, which are outside 
scope of the activities defined in other ARN CLINs. When requested by the Government 
or when the contractor feels that there is a need for improvement or change, the 
contractor shall submit a formal project proposal, including scope, activities, schedule, 
deliverables, and success criteria required for each initiative to the Government for 
review. No work shall be initiated prior to the Government's approval to proceed. 

The support rates shall be based only on the fully burdened labor rates set forth in the 
contract. Subcontractor charges shall be inCluded in CLIN 0011. 

Partial payment of FFP Contract Line Item Numbers (CLINs) may be negotiated based 
on the completion of contractually specified milestones. 

ForT &M, the Government will not reimburse the contractor for labor hours not 
delivered. 

This is an optional CLIN exercised solely at the discretion of the Government. 

4.12 CLIN 0012- ARNG and ANG Transition (To take place during the first 90 
days of the base period) 

CLIN Contract Type: T &M 

Description: Perform services required for Army and Air National Guard transition in 
accordance with the discrete elements as addressed in the PWS. 

The support rates shall be based only on the fully burdened labor rates set forth in the 
contract. Subcontractor charges shall be included in CLIN 0012. 

CLIN 0012- ARNG and ANG Transition is to be used for the Transition Period only. 

4.13 CLIN 0013- ARNG and ANG Other Direct Costs for Transition 

CLIN Contract Type: T&M 

Description: The Government is reserving this CLIN for specific purposes and is 
restricting its use. The Government prohibits use of CLIN 0013- ARNG and ANG Other 
Direct Costs for Transition as a primary means to implement the task order. The 
Government's restriction only permits the contractor to use CLIN 0013 - ARNG and 
ANG Other Direct Costs for Transition for unusual or one-time expenditures and travel. 

The Government expects the contractor to account for incidental costs in a burden factor, 
e.g. overhead rate, and not to itemize or price them separately in CLIN 0013- ARNG 
and ANG Other Direct Costs for Transition. The OCO will determine the allowability of 
ODCs in accordance with subpart 31.2 ofthe Federal Acquisition Regulation (FAR) in 
effect on the date of this task order and wi th the limitations and restrictions as specified 
above. The contractor shall present a detailed list of all ODC items, item pricing, and a 
basis of estimate for each price. All travel in support of this task order shall be in 
accordance with the Joint Travel Regulations (JTR). No other charges of any type shall 
be applied to travel. 
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Equipment, software, and materials acquired by the contractor with Government funds, 
for performance of this task order, are the property of the Government. 

The Government will not reimburse the contractor for Other Direct Costs and Travel not 
delivered and/or exceeding the ordered pool amount. 

CLIN 0013 - ARNG and ANG Other Direct Costs for Transition is to be used for the 
Transition Period only. 

5 CLIN AND PRICE TABLES 

The Instructions to the Offerors solicitation document and the pricing I CLIN tables 
provided in the solicitation Attachment 1 shall be used when responding with the price 
proposal for thi s task order. 
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SUBMISSION REQUIREMENTS 
The fo llowing table lists the requirements for providing plans, technical documentat ion, and reports to the 
Government. The Contractor must obtain the Government's approval (in writing) prior to making any 
changes to the requirements . 

Many deliverables require Government approval before they can be implemented . The Government 
reserves the right to take up to ten working days to review any del iverable that must have Government 
approval. During that time period, the Government will either prov ide the Contractor with documented 
approval or return the document, with comments, for revision by the Contractor. The Contractor will 
make the changes requested by the Government or engage in a discussion about the deliverable with the 
Govern ment managers. Whenever the Contractor provides a revised document, the Government will have 
another ten workin g day period to review it. 

Please note that not all deliverables are required by both clients (ARNG and ANG). Upon award of the 
task order, the Government will work out the detai ls of these deliverables with the Contractor. 
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Item 

Availability 
Management 
Plan 

Asset and 
Configuration 
Management 
Plan 

Capacity 
Management 
Plan 

Change 
Management 
Plan 

COOP 

Table 1. Deliverables Submission Requirements 

For Details, See Section Submission 

2.1 

2.2 

2.3 

2.4 

2.5 

Draft plan within 60 
calendar days after 
task order award . 
Revised plan 15 
calendar days after 
Government 
comments. 
Government approval 
is required prior to 
implementation. 

Due 30 calendar days 
prior to transition 
completion. Provide 
revised configuration 
management plan 
within 15 calendar 
days after receiving 
Government 
comments. 
Government approval 
is required prior to 
implementation. 

Draft plan within 180 
calendar days after 
task order award. 
Revised plan 15 
calendar days after 
Government 
comments. 
Government approval 
is required prior to 
implementation. 

Draft due 60 days 
after Task Order 
award. Government 
approval is required 
prior to 
implementation. 

Draft plan within 120 
calendar days after 
task order award. 
Revised plan 15 
calendar days after 
Government 
comments. 
Government approval 
is required prior to 
implementation. 
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Update 
Requirements Medium 

Update within 20 Softcopy, 
calendar days of Hardcopy 
changes to the 
operations or 
service level 
requirements. 

Update within 20 Softcopy, 
calendar days of Hardcopy 
changes to the 
operations, or 
service level 
requirements. 

Update within 20 Soft copy, 
calendar days of Hardcopy 
changes to the 
operations, or 
service level 
requirements. 

Update within 20 Soft copy, 
calendar days of Hardcopy 
changes to the 
operations, or 
service level 
requirements. 

Update within 20 Softcopy, 
calendar days of Hardcopy 
changes to the 
operations, or 
service level 
requirements. 



Item 

Contractor 
Security Plan 

Optimization 
Plans 

Program 
Management 
Plan 

Risk 
Management 
Plans 

Security Test 
and Evaluation 
Plans 

Asset 
Management 
Report 

For Details, See Section Submission 

2.6 

2.7 

2.8 

2.9 

2.10 

3.1 

Draft with proposal. 
Provide revised 
security plan within 15 
calendar days after 
receiving Government 
comments. 
Government approval 
is required prior to 
implementation. 

A baseline document 
is due within 180 
calendar days after 
task order award. 
Thereafter, submit as 
part of an ongoing 
effort to improve 
operations or as 
required by the 
Government. 

Draft with proposal in 
accordance with the 
solicitation Instructions 
To Offerors document. 
Provide revised 
program management 
plan within 15 
calendar days after 
receiving Government 
comments. 
Government approval 
is required prior to 
implementation. 

Draft is due 180 
calendar days after 
task order award. 
Revised version due 
15 calendar days after 
Government 
comments. 
Government approval 
is required prior to 
implementation. 

First draft is due 60 
calendar days before 
system re-
accreditation is due. 
Government approval 
is required prior to 
implementation. 

First report within 5 
calendar days after 
first baseline 
configuration 
implemented. 
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Update 
Requirements Medium 

Update trigger: Softcopy, 
Yearly Hardcopy 

Update trigger: Soft copy, 
As changes in Hardcopy 
the operations or 
requirements 
dictate. 

Update trigger: Soft copy, 
Yearly Hardcopy 

Update trigger: Soft copy, 
Yearly or as Hardcopy 
changes in the 
operations 
dictate. 

Update trigger: Soft copy, 
As required for Hardcopy 
systems security 
re-accreditation. 

Update Trigger: Softcopy, 
Quarterly Hardcopy 



Item 

Daily System 
Status Report 

Monthly 
Program Status 
Report 

Security 
Incident Report 

Service Level 
and Self-
Assessment 
Report 

Weekly 
Program Status 
Briefings 

Policies and 
Procedures 

Systems 
Documentation 

Training 
Documentation 

For Details, See Section Submission 

3.2 

3.3 

3.4 

3.5 

3.6 

4.1 

4.2 

4.3 

Beginning 2nd month 
after task order award. 

Monthly. The first 
report is due at the 
end of the first month 
after task order award. 

Individual incident 
report, 24 Hours after 
incident. Monthly 
summary report: First 
report due at first 
monthly report after 
transition complete. 

First report due three 
months after the end 
of the transition 
period. 

Beginning 2nd month 
after task order award. 
Group lead briefings 
due one business day 
prior to status meeting 

90 calendar days after 
task order award. 
Government approval 
is required prior to the 
implementation of any 
policy or procedure. 

90 calendar days after 
task order award. 
Government approval 
is required prior to 
implementation. 

As needed based on 
training schedule 
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Update 
Requirements Medium 

Daily Softcopy, 
Hardcopy 

Update Trigger: Soft copy, 
Monthly Hardcopy 

Update Trigger: Soft copy, 
Report incidents Hardcopy 
as required 

Update trigger: Soft copy, 
Quarterly Hardcopy 

Weekly Softcopy, 
Hardcopy 

Update trigger: Softcopy, 
As required by Hardcopy 
associated 
changes 

Update trigger: Softcopy, 
As system Hardcopy 
design and other 
information 
changes. 

As needed Soft copy, 
hardcopy 



1. REQUIREMENTS FOR PLANS 
The required contents for plans deliverables are provided in the fo llowing paragraphs. The completeness 
of any del iverable wi ll be evaluated by the Government. 

1.1 . Availabil ity Management Plan 

The Availability Management Plan shall define the repeatable processes to be fol lowed by Contractor and 
Government staff to ensure that the assets under the contractor's management are accessible and operable 
by authorized users, according to the Service Level Agreements and Objectives (SLAs and SLOs) . 

The Ava ilability Management Plan shall : 

I. Lay out the organizational structure that wi ll support avai labil ity planning by identifying planning 
responsibi lities, mapping them to Contractor staff, identifying Government staff dependencies, 
and presenting the schedule for performi ng and completing thi s work. 

2. Define personnel responsibilities for executi ng the plan and monitoring performance, map these 
responsibi lities to Contractor staff, and identify interfaces to Government staff. 

3. Document the process for planning and accomplishing repairs, upgrades, maintenance, or 
replacements. The process description must also: 

a. Establish mai ntenance windows. 

b. Define the process to be followed for notifying Government, Contractor managers, and 
end-users when maintenance must be performed outs ide of the estab lished 
maintenance windows. 

c. Define the process to be fol lowed for notifying Government, Contractor managers, and 
end-users when schedu led maintenance exceeds the time allotted by the maintenance 
windows. 

1.2. Asset and Configuration Management Plan 

The Asset and Configuration Management Plan shall document the organization and procedures that wi ll 
be followed to ensure asset items are inventoried, tracked, and regularly audited. 

An asset can be a physical asset, such as a router or server, cable plant diagram, equipment rack layout, or 
equipment schemat ic. The fo llowing information must be present for each item: 

• Identifyi ng information, including asset type, name, version, and unique identifier. 
• Operational status, i.e., in-service or retired . 
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• Identity of, and contact informat ion for, the party responsible for maintaining custody 
of the item 

• Identity of, and contact information for, the party responsible for updating or revising 
the item. 

• Present location information, including building, office, rack, etc. 
• For networking hardware, networking software, and appl ications: operational 

configuration information (settings, versions, and requi red patches and upgrades) and 
where this information is maintained, in the event it must be reloaded. 

• Information that designates the asset as either CFE or GFE. 
• Quantity of each unique hardware item and number of software licenses for each 

unique COTS item. 
• Warranty, system maintenance, and support agreement information, especially the 

length of the agreement, begin date, end date, and the points of contact. 

The Configuration Management Plan shall: 

I. Lay out the organizational structure that wi ll support configuration management by identifying 
planning responsibi li ties, mapp ing them to Contractor staff, identifying Government staff 
dependencies, and presenting the schedule for performing and completing this work. 

2. Identify groups respons ible for executing the plan and monitoring performance, map these 
responsibil ities to Contractor staff, and identify interfaces to Government staff. 

3. Provide operational detai ls for the information requirements laid out above by: 

a. Naming and defi ning the required data elements 

b. Identifying the sou rce of each data element 

c. Specify ing data entry and data validation ru les . 

4. Document the process for populating and maintaining the information in the configuration 
management database; th is part of the plan must address configuration management process 
relationsh ips with change management and maintenance processes. 

5. Document requirements for internal contro l and audit of data. 

1.3. Capacity Management Plan 

The Capacity Management plan shall document cost-effective and repeatable processes to be fol lowed by 
Contractor and Government staff to monitor and control IT assets and services so th ey are scaled to 
handle capacity requests at performance levels specified by the SLAs. 

The Capacity Management Plan shall : 

I. Lay out the organizational structure that wil l support capacity planning by identifying planning 
responsibil ities, mapping them to Contractor staff, identifying Government staff dependencies, 
and presenting the schedule for performing and completing this work. 
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2. Define personnel responsibilities for executing the plan and monitoring performance, map these 
responsibil it ies to Contractor staff, and identify interfaces to Government staff. 

3. Identify Contractor and Government points of contact for each system with in the scope of the 
plan. 

4. Define system and service performance indicators that wi ll be used to identi fy under-uti lized and 
over-uti I ized assets and services. 

5. Define the process and schedule for gathering capacity management data and tracking the 
performance of hardware, software, and services to detect and mitigate potential problems before 
they manifest themselves as service problems. 

6. Document the method for communicating capac ity management information in a way that 
supports proactive system management. 

1.4. Change Management Plan 

The Change Management Plan shall document cost-effective and repeatable processes that will be 
followed by the Government and Contractor staff in order to introduce changes to the production 
envi ronment. This plan shall be based on and supplement the existing Government change management 
plans and processes. 

The Change Management Plan shall: 

1. Address the following change situations: 

a. Introduction of a new asset 

b. Upgrade, modification, or retirement of an existing asset 

d. Introduction of a new service 

e. Upgrade, mod ifi cation, or retirement of an existing service 

2. Lay out the organizational structure that wil l support change management process. Define 
personnel responsibilities for executing the plan and monitoring performance, map these 
responsibi lities to Contractor staff, and identify interfaces to Government staff and processes. 
Identify dependence on other processes and organ izations. 

3. Describe interaction with the existing change management authorities, including the following 
processes: 

a. Presentation of a change request 

b. Obtaining approval 

c. Implementing change 
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d. Updating asset and configuration management systems 

4. Describe the process for notifying the end-users about the changes. 

5. Describe the process of mitigating risk associated with introduction of a change into the 
production environment. 

1.5. Continuity of Operations Plans (COOP) 

This deliverable shall document the approach for identifying and sustaining business critical operations in 
an event of partial or full loss of operational capabilities at the ARNGRC and ANGRC. 

Each COOP shall: 

I. Map business critical operations to hardware and software elements that directly support those 
operations. 

2. Specify emergency conditions for business cri tical operations. 

3. Document fa ilover, emergency response, and recovery procedures 

4. Lay out the organizational structure that will support service continu ity planning by identifying 
planning responsibilities, mapping them to Contractor staff, identifying Government staff 
dependencies, and presenting the schedule for performing and completing this work. 

5. Define personnel responsibilities for executing the plan and monitoring performance, map these 
responsibil ities to Contractor staff, and identify interfaces to Government staff. 

6. Describe the method or methods for identifying and classifying risks to business critical 
operations. 

7. Include information about how the COOP sites will support service continuity. 

1.6. Contractor Security Plan 

The Contractor Security Plan shall document the organization and procedures that will be followed to 
ensure personnel and system securi ty comply with al l applicable Government regulations. At a minimum, 
the Contractor Security Plan shall : 

I. Lay out the organizational structure that will support security planning by identifying planning 
responsibilities, mapping them to Contractor staff, identifying Government staff dependencies, 
and presenting the schedule for performing and completing this work. 

2. Define personnel responsibilities for executing the plan and monitoring performance, map these 
responsibil ities to Contractor staff, and identify interfaces to Government staff. 
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3. Identify measures to ensure compliance with all appropriate Federal, DoD, Army and ARNG, and 
Air Force and ANG procedures, and security requirements for personnel, and physical security. 

4. Identify measures to ensure compliance w ith al l appropriate Federal, DoD, Army and ARNG, Air 
Force and ANG IT policies, procedures, and security requirements for computer access and 
hardening guidelines. 

5. Identify procedures and techniques that supp011 best commercial and Government practices for 
securing against unauthorized access and threats. 

1.7. Optimization Plans 

The Optimi zation P lans shall be used by the Contractor to recommend changes and projects. These plans 
can apply to system enhancements, hardware or software modernization, process changes, and changes to 
the offered services. 

Each Optimization Plan shall: 

I. Present project req uirements, reason for implementation, measurable project success criteria, and 
project del iverables. 

3. Present an order of magnitude cost for completing the project, including a managerial view of 
cost elements and assumptions relating to cost and budget estimates. 

4. Report the results of feas ibility studies, change impact assessments, and risk analyses. 

5. Report the benefits both, financial or non-fi nancial. 

6. Include a work breakdown structure that defines work activities for creating and implementing 
deliverables and for coord ination and communication, s ite preparation, eq uipment acquisition and 
installation, system testing, and training. 

7. Schedu le activities at the second tier of the work breakdown structure and map key dependencies 
(if the project is approved by the Government, the project plan for the effort will contain the rest 
ofthe details). 

8. When an optimization pl an recommends technology refreshment or new technology, the plan 
must also: 

a. Define and report on different ways to accomplish a business obj ective besides 
developing or modify ing an automated solution. 

b. Report the results of an evaluation of technology alternatives. 

c. Report how the technology refreshment supports or is affected by current or upcoming 
DOD, Army and ARNG, Air Force and ANG directives. 

d. Repo11 whether the solution wi ll rely on COTS hardware and software; if not, the plan 
should justify the recommendation not to use COTS products. 
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e. Include activities relating to end-of-life notification and disposal in accordance with 
applicable directives. 

The Contractor shall deliver the Baseline Optimization Plan. This Plan shall present the Contractor's 
assessment of the current IT infrastructure and the strategy for evolving it to meet the changing needs 
of the NCR. The plan should take into account resource, process and technology factors. 

1.8. Program Management Plan 

The Program Management Plan shall present the plan for managing the program and outline the steps 
needed to ensure that the services provided by the Contractor to the Government are of sufficient quality 
to meet current and future program goa ls, and are delivered in a cost effective manner. This plan shall 
address two phases: Phase I shall include tasks associated with taking over the operations from the 
current Contractor and Phase 2 shall address tasks required to provide ongoing Operations and 
Maintenance support in a costly manner that meets the SLAs. This plan must also include the 
Contractor's Quality Control measures and plans to apply them. A draft of this plan shall be submitted as 
part of the proposal. 

The PMP shall inc lude the followi ng information: 

Phase I of the PMP shall address the management of Task Order transition and service initiation, i.e., the 
incom ing transition period, as well as the end-of-contract transition to a successor Con tractor, and shall 
include, at a minimum, the following: 

I. Approach for managing the transition from the current Contractor. 

2. How the Offeror will work with the current support Contractor to facilitate the transition of both 
services and Government Furnished Property (GFP) from the current Contractor. 

3. A li st of a ll Government dependencies and assumptions for Government resources to be used 
during the transition(s). 

4. Technology and information transfer processes and procedures among the various organizations 
(Contractor, Government, vendors, etc.) 

5. Transition issues and risks and how the Offeror shall manage them. 

6. Price and schedule risks, if anticipated, and their likely impacts on affected personnel. 

7. Transition schedule that includes, at a minimum: specific tasks to be performed and the resources 
assigned to them; task dependencies and relationships; proposed task du ration; and major 
milestones, including the deliverable milestones specified in the Deliverables document. 

8. A phase-out plan in accordance with FAR 52.237-3, "Continuation of Services." 

Phase 2 of the draft PMP shall address the management of the on-going operations: 

1. Management approach to providing required services. 
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2. Management approach to formulating and enforcing work and quality standards, establishing 
schedu les, reviewing work in progress, and managing personnel, includ ing Subcontractors. 

3. Management approach to tracking and controlling costs. 

4. Methodology and tools for planning, forecasting, budgeting, accounting for, tracking, and 
repot1ing on the Task Order budget and expenditures. 

5. Approach to improving service and operating more efficiently, including proactive, !TIL­
compliant service enhancements and problem avoidance. 

6. Approach to managing teaming relationships with any and all Subcontractors and/or partners. 

7. Approach to maintaining relationship with other Contractor operating within the NCR. 

8. Management structure, organization, and roles and respons ibilities for key personnel. 

9. Risk management process, including ri sks identified in this proposal and actions to manage them 
through acceptance, avoidance, mitigation, or elimination. 

I 0. Service Level Agreement (SLA) management and SLA repot1ing methods. 

The Quality Assurance (QA) approach shall discuss the following: 

I . Address Contractor deliverables, standards of acceptance, and interactions between the 
Contractor and the Government to ensure effective communication and quality assurance. 

2. Demonstrate the Offeror's approach to meeting the SLAs. 

3. Discuss th e Offeror's methodology and staffing responsibilities for identify ing deficiencies in the 
quality of services performed before the leve l of performance is unacceptable. 

1.9. Risk Management Plans 

The Ri sk Management Plans shall document controls that the Contractor wi ll use to minimize risk to the 
operations. The plan shall address the risks associated with changes to the existing infrastructure, 
introduction of new elements into the infrastructure as well as external factors, such as technology trends 
and changing business environment. 

The Risk Management Plan shall: 

I . Lay out the organizational structure that will support risk management by identifying planning 
responsibi lities, mapping them to Contractor staff, identify ing Government staff dependencies, 
and presenting the schedule for performing and completing this work. 

2. Define personnel responsibiliti es for executing the plan and monitoring performance, map these 
responsibi lities to Contractor staff, and identify interfaces to Government staff. 
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3. Present repeatable process for identifying risk and minimizing its impact. 

1.1 0. Security Test and Evaluation Plans 

To support system re-accreditation (every three years), all security technical controls must be tested. The 
Contractor shall develop a Security Test and Evaluation (ST &E) Plan that addresses the requirements in 
National Institute of Science and Technology (NJST) SP 800-53 for a High Impact System and the 
appropriate DoD, Army/ARNG, or Air Force/ANG information system security testing requirements. The 
contractor should anticipate preparing two ST &E Test Plans and supporting the resulting testing activities 
during the life of this task order. 

System Test Plans must be signed-off by system owners, Contractor, and Government managers before 
they are implemented. Every ST&E test plan shall include the fol lowing information: 

I . The identity of the test manager. 

2. Contact information for the test manager. 

3. The requirements, steps, and personnel responsibili ties for coordination and communication, site 
preparation, equipment acquisition and installation, and test participant training. 

4. The activities, sched ule, and personnel for performing the tests. 

5. Defined test steps, expected outcomes for each test step, and requirements for data collection and 
reporting the results of performed tests. 

6. Contingenc ies to stop tests and back out when problems are encountered. 
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2. REQUIREMENTS FOR REPORTS 

2.1 . Asset Management Report 

The Asset Management Report shall provide exception in formation about the status and dispos ition of 
assets (Government and Contractor-owned) being managed by the contractor. The report should be based 
on the information available from the Government-provided asset management system as we ll as from 
other sources. The contracto r s hall develop this report to hi ghl ight the items that need the attention of the 
Government. The information should include both physical (servers, laptops, cell phones, etc.) and 
logical assets (software, li censes, e tc.). Specifically, the report sha ll identify assets that fa ll into one of 
the fo llowing categories: 

• Unused 
• Warranty about to expire 
• N eeds expansion, change, or replacement 
• Needs to be refreshed 
• N eeds to be retired 
• N eeds to be moved 

The information about each asset should contain the fo llowing: 

• Asset id 

• Status 

• Asset type 

• Manufacturer 

• C urrent usage 

• Location 

• Responsible party 

2.2. Daily System Status Report 

The Dai ly System Status Report is an informal means of communicating informati on about: 

• System performa nce 
• S tatus of current and upcoming events and activit ies 
• Events that may have impact on the operation 

The exact fo rmat and execution o f this report w ill be determ ined through discussion with the Government 
personnel. The Contractor should anticipate two such reports, one for the ARN G and one for the ANG 
c lient. 
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2.3. Monthly Program Status Report 

This repo11 is also known as the Interim Progress Report (IPR). The report shall present the following 
information: 

Service Level Management 

The Contractor shall report on system performance against the SLAs and SLOs. For each instance of SLA 
under-performance, document the following: 

I. Summary information about performance that was Below Expectations, including impact on the 
operations and end-users. 

2. Deta il s about the root cause or findings from troubleshooting efforts. 

3. Details of Contractor efforts to improve performance. 

4. An evaluation of the risk to future operations posed by the event. 

Availability Management 

The Contractor shall provide the information about the actua l versus schedu led availab il ity of all critical 
systems. If avai labi lity falls below the expected va lues, the report should address reasons and plans to 
bring the availabil ity to acceptable levels. 

Capacity Management 
-------- -------- - - - --

The Contractor shall provide the capacity information for the critical operational components. If capacity 
fa lls below the expected values, the report shou ld address reasons and plans to bring the capacity to 
acceptab le levels. 

Trouble Ticket Summary 

The Contractor shall summarize trends in trouble ticket activity, such as: 

1. The number of trouble tickets closed during the report period by severity levels 

2. The average resolution t imes of trouble tickets by severity levels 

3. Trending information comparing current trouble ticket volumes and characteristics with the 
previous month 

4. Trend ing information comparing current trouble ticket volumes with the last 12 months 

5. Trending analysis and expectations for the future 
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Help Desk Summary 
------ ----

The Contractor shall summarize the Help Desk activity for the month, including: 

I. The number of trouble/requests calls received at the help desk 

2. Call abandoned rate 

3. Average Speed to Answer 

4. Average talk time 

5. Comparison of current month 's activities with the last 12 months and associated analysis 

Change Management 

The Contractor shall provide the following information. 

I. The number of scheduled and emergency changes performed during the month and their impact 
on the operations. 

2. Trending information concerning numbers of changes performed over the last 12 months. 

3. Recommendations. 

Maintenance 

The Contractor shall provide the maintenance summary information. 

Other Contractor Activities 

Repo11 on the fo llowing items. 

1. Ana lysis of the results of the end-users satisfaction survey. 

2. Critical program management problems or issues: items with the potential to cause problems. 

3. Other information the Contractor considers important. 

4. Invoice data including ODCs and travel. 

The exact format and execution of this report will be determined through discussion with the Government 
personnel. The Contractor shou ld anticipate two such reports, one for the ARNG and one for the ANG. 
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2.4. Security Incident Report 

Security incidents shall be repo1ted to appropriate Government Point of Contact (POC) in accordance 
with the SLAs. The requirement to provide the Security Incident Report is in addition to SLA reporting. 

The Security Incident Rep01t shall document information about securi ty incidents and threats to the 
infrastructure within four hours of discovery. When all of the information required by thi s report is not 
available, the Contractor wil l provide an updated report within 24 hours of the incident and provide 
updated reports every 24 hours thereafter, until all information has been provided. The final report must 
be clearly marked as being the last repo1t for a unique security incident. 

Each Security Incident Report must address: 

I. Event description, including details about impact on the operation. 

2. Security inc ident event date and time. 

3. Serv ices affected. 

4. Date and time the Government was noti fied about the securi ty incident. 

5. Information on how event was detected . 

6. Rem edial action taken. 

7. Root cause analysis for future prevention of similar incidents. 

8. Action taken to correct the situation that caused the securi ty incident and prevent recurrence of 
similar incidents. 

9. Recommended action to prevent recurrence of similar incidents, especiall y when there is a 
Government interface to approve one or more recommended actions. 

2.5. Service Level and Self-Assessment Report 

The Service Level and Self-Assessment Rep011 shal l be developed and presented by the Contractor. This 
rep01i shall document, for the previous rep01iing period, the ~ontractor's performance against the 
establi shed SLAs and SLOs. This is a se lf-assessment of the Contractor's performance for that period, 
and a written expression ofthe Contractor's desire, if any, to briefthe Government. 

The written deliverable shall not exceed five pages, and the briefing shall not exceed 30 minutes. The 
self-eva luation will be used in evaluating the Contractor's performance. The written assessment of the 
Contractor's performance throughout the evaluati on period will also conta in information that may be 
reasonably expected to assist the Government in evaluating the Contractor's performance. Specifi cally, 
the Contractor will make ava ilable underlying statistics and performance measurement parameters data 
that is the basis for the Contractor's self-assessment. 
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2.6. Weekly System Status Report 

The Weekly System Status Report shall provide information about the current state of the operations as 
well as planned activities. This report information shall be structured into the fo llowing sections. 

Service Level Management 
--· -----·---

The Contractor shall report on system performance against the SLAs. Where SLAs are not being met, the 
report should provide reasons for failures and mitigation strategy. 

Incidents and Problems 

This section shal l address summary trouble tickets (volume, types, etc.) reported and worked on during 
the week. Of particular importance is information concerning high priority tickets and issues and their 
root causes. 

Changes 

This section shal l address any changes that were performed during the week as wel l as their impact on the 
operations: 

Maintenance 
-------------------

This section shall address maintenance activities: 

I. List of successfu l maintenance events. 

2. List of un successful maintenance events, including: 

• Reason for inabi lity to successfully complete the maintenance activities 

• Plans for completing these activities 

3. Impact of the maintenance activities on the end-users. 

4. Plans for next repo1ting period. · 

Issues 

This section shall address any issues that the Contractor feels shou ld be brought to th e Government's 
attention. This discussion should address suggestions for resolution 
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Plans 

Thi s section shall address plans for the near future and their impact on the operation. 

The exact format and execution of this report wi ll be determined through discussion with the Government 
personnel. The Contractor should anticipate two such reports, one for the ARNG and one for the ANG. 
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3. REQUIREMENTS FOR OTHER DELIVERABLES 

3.1. Policies and Procedures 

Policies and Procedures shall specify guidelines and cost-effective and repeatable practices to be followed 
by ARNG/ANG and Contractor stafffor day-to-day and other scheduled operations. Every policy and 
procedure document must include information for three critical areas. First, it must lay out the 
organizational structure that wi ll perform the work. Next, it must define procedures to be followed to 
successfu lly perform the tasks including means of documenting the work and its results. Finally, it must 
document the requ irements for communicating relevant information (includ ing updates, escalations) to 
Contractor and Government staff in a timely fa.shion. 

Standard operating policies and procedures must be developed for these areas: 

1. Help Desk and On-site Support, includ ing trouble ticket creation, updates, resolution 

2. Local Area Network Management, includ ing networking infrastructure, servers and client 
machines 

3. Project management 

4. Move, Add, and Change 

5. Information security 

6. Phys ical security 

7. End-user support documents such as " how to" documentation to assist end-users of information 
systems and appl ications 

8. Tro ubleshootin g, maintenance, administration, configuration updates, backup and recovery, etc. 
procedures 

9. Concept of Operations (CONOPS)- description of the Contractor's operations and management 
activities 

The Contractor shall develop these plans and procedures and update them as operations change. 

3.2. Systems Documentation 

The Contractor shall c reate and enter updates, revisions, modifications, and ed its to system 
documentation. The documents shal l be updated following any change. 
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3.3. Training Documentation 

The Contractor shall develop and deliver training materials to successfully execute training requirements. 
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Attachment 1: Price I CLIN Table Formats 

The offeror shall provide all pricing for the Operations Support and Contract Line 
ltem Numbers (CLIN) in the following table formats specified below. 

Operations Support Price Table Formats 

For tables 1 - 12 below, the offeror shall itemize individual labor rates and unit prices 
for all proposed labor and other direct costs such as equipment, software, supplies, 
materials and travel. The offeror shall not provide bundled prices for any proposed 
tasks or items. Table titles define if costs are to be presented in constant- or then-year 
dollars. Pricing shall be provided for the base period and all option periods. 

The offeror shall also clearly link the prices I costs identified in the fo llowing price 
tables to Tables 13 through 14- CLIN Summary identified within the Section called 
CLIN Summary Tables Format. 

Tables 1 - 12 are to be provided in Volume IV, Tab E.l. 

TA BLE 
NUMBER 

I 

2 

3 

4 

5 

6 

7 

8 

9 

10 

Tables 1 -12 

Operations Support 

DESCRIPTI ON 
Fully Burdened Labor Rates by Labor Category, Month, and 
Government Fiscal Year 

Labor Hours by Labor Category by Month by Government Fiscal Year 

Labor Hours by WBS Element by Month by Government Fiscal Year 

Transition Costs by Month for both Labor and ODCs-Then Year 
Dollars 

Price of Equipment, COTS Hardware, COTS Software, Materials, 
Supplies, and Other Direct Costs by Month by Government Fiscal 
Year-Constant Year Dollars 
Price of Equipment, COTS Hardware, COTS Software, Materials, 
Supplies, and Other Direct Costs by Month by Government Fiscal 
Year-Then Year Dollars 
Travel Costs by Month by Government Fiscal Year-Constant Year 
Dollars 

Travel Costs by Month by Government Fiscal Year-Then Year Dollars 

Cost by WBS Element-Constant Year Dollars 

Cost by WBS Element- Then Year Dollars 
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WBS 
LEVEL / 

LEVEL OF 
DETAIL 

Lowest 
WBS Level 
Used 
Supporting 
data see 
Note I. 
Supporting 
data see 
Note I. 
Supporting 
data see 
Note 2. 
Supporting 
data see 
Note 2. 
Lowest 
WBS Level 
Used 
Lowest 
WBS Level 
Used 

OTHER 

Date Acquired 

Date Acquired 

Date of Travel 

Date of Travel 



WBS 
LEVEL / 

TABLE LEVEL OF 
NUMBER DESCRIPTION DETAIL 

II 

12 

Cost by WBS Element by Month by Government Fiscal Year- Lowest 
Constant Year Do liars WBS Level 

Used 
Cost by WBS Element by Month by Government Fiscal Year-Then Lowest 
Year Dollars WBS Level 

Used 

Note 1: Supporting data for Hardware, Software, and other items prices if 
specific costs included in the WBS . Include maintenance prices separately. 
Provide unit prices, associated part numbers, manufacturers, descriptions, and 
quantity at minimum. 

Note 2: Supporting data for travel costs. Provide purpose, number of trips, 
origin and destination, duration, date of travel, and travelers per trip at 
mm1mum. 

Additional Notes: 

a) Government Fiscal Year start 1 October. 

b) It is important to note that the above tables shall clearly differentiate the 
prices I costs between Army and Air Guard. 

CLIN Summary Tables Format 

Tables 13 through 14 - CLIN Summary Tables shall be used to provide the monthly 
recurring charge and total price for the CLINs associated with the Operations Support 
for each period of performance. 

The prices are to be then-year dollars. 

Tables 13 through 14 are to be provided in Volume IV, Tab E.2. 
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20XX 

CLIN Oct Nov 
0001-
ARNG NCR 
Director of 
Information 
Management 
(DOIM) 
Support 
0002 -
ARNG 
Enterprise 
Processing 
Center 
(EPC)-
Core 
Support 
0003 -
ARNG 
Other Direct 
Costs and 
Travel 
0008 -
ARNG 
Enterprise 
Processing 
Center 
(EPC)-
24x7 
Support 
(optional) 
0009 - ANG 
NCR 
Operational 
Support 
00 10 - ANG 
Other Direct 
Costs and 
Travel 
Total 
Grand Total 

Table 13 - CLIN Summary Table 

Monthly Recurring Charge by CLIN 

Period of Performance - FYXX 

Dec 

20XX 

Month 

J an Feb Mar Apr May 

Source Select ion Sensitive 
J-4 

Jun Jut _t-ug Sep Total 
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Table 14- CLIN Summary Table 

Total Charge by CLIN 

For All Periods of Performance 

Transition 

CLIN 
Period 

000 I - ARNG NCR Director of Information 
Management (DOIM) Support N/A 
0002 - ARNG Enterprise Processing Center (EPC)-
Core Support N/A 
0003 - ARNG Other Direct Costs and Travel N/A 
0008 - ARNG Enterprise Processing Center (EPC)-
24x7 Support (optional) N/A 
0009 - ANG NCR Operational Suppoti N/A 
00 I 0 - ANG Other Direct Costs and Travel N/A 

0012- ARNG and ANG Transition 
0013- ARNG and ANG Other Direct Costs for 
Transition 
Total 
Grand Total 

Source Selection Sensitive 
J-5 

Base Option 
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SUPPORT SERVICE LEVEL OBJECTIVES 

SOLICITATION# 20661 

Service Level Objectives 

Th is section details the Service Level Objectives (SLO) corresponding to the operational metrics that are to 
be measured and reported by the Contractor. The Service Level Objectives (SLOs) define the objectives 
that the Government wishes to achieve for service delivery and support. The tables indicate the supported 
organization to which the SLO applies. Not al l SLOs will be reported by the Contractor; however, the 
Contractor shall be prepared to report on all of them. Some key Service Level Objectives (SLO) have been 
selected to be used as Service Level Agreements (SLA. 

R esponse, epatr tmes an R . T dC ustomer s . f atts act10n 
SLO 

SLO Item SLO Success Measure Reasoning 
ARNG ANG 

# Required Required 

He.lp Desk 90% of the problems resolved To maintain 
I during initial contact either efficiency of X Resolution Rate 

remotely or on-site assistance operations 

Respond to affected customer 

Incident 
within 15 minutes of ticket To maintain 

2 
Response Time 

creation with either resolution efficiency of X X 
or an update I 00% of the time operations 
(95% acceptable). 
Respond to customer within 
20 minutes of receipt of 
customer generated request 

User Generated for help with either a priority To maintain 
3 Ticket Response designation and status or efficiency of X X 

Time resolution of the request operations 
(other than Help Desk 
generated tickets) I 00% of 
the tim e (95% acceptable) 
I hour for business critical, 8 
hour for urgent, 2 business 

Resolve and days for normal and 4 
To maintain 

4 
Close Trouble business days for low priority 

efficiency of X X 
Tickets and tickets (2 hour for Very 
Service Requests Important Person tickets) 

operations 

100% of the time (95% 
acceptable) 
Update customers on ticket To ensure 

Customer Update 
resolution status every 15 appropriate 

5 minutes for business critical, notification of X X 
Frequency I hour for urgent, 8 hours for organizations 

normal/low criticality supported 
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SLO 
SLO Item SLO Success Measure Reasoning ARNG ANG 

# Required Required 
93% of all calls answered by 

Help Desk an analyst (non-automated To maintain 
6 Average Speed to response) within 20 seconds efficiency of X 

Answer (during normal hours of operations 
operation) 

Help Desk Call 
Call abandonment rate less 

To maintain 
7 Abandonment than or equal to 5% efficiency of X 

Rate operations 

Root Cause 
80% of all trouble tickets To maintain 

8 Closure 
have a root cause identified efficiency of X X 
within 30 days of initial report operations 

No more than 5% of all 
trouble tickets reported within 

To maintain 
9 

Known Issue a 30 day period are caused by 
efficiency of X X 

Assurance an exist ing know error 
(previously identified root 

operations 

cause) 
5 minutes to detect, 
proactively document and 

Time to Detect a 
begin working issues with the To maintain 

10 Network Incident 
LAN and MAN network efficiency of X X 
infrastructure including for operations 
example routers, switches, 
firewalls and servers 
Notifications sent to affected 

Notification 
stakeholders no less than 48 

To ensure 
Criteria for 

hours prior to scheduled 
appropriate 

II Scheduled 
outage. (Assumes 

notification of X X 
Maintenance 

maintenance and changes 
organizations 

and/or Outage 
comply with National Threat 

supported 
condition rules and other 
Government rules) 
1 00% of the scheduled 
maintenance is performed 

To ensure 
Maintenance 

during agreed-upon 
maintenance does 

12 
Support 

maintenance window; 99% of 
not disrupt services 

X X 
the time the maintenance is 
completed within the agreed-

during core hours 

upon maintenance window 

To ensure constant 
Notificat ion monitoring of 
Cri teria for Within 15 minutes 

network and 
13 Unscheduled (electronic) and 30 minutes appropriate X X 

Outages (voice) of failure or outage notification of 
cond it ion 

organizations 
supported 

Satisfaction 90% approval rating with a 
To ensure customer 

14 satisfaction with X X 
Survey I 0% or more response rate 

services provided 
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0 'pera 10na I S up port p f er ormance 
SLO 

SLO Item SLO Success 
Reasoning ARNG ANG 

# Measure Requi red Required 
99.9% uptime [9 

To ensure availability 
15 Network Avai lability hours downtime per 

of LAN and MAN X X year] - not including 
scheduled downtime service 

To ensure expeditious 
restoration of servers 

16 Server Restoration Within 24 hours due to accidental loss X X 
of hardware and\or 
media fai lure 

Document/file Within 2 hours of To ensure expeditious 
17 

Restoration noti fication of need 
restoration of backed- X X 
up documents/files 

Weekly fu ll back-up 
stored at off-site 

Server/Database/File location. Incremental 
To ensure service 

18 
Back-ups 

back-ups dai ly as 
continuity X X 

appropriate for 
services such as 
Email. 

Available 99.9% of 

19 Email Avai lability the time minus To ensure availability 
X X 

scheduled of service 
maintenance 

Free disk space 
To ensure availability 20 Email Capacity should be greater than 
of service 

X X 
20% of disk capacity. 

Active Directory 

AD Service 
service is available 

To ensure avai lability 
21 99.9% of the time X X 

Availabil ity 
minus scheduled 

of service 

maintenance 
Mission Support 

Mission Support 
servers are avai lable 

To ensure availability 
22 98% of the time X X 

Server Availability 
minus scheduled 

of service 

maintenance 
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B . S us111ess u )port 
SLO 

SLO Item SLO Success Measure Reasoning ARNG ANG 
# Re_quired Required 

Notify appropriate 
To ensure all Computer Government personnel a 
computers are Warranty minimum of six (6) months 23 

Coverage prior to expiration of service properly covered by X 

Notification or warranty coverage I 00% warranty or service 

of the time agreements 

COOP 
Perform COOP exercise and 

To ensure service 24 
Planning review COOP plan at a 

continuity X X 
mm1mum once a year 

s ecuruy 1pera IOns p f er orma nce 
SLO 

SLO Item SLO Success Measure Reason ing 
ARNG ANG 

# Required Required 

Security Incident Repo11 security incidents 
To minimize 25 

Response Time (failures and breaches) within 
security risks X X 

15 minutes to the Government 

Detect and rep011 
malicious/unauthorized 

Security Incident activity up the CERT chain 
To minimize 26 

Escalation Time (e.g. local CERT to 
security risks X X 

ANGNOSC or ACERT or 
AFNOSC) within 2 hours of 
detection 
Detection goal of 99.9% of all 
network security events 

Security Event (indicative of anomalous or 
To minimize 27 Detection malicious or violation activity 
security risks 

X X 
Performance against crit ical systems) within 

4 hours of security event 
initiation. 

To minimize 

Analysis of90% of detected 
security risks 
and provide 

Security Event 
security events initiated within 

timely and 
4 hours of event detection and 

28 Analysis 
closed within 24 hours. 

accurate X X 
Performance 

(Closure of repo11s based on 
analysis of 
security 

priority and classification .) 
detected 
security events 

Appropriate reaction and 
Security Incident containment of 99.9% of 

To minimize 
29 Management detected security incidents per 

security risks 
X X 

Performance Government rules and 
regulations 
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SLO SLO Item SLO Success Measure Reasoning 
ARNG ANG 

# Required Req uired 

Update IDS systems, virus 
signature updates and firewall 

Security System rule sets as released by vendors 
To minim ize 

30 Maintenance or advisories within 5 business 
security risks X X 

Performance days after Government 
approval, 99.999% of the time 
as a goal. 

Security 
Goal of I 00% high 
vulnerabilities reduction or 

31 
Audi t/Vulnerability documented exemption or 

To minimize 
X X 

Assessment 
document extension by 

security risks 
Performance 

compliance date 
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1. BASIS FOR SERVICE LEVEL AGREEMENTS 

The Army National Guard (ARNG) is soliciting Contractor support in order to support 
ongoing IT operations. The Contractor's performance will be measured against the 
Service Level Agreements (SLAs) described in this document in addition to monitoring 
the Service Level Objectives (SLO) defined in the Performance Work Statement. 

This document details a subset of key Service Level Objectives (SLO) that have been 
selected to be used as Service Level Agreements (SLA). The Contractor shall comply 
with all SLAs defined herein. · 

The SLAs were selected to emphasize patticular performance areas such as Response, 
Repai r Times and Customer Satisfaction, Operational Support Performance, and Security 
Operations Performance. 

1.1. Applicability 

The Government will evaluate the Contractor's performance using the measures 
described in this document. The table below indicates the supported organization to 
which the SLA applies. · 

SLA 
# 

1 

2 

3 

4 

5 

6 

7 

8 
9 
10 

11 

12 

13 

SLA Title ARNG 
Required 

Help Desk Resolution 
Rate 
Help Desk Average Speed 
to Answer 
Help Desk Call 
Abandonment Rate 
Incident Response Time X 
Resolve and Close 
Trouble Tickets and X 
Service Requests 
Notification Criteria for 
Scheduled Maintenance X 
or Planned Outage 
Notification Criteria for 

X 
Unscheduled Outages 
Network Avai labi lity X 
Email Availability X 
AD Service A vail ability X 
Mission Support Server 

X 
Availability 
Security Incident 

X 
Response Time 
Security Event Analysis X 
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Required 

X 

X 

X 

X 

X 

X 

X 

X 
X 
X 

X 

X 

X 



Performance 

14 
Security Incident 

X X Management Performance 

1 5 
Security System 

X X 
Maintenance Performance 
Security 

16 Audit/Vulnerability X X 
Assessment Performance 

2. SERVICE LEVEL AGREEMENTS 
Service Description. Facilitate and enable customer service desk, networking, 

communications, and access to networked applications. The Contractor shall deliver each 
service in accordance with the Performance Work Statement (PWS) of this solicitation. 
Related deliverables are specified in the Deliverable document of this soli citation. The 
Contractor performance standards are tailored for the type of service being provided. 

Contractor Responsibilities. The Government will assume the Contractor is 
responsible for any failure to meet an availability SLA unless the Contractor provides 
proof and briefs the circumstances that absolve them of responsibility at the Monthly 
Performance Report. The Contractor shall ensure that scheduled upgrades, modifications, 
and non-emergency configuration changes are performed outside of normal duty day 
periods or during scheduled and announced outage periods. When the Contractor 
performs touch labor service, the end-user or end-users will be kept fully informed of 
status orders. The Contractor shall also alert the appropriate Government personnel and 
end-users about any staff changes with a real or potential impact on service delivery. The 
Contractor shall notify the Government about access requirements in a timely manner. 

Government Responsibilities. To facilitate service performance, especially in 
regards to a service disruption or service outage, the end-user will make devices, closets, 
wiring systems, circuits, and other supporting hardware and software accessible to the 
authorized Contractor personnel. Government representatives will be avai lable to assist 
service support staff during pre-arranged service periods. The Contractor shall notify the 
Government in writing about access requirements. The notification can be via memo or 
email and must be received by an authorized Government enterprise manager in a timely 
manner because there will be occasions when Government to Government coordination 
to grant access will be necessary. The Government will acknowledge the Contractor's 
request, take action to provide access, and notify the Contractor in writing when access 
has been coordinated and approved. 
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2.1. Help Desk Resolution Rate 

A. SLA ID: 1. 

B. Key Performance Indicator. The percent of problems and requests reported to the 
Help Desk that were resolved (either closed or successfully addressed) during the 
initial contact with the end user. The first contact may include direct on-site ad­
hoc contact that is documented after the fact. 

C. Performance Standards 

Meets Expectations 

> = 90% of problems resolved 
during initial contact 

D. Who Measures: Contractor. 

Below Expectations 

< 90% of problems resolved 
during initial contact 

E. Measurement Frequency: Monthly. 

F. Data Source: Trouble Ticketing System and other operational tool s as necessary. 

2.2. Help Desk Average Speed to Answer 

A. SLA ID : 2. 

B. Key Performance Indicator. The percentage of calls received at the Help Desk 
that were answered by agents within 20 seconds (during normal hours of 
operation). 

C. Performance Standards 

Meets Expectations 

> = 93% answered by agents 
within 20 seconds 

D. Who Measures: Contractor. 

Below Expectations 

< 93% answered by agents 
within 20 seconds 

E. Measurement Frequency: Monthly. 

F. Data Somce: Automatic Call Distribution system. 

2.3. Help Desk Call Abandon Rate 

A. SLA ID: 3. 
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B. Key Performance Indicator. The percentage of calls that were abandoned while in 
queue. 

C. Performance Standards 

Meets Expectations 

< = 5% calls are abandoned 
while waiting in queue 

D. Who Measures: Contractor. 

Below Expectations 

> 5% calls are abandoned 
while waiting in queue 

E. Measurement Frequency: Monthly. 

F. Data Source: Automatic Call Distribution system. 

2.4. Incident Response Time 

A. SLA ID: 4. 

B. Key Performance Indicator. Time from the incident ticket creation or escalation 
from Tier I Help desk to the contact (either phone or in-person) with the end­
user(s) to commw1icate resolution status. 

C. Performance Standards 

Meets Expectations Below Expectations 

< 15 minutes < = 15 minutes 

D. Who Measures: Contractor. 

E. Measurement Frequency: Monthly. 

F. Data Source: Trouble Ticketing System and other operational tools as necessary. 

2.5. Resolve and Close Trouble Tickets and Service Requests- Business Critical 

A. SLA ID: 5-l. 

B. Key Performance Indicator. The average time difference from when a problem 
was either detected or reported to the time when it was resolved. Resolved 
implies that full functionality was restored. 

C. Performance Standards 

Meets Expectations Below Expectations 
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< = 1 hour > 1 hour 

D. Who Measures: Contractor. 

E. Measurement Frequency: Monthly. 

F. Data Source: Trouble Ticketing System and other operational tools as necessary. 

2.6. Resolve and Close Trouble Tickets and Service Requests -Urgent 

A. SLA ID: 5-2. 

B. Key Performance Indicator. The average time difference from when a problem 
was either detected or reported to the time when it was resolved. Resolved 
implies that full functionality was restored. 

C. Performance Standards 

Meets Expectations Below Expectations 

< = 8 hours > 8 hours 

D. Who Measures: Contractor. 

E. Measurement Frequency: Monthly. 

F. Data Source: Trouble Ticketing System and other operational tools as necessary. 

2.7. Resolve and Close Trouble Tickets and Service Requests- Normal 

A. SLA ID: 5-3. 

B. Key Performance Indicator. The average time difference from when a problem 
was either detected or rep011ed to the time when it was resolved. Resolved 
implies that full functionality was restored. 

C. Performance Standards 

Meets Expectations Below Expectations 

< = 2 business days > 2 business days 

D. Who Measures: Contractor. 

E. Measurement Frequency: Monthly. 

F. Data Source: Trouble Ticketing System and other operational tools as necessary. 
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2.8. Resolve and Close Trouble Tickets and Service Requests- Low 

A. SLA ID: 5-4. 

B. Key Performance Indicator. The average time difference from when a problem 
was either detected or reported to the time when it was resolved. Resolved 
implies that full functionality was restored. 

C. Performance Standards 

Meets Expectations Below Expectations 

< = 4 business days > 4 business days 

D. Who Measures: Contractor. 

E. Measurement Frequency: Monthly. 

F. Data Source: Trouble Ticketing System and other operational tools as necessary. 

2.9. Notification Criteria for Scheduled Maintenance and/or Outage 

A. SLA ID: 6. 

B. Key Performance Indicator. The time difference from when a notification is sent 
to the stakeholders and the start of the event. 

C. Performance Standards 

Meets Expectations 

> = 48 hours during business 
days 

D. Who Measures: Contractor. 

Below Expectations 

< 48 hours during business 
days 

E. Measurement Frequency: Monthly. 

F. Data Source: The data source will be agreed upon by the Government and 
Contractor after task order award. 

2.10. Notification Criteria for Unscheduled Outages 

A. SLA ID: 7. 

B. Key Performance Indicator. The time difference from when an event is identified 
to when a notification is sent to the stakeholders of the event. 

C. Performance Standards 
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Meets Expectations Below Expectations 

< = 15 minutes > 15 minutes 

D. Who Measures: Contractor. 

E. Measurement Frequency: Monthly. 

F. Data Source: The data source will be agreed upon by the Government and 
Contractor after task order award. 

2.11. Network Availability 

A. SLA ID: 8. 

B. Key Performance Indicator: The percentage of time that the LAN and MAN 
infrastructure is available to end users. 

C. Performance Standards 

Meets Expectations 

> = 99.9% (excluding scheduled 
maintenance) 

D. Who Measures: Contractor. 

Below Expectations 

< 99.9% (excluding 
scheduled maintenance) 

E. Measurement Frequency: Monthly. 

F. Data Source: The data somce will be agreed upon by the Government and 
Contractor after task order award. 

2.12. Email Availability 

A. SLA ID: 9. 

B. Key Performance Indicator: The percentage of time that the email service if fully 
accessible to all authorized end-users. 

C. Performance Standards 

Meets Expectations 

> = 99.9% (excluding scheduled 
maintenance) 

D. Who Measures : Contractor. 

Below Expectations 

< 99.9% (excluding 
scheduled maintenance) 

E. Measurement Frequency: Monthly. 
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F. Data Source: The data source will be agreed upon by the Government and 
Contractor after task order award. 

2.13. Active Directory Availability 

A. SLA ID: 10. 

B. Key Performance Indicator: The percentage of time that the Active Directory 
serv ice is fully accessible to the authorized end-users. 

C. Performance Standards 

Meets Expectations 

> = 98% (excluding scheduled 
maintenance) 

D. Who Measures: Contractor. 

Below Expectat ions 

< 98% (excluding scheduled 
maintenance) 

E. Measurement Frequency: Monthly. 

F. Data Source: The data source will be agreed upon by the Government and 
Contractor after task order award. 

2.14. Mission Support Servers Availa bility 

A. SLA ID: 11. 

B. Key Performance Indicator: The percentage of time that the mission support 
servers are fully accessible to the authorized end-users. 

C. Performance Standards 

Meets Expectations 

> = 98% (excluding scheduled 
maintenance) 

D. Who Measures: Contractor. 

Below Expectations 

< 98% (excluding scheduled 
maintenance) 

E. Measurement Frequency: Monthly. 

F. Data Source: The data source will be agreed upon by the Government and 
Contractor after task order award. 

2.15. Secur ity Incident Response Time 

A. SLA ID: 12. 
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B. Key Performance Indicator: The time difference from when an event is identified 
to when a notification is sent to the appropriate Government personnel. 

C. Performance Standards 

Meets Expectations Below Expectations 

< = 15 minutes > 15 minutes 

D. Who Measures: Contractor. 

E. Measurement Frequency: Monthly. 

F. Data Source: The data source will be agreed upon by the Government and 
Contractor after task order award. · 

2.16. Security Event Analysis Performance 

A. SLA ID: 13. 

B. Key Performance Indicator: The percentage of time that the analysis of detected 
security events is initiated and closed as measmed from event detection. The 
closure is based on priority and classification. 

C. Performance Standards 

Meets Expectations 

> = 90% of all detected security 
events had analysis initiated 

within 4 hours of detection and 
closure within 24 hours 

D. Who Measures: Contractor. 

Below Expectations 

< 90% of all detected 
security events had analysis 

initiated within 4 hours of 
detection and closure within 

24 hours 

E. Measurement Frequency: Monthly. 

F. Data Source: The data source will be agreed upon by the Government and 
Contractor after task order award. 

2.17. Secm·ity Incident Management Performance 

A. SLA ID: 14. 

B. Key Performance Indicator: The percentage of time that appropriate reaction and 
containment of detected security incidents is performed per Government rules and 
regulations. 

C. Performance Standards 
Source Seledion Sensitive 
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Meets Expectations 

> = 99.9% of all detected security 
events 

D. Who Measures: Contractor. 

Below Expectations 

< 99.9% of all detected 
security events 

E. Measurement Frequency: Monthly. 

F. Data Source: The data source will be agreed upon by the Government and 
Contractor after task order award. 

2.1 8. Security System Maintenance Performance 

A. SLA ID: 15. 

B. Key Performance Indicator: The percentage of time that IDS systems updates, 
virus signature updates and firewall rule sets updates are implemented on time as 
measured from the time an update is released by vendors or advisories and 
approved by the Government to successful implementation. 

C. Performance Standards 

Meets Expectations 

> = 99% of all security updates 
are implemented within 5 

business days 

D. Who Measures: Contractor. 

Below Expectations 

< 99% of all security 
updates are implemented 

within 5 business days 

E. Measurement Frequency: Monthly. 

F. Data Source: The data source will be agreed upon by the Government and 
Contractor after task order award. 

2.1 9. Security AuditNulnerability Assessment Performance 

G. SLA ID: 16. 

H. Key Performance Indicator: The percentage of time that high vulnerabilities are 
removed by the compliance date or have documented approved exemption or 
extensions. The definition of high vulnerabilities will be agreed upon by the 
Government and Contractor after task order award. 

I. Performance Standards 

Meets Expectations Below Expectations 

Source Seledfun Sensitive 
10 



> = 85% of all high security 
vulnerabilities are removed by 
the compliance date or have 

documented approved 
exemption or extensions 

J. Who Measures: Contractor. 

< 85% of all high security 
vulnerabilities are removed 
by the compliance date or 

have documented approved 
exemption or extensions 

K. Measurement Frequency: Monthly. 

L. Data Source: The data source wi ll be agreed upon by the Government and 
Contractor after task order award. 

Source Seledtlon Sensitive 
11 
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92) Question: 

NCR Questions a nd Answers 
Solici tation # 20661 

Amendment # 2 

Reference Amendment 1, Section J Attachment 1, and Section L.8.9(h)2 

• Section J Attachment 1 states: "The Government provides the following pricing guidance. 
There are six CLINs identified as Optional throughout the base period and 7 option periods, 
they are: CLIN X004, CLIN X005, CLIN X006, CLIN X007, CLIN X008 and CLIN XOII 
(where X varies with the period of performance from 0 in the base period to 7 in option 
period 7). The optional CLINs should represent approximately one-third (1 /3) ofthe total 
task order price. The non-optional CLINs should represent approximately two thirds (2/3) of 
the total task order price." 

By this guidance, the optional CLINs should represent approximately SO.% of the non­
optional CLINs (one-third of the total task order price divided by two-thirds of the total 
task order price). 

• Section L.8.9(h)2) states: "The annual cost for five optional CLINs (excluding CLIN 8) 
represents approximately 69% of the annual cost of the non-optional CLIN s." 

As currently stated, the two sets of guidance are contradictory, both logically and 
mathematically. Please provide the necessary clarification(s) for Section J Attachment I and/or 
Section L.8.9(h)2) to reconcile this discrepancy. 

Answer: T he reference in Section J-1 has been deleted by Am endment 2. 

93) Question: 

Reference Amendment 1, Section L, Para 6.3.7 (Tab C.7) 

The amendment states "The Offeror shall provide its approved Small Business Subcontracting 
Plan that was incorporated into the ITES-2S prime contract." 

Section L, Para 3.2.2 sets the page limits for the Management Volume at 60 pages and excludes 
resumes, cover sheets, table of contents tab dividers and glossaries from the page count, but 
nothing else. The inclusion of the Small Business Subcontracting Plan, in our case- 18 pages -
represents nearly a third of the allocated Management Volume page count. 

Respectfully request that either the Small Business Subcontracting Plan be excluded from the 
page count or that the page count for the Management Volume be increased to 80 pages. 
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Answer: Section L.6.3. 7 has been changed as indicated in the pa r·agraph below. The 
Government is no longer requesting the offeror's already approved ITES-2S Small 
Business Subcontracting Plan, but rather how the offeror is going to implement this plan in 
meeting the requirements of the subject solicitation. Additionally, Section M 2.3.2.8 
Subfactor 2.8 - Small Business Subcontracting Plan, has been updated accordingly. 

"The offeror shall explain to the Government how it will implement its already approved ITES-
2S Small Business Subcontracting Plan to meet the requirements of the subject solicitation, e.g., 
the names and brief description of the subcontractors to be used, socio-economic status, the tasks 
to be subcontracted, etc." 

94) Question: 

Reference: RFP PWS Section 5. Video Classroom Support (ARNG Optional Item) 

This section states that there are currently about 350 installations, including 20 multi-purpose 
classrooms within the NCR. Furthermore, this section requests support for the classrooms within 
the NCR. Is it correct to assume that this requirement is only for support of the 20 NCR 
classrooms? 

Answer: CLIN X005 has been removed (marked RESERVED) from this solicitation. 
Note: CLIN X005 was r emoved at the Government's discretion to adjust the scope to NCR 
specific tasks. The services, as described in PWS Section 3.14 "Video Conferencing 
Operations Services", remain. 

95) Question: 

Reference: RFP Section L, 6.3.8 Tab C.8 Project Management Plan. 

This section instructs offerors to provide a Project Management Plan, which addresses the 
requirements identified in the Oeliverables section ofthis solicitation. However, the 
Deliverables section discusses a Program Management Plan which would be a Plan that is much 
more comprehensive than a standard Project Management Plan (and usually contains at - 50+ 
pages of information), (reference Section F, Section 2.8). Is it correct to assume that the 
Government is asking for a Project Management Plan as stated in Section L, which will be 
executed under the auspices of an overarching Program Management Plan? 

Answer: Sections L and M have been amended to reflect "Program Management Plan" 
rather than "Project Management Plan". 

96) Question: 

In order that we properly price the proposal I respectfully request clarification as to the 
government's expectation for transition period for this task. 
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Is transition to start July 1 with 90 transition period from the incumbent and expectation of full 
staffing on October 1 (beginning of base period), or will transition begin October 1 for a 90 
period with expectation to be fully staffed after the transition period. 

I noted in Section B the description of CLIN 0012 indicates transition is first 90 days of base 
period. In beginning of Section B it indicates base period begins October 1, 2008. 

If transition begins October 1, does the government wish to have full staffing after 90 days or at 
the beginning of the transition period? 

Answer: The Government intends the transition to start on or about October 1, 2008. The 
offeror shall plan on using this transition period to ramp up their support to full 
operational status. The contractor shall have all the required personnel on site, operating 
the NCR system at the conclusion of the transition period. 
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97) Question: 

NCR Questions and Answers 
Solicitation # 20661 

Amendment# 3 

What are the configuration management databases used by the ARNG and the ANG? 

Answer: Neither ARNG, nor ANG use a standardized tool for configuration management. 
The existing configuration management data is contained in separate, internally-developed 
system based on MS Excel, Access, Yisio and other MS tools. After award, these will be 
provided to the contractor. 

98) Question: 

Regarding RFP Section 8.3.7, for planning purposes, please provide the destination for the 
referenced 50 trips or provide a plug amount. 

Answer: Reference Amendment# 2, Section L 8.3.7; 

"For planning purposes only, offerors shall assume 50 trips and one overnight stay per trip 
for the entire proposal. The locations cannot be identified at this time. The Government 
will not be providing a NTE dollar amount to cover travel estimates." 

99) Question: 

Please confirm, for the purposes of evaluation and pricing, that the new contract award and 
transition start date are both October I, 2008 and that full operational capability should be 
achieved on or no later than 1/1/2009 (assumes the incumbent contractor will be provided a three 
month extension.) If these dates are not correct, please provide alternative dates to be used for 
contract award and for full operational capability. 

Answer: Reference Amendment# 2, Questions and Answers; 

"The Government intends the transition to start on or about October 1, 2008. The offeror 
shall plan on using this transition period to ramp up their support to full operational 
status. The contractor shall have all the required personnel on site, operating the NCR 
system at the conclusion of the transition period." 

100) Question: 

Regarding RFP Section 3.2.2, request that the government exclude the Project Management Plan 
(PMP) and the Contractor Security Plan from the 60 page management vo lume limit. 

Answer: Cannot accommodate this request at this time. 
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101) Question: 

NCR Questions and Answers 
Solicitation # 20661 

Amendment# 4 

We hereby request an extension to the due date for NCR IT Suppo11 Solicitation# 20661, as well 
as, clarification regarding the pricing guidance provided in Amendment 2 to the RFP as 
explained below. 

Amendment # 2 provided clarification of pricing requirements and those requirements are 
ex tensive, requiring a great amount of work and coordination. Further, the Government's intent 
is not clear regarding Option Period 7. Our ITES-2S contract goes until mid April2015. 
The comment on page 1 of Section B, Para 1 Pricing Overview Option Period 7, states "option 
Period 7 ends 6 months after the expiration ofthe ITES-2S IDIQ contact" but actually it 
"Begins" six months after the expiration ofthe contract. We are not certain as to the intent 
regarding escalation for the Option Period 7. 

Answer: At this time, the Government cannot accommodate the request for proposal due 
date extension. 

After consulting with the ITES-2S CO, it was verified that the CHESS website was 
incorrect a nd that the true end date for all master ID/IQ contracts is 13 April 2015 instead 
of 19 December 2015. As a result and through Amendment# 4, Option Period # 7 and all 
related references have been deleted. Furthermore, according to the ITES-2S CO, the 
rates from 13 April 2015 through the end of the TO POP of 30 September 2015, rates 
should not be escalated but should remain the same as in the last year POP of the ITES-2S 
master contract. 

1 02) Question: 

Amendment 1 contained an attachment with answers to vendor questions. Those questions were 
numbered 1 through 91. Amendment 2 had no answers to questions included as an attachment or 
posted to the CHESS web site. Amendment 3 had another set of answers to questions. However, 
those questions and answers were numbered 97 through 100. It appears as though vendors have 
not received the answers to questions 92 through 96. Can the Government please determine 
whether there were answers to questions that were overlooked or acknowledge that the second 
set of questions and answers should be renumbered? 

Answer: Amendment# 2 had questions 92 through 96 which were uploaded along with the 
rest of the attachments. They have been re-upJoaded. 
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