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Appendix A: Teaming Agreements 
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Appendix C: Conflicts of Interest (COI) Disclosure Statements 
The Zeiders Team understands the importance of avoiding organizational and counselor conflict of 
interest while performing under any contract. Actual COI, whether real or perceived, represents a 
significant risk to the government and operational integrity, and jeopardizes effective, honest 
engagements with military service and family members.   Neither Zeiders nor any of its subcontractors 
will perform any work where there is a perceived conflict of interest. Any issues that do arise will be 
raised and addressed immediately.  Zeiders shall insert the substance of RFP clause H.4 Organizational 
and Consultant/Counselors Conflict of Interest in all subcontracts.   

The Zeiders COI Plan is applicable to Zeiders team members and subcontract staff. Acceptance of the 
COI Plan is a prerequisite for membership on the Zeiders Team, and is a material and contractually 
enforceable provision of each team member's subcontract. Zeiders is fully committed to this COI Plan as 
an integrated portion of its overall MFLC PFC contract management approach. The Zeiders COI Plan is 
in Volume IB, Program Management.     
There are no conflicts of interest reasonably related to nor are there any that could interfere or inhibit our 
subcontractor’s performance of the work described in the PWS.  Signed subcontractor OCI Disclosure 
Statements are provided in this Appendix.   
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Zeiders Team Mission Capacity Executive Summary and 
Volume Overview 

Executive Summary 
Zeiders Enterprises, Inc. (Zeiders) is pleased to submit this proposal to provide Military Family Life 
Counseling (MFLC) Personal Financial Counseling (PFC) services to military service and family 
members.  For over 25 years, Zeiders has provided military family support services with PFC services as 
our exclusive line of business. Simply stated, our goal is to partner with MC&FP to ensure that MFLC 
PFC services have a positive impact on the financial well being of military personnel and families.  

Since the release of the Request for Information in 2009, Zeiders has worked to form a team that offers 
MC&FP a high return-low risk contract option – and we are confident that, upon review, you will agree 
that we achieved this goal.  

Key benefits our proposal offers to MC&FP are:  
• Over 25 years of proven experience providing PFC services to military service members, 

families, and operational commands at worldwide delivery sites; 
• The largest possible worldwide network of credentialed PFC providers through the Association 

of Financial Counseling and Education (AFCPE), the Financial Planning Association (FPA), and 
the National Foundation for Credit Counseling (NFCC), the three non-profit credentialing 
organization specified in the solicitation;  

• Demonstrated ability over the past 25 years to integrate PFC service delivery with the continuum 
of military support programs including Military One Source, Family Support Centers, financial 
aid associations (e.g. Army Emergency Relief, Navy Marine Corps Relief), and community 
organizations throughout the nation; 

• Compensation and benefits proven to attract and retain an experienced and committed 
Management Team, as well as qualified, credentialed and motivated PFC providers; 

• Military PFC program-focused training and professional resources to enhance the ability of PFC 
providers to support the military community; and 

• Off-the-shelf web-based (“cloud”) technology that supports seamless operations across the 
Zeiders Team and for PFC providers working around the world; and 

• Well-qualified, trusted subcontractor team that includes Ability One, Service Disabled Veteran 
Owned, Veteran Owned, Woman Owned and Small Disadvantaged businesses that exceed the 
solicitation’s “Outstanding” evaluation standard. 

The Zeiders Team’s ability to understand and respond to the financial counseling and education 
challenges facing the military community is reflected in the fact that we have supported the Navy, 
Marine Corps, and Air Force in development of PFC Desk Guides and Standardized Curriculum used by 
Government and contract PFC providers worldwide. 

As Zeiders developed our Team and management approach, we ensured that we satisfied two important 
dimensions of contract performance.  The first dimension is compliance with the specifications and 
standards set forth in the solicitation.  Zeiders’ 25 years’ of military PFC support experience, the depth 
of our PFC provider network, and our integrated Team management are all measures that our approach 
clearly achieves this essential baseline performance dimension.  
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However, Zeiders believes there is a second performance dimension that focuses on ensuring that the 
time, talent, and money invested in this contract results in a substantial improvement in the financial 
well being of military service and family members.  Achievement of this performance dimension will 
improve the quality of military life and, in so doing, enhance operational readiness.  Zeiders has always 
considered the “impact on lives” dimension to be the true test of value.  It is the ability of the Zeiders 
Team to meet this second dimension of performance that demonstrates why we are a high return 
contractor of choice.   

The key to the Zeiders Team’s ability to meet this second dimension of performance is our depth of 
military program knowledge and our proven training, orientation and professional development 
activities. Over years of successful performance, we have demonstrated our ability to combine program 
knowledge and training resources to develop motivated and qualified PFC providers into motivated and 
qualified military PFC providers. As demonstrated throughout this proposal, the Zeiders Team has 
proven ability to use synchronous and asynchronous training programs and Community of Practice 
approaches which allow PFC providers around the world to receive training and discuss best practice 
solutions in learning activities facilitated by Zeiders Team military PFC training experts. 
In preparing our proposal, Zeiders also placed significant importance on developing a realistic and cost 
efficient delivery approach.  Our approach is cost efficient because of Zeiders’: 

• Efficient indirect cost structure (our markup on direct costs is low); 
• Use of proven technology tools to enhance visibility of real-time cost data to identify and 

resolve potential cost inefficiencies;  
• Breadth and depth of our PFC provider network that maximizes our ability to use providers who 

live local to the service delivery site – minimizing travel costs; and 
• Commitment to expanding the number of military spouses, veterans and retirees in our provider 

network – thus increasing over time our ability to have services provided by local providers.  

Zeiders’ approach to a successful transition is built upon the belief that on the first day of the contract 
operations, MFLC PFC clients should say, “I did not know there was a change in contractor.  Everything 
continued on as usual.”  However, Zeiders’ contract performance expectation is that within six to 12 
months after the transition, clients should say, “I am not sure what changed, but service has improved 
substantially.” 

As you review this proposal, you will agree that the Zeiders Team offers MC&FP a high return-low risk 
contractor solution. We hope it is also clear that Zeiders has an unqualified commitment to enhance the 
quality of life for military members and their families and, in the process, enhance the ability of military 
commands to perform their missions.  The Zeiders Team stands ready to work in partnership with 
MC&FP to achieve this common goal! 
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Volume Overview 
Zeiders Enterprises, Inc. (Zeiders) has been making a difference in the lives of military families since 
1987. We are excited about this opportunity to propose a model of support that will significantly 
enhance the ability of the Department of Defense (DoD), Military Community and Family Policy 
(MC&FP) to provide personal financial counseling (PFC) and education support to military members 
and their families who give so much in service to our nation. This segment of our proposal, Volume IA, 
details our capacity to accomplish the Financial Counseling Mission Execution Task (MET 3) mission 
of the Military and Family Life Consultant (MFLC) contract.  

Zeiders has access to a broad base of credentialed military PFC providers. We selected our teammates to 
include all the organizations that deliver the credentialing requirements specified in the Performance 
Work Statement (PWS) to offer the greatest capability, potential capacity, and risk mitigation to the 
Government. Our depth of resources ensures our ability to respond to requirements at contract startup 
through the period of performance. 

This volume focuses on our provider network capability and 
capacity approach which includes teammates who are well-
respected within the financial counseling and education industry. 
The Zeiders Team includes: the Association for Financial 
Counseling and Planning Education (AFCPE), National 
Foundation for Credit Counseling (NFCC), the Financial 
Planning Association (FPA), The Bowen Group (Bowen) and 
LFE Institute (LFE). Other specialized, niche teammates include: 
Virginia Systems (VASI), Life Skills Education (LSE), and 
Didlake, an Ability One company. Our combined capabilities 
will be referred to as the Zeiders Team throughout this proposal.  

The Zeiders Team offers an integrated approach to delivering the 
necessary breadth and depth in capability and capacity to fully 
satisfy the baseline, augmentation and optional levels of support 
over the period of performance. We recognized that a depth of 
resources is required at contract start up as well as over the 
period of performance. We have worked across our Team to 
build a robust, redundant and capable PFC provider network 
capacity. We also recognize that providing support to military 
service members and families is best accomplished by a 
contractor who understands:  

• The military’s deployment and mobility lifestyle;  
• The unique military pay, benefits, and allowances; 
• How to connect on a personal basis with the military leadership, as well as the service and family 

members; and  
• The military community’s unique support network including: Military OneSource, Military 

Service family support programs, Relief Organizations, and other unique financial organizations.  

This volume demonstrates our capacity to deliver MFLC PFC services through the six integrated 
features, depicted in Figure 1. Collectively, these features showcase the Zeiders Team’s ability to meet 
the needs of MC&FP in an integrated, scalable, and affordable solution.  

Figure 1 - The Zeiders Team 
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Figure 2 - The Zeiders Team Mission Capacity Key Functions for PFC Service Delivery 

Each of these features will be discussed in the following subfactor sections: 
1.0 Subfactor I: Corporate Experience and Credentialing (PWS 4.1, 4.4):  Highlights our 
corporate experience relevant to the delivery of military PFC services and family support 
augmentation services. This section also provides our approach and capability to provide the 
required PFC network credentialing services. Our experience and proven approach to military 
family support staff augmentation, allows the Zeiders Team to successfully integrate with 
services and programs that support MC&FP. 
2.0 Subfactor II: Capacity and Surge Capacity (PWS 4.2):  Details the capacity and 
scalability of our PFC provider network, including our Team, as well as our approach and 
capacity to meet surge requirements. In addition to the magnitude of our PFC provider network, 
the section describes our approach to ensuring the network’s collective capability to provide 
proficient PFC services relevant to the need of military service members and their families.  
3.0 Subfactor III: Financial Management (PWS 4.3): Demonstrates how our mission capacity 
is supported by the strength of our financial management plan and resources.  
4.0 Risks and Risk Mitigation: Highlights the potential risks and associated mitigation 
strategies related to our approach for the capacity required to deliver contract PFC services. The 

(b) (4)
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Zeiders Team is well-prepared to become MC&FP’s contractor of choice to deliver integrated, 
scalable, and affordable military PFC services.  
5.0 Zeiders Team Value: Provides a volume summary of why our unparalleled experience, 
proven service delivery past performance, and overall mission capacity make the Zeiders Team 
the contractor that best meets the PWS criteria to offer MC&FP a high return, low risk option for 
this contract. 
Appendices: Two appendices are included for additional detailed information. Appendix A 
provides our proposed financial planning worksheet; and Appendix B provides our detailed 
analysis of potential MFLC PFC delivery locations and our Team’s network coverage.   

Throughout this volume, the Zeiders Team will provide strong, compelling evidence of our proven 
capacity to provide worldwide military PFC and education support to service members and their 
families.  
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While the DoDI 1342.27 provides direction to the military services’ Personal Financial Management 
(PFM) Program, there are nuances in military service policy and implementation support structures. As a 
result of our joint base support experience, we are familiar with service-unique policies and delivery 
approaches, such as how to work with the Army’s NCO Command Financial Specialist program. We 
have also provided military family support providers to the following Joint bases, which includes PFC 
providers at some locations:   

• Joint Base Anacostia-Bolling (Bolling AFB and Anacostia Naval Station) 
• Joint Expeditionary Base Little Creek-Fort Story (Naval Base Little Creek and Fort Story) 
• Joint Region Marianas (Navy Base Guam and Andersen AFB) 
• Joint Base Langley-Eustis  (Langley AFB and Fort Eustis) 
• Joint Base Charleston (Charleston Naval Weapons Station and Shaw AFB) 
• Joint Regional Base New Orleans 
• Joint Regional Base Fort Worth 
• Joint Base Pearl Harbor-Hickam 
• Fort Myer-Henderson Hall 

The Zeiders Team has extensive experience with the delivery of military PFC services, staffing 
augmentation services, and Government contracting. Zeiders’ long-time team mate, Bowen, has direct 
staffing augmentation experience supporting MOS and professional services experience in support of 
JFSAP. For example, Bowen directly supported MC&FP in the delivery of the Military Saves 
Campaign, a national campaign conducted in partnership with the Consumer Federation of America 
which yielded a substantial increase in both awareness and outreach results. Bowen also has a deep 
understanding of JFSAP as they were central to planning and conducting regional training workshops 
for over 1,500 service providers.  

The Zeiders-Bowen relationship, which is deep and trusted, mitigates our transition and delivery risk for 
the Government. Ms. Deborah Mayberry, Bowen’s President, was previously a Zeiders’ senior leader 
before beginning her business over five years ago with her husband, a retired service-disabled Marine 
officer. Ms. Mayberry also serves on Zeiders’ Quality of Life Foundation’s Board of Directors. The 
Foundation, a Virginia 501(c)(3) established in 2008 by Mr. Zeiders, helps support family caregivers of 
severely wounded warriors. Finally, Ms. Mayberry and Ms. Tamra Avrit, Zeiders’ President, previously 
worked together for the U.S. Marine Corps in the delivery of military PFC and quality of life services 
worldwide for many years.  

The Military Save Campaigns was supported from multiple contracts. Under a separate contract as a 
subcontractor (and not part of the Past Performance citations submitted), Bowen supported a staff 
augmentation contract with twelve employees located at the Military OneSource (MOS) Center. One 
team member was assigned to MC&FP Government personnel in direct support of PFM activities. 
Through a professional services contract with MC&FP (contained within submitted Past Performance 
citations), Bowen was heavily engaged in delivering multiple services in support of the Military Saves 
Campaign.  

As part of the Joint Services Regional Family Workshops for JFSAP personnel and installation service 
providers, Bowen also supported four JFSAP and DoD Training Conferences where a core curriculum 
area was Personal Finance. While Bowen’s support of these conferences was primarily logistical, 
professional activities included curriculum management, web page and social media management, pre-
post surveys, information papers, and conducting training as needed, to include two Bowen staff 
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Military Culture Awareness and 
PFC Standards of Practice. Because 
of our long history with military PFC 
services and other military community 
support programs, we understand the 
importance of recruiting and retaining 
providers who understand and/or can 
adapt to the military culture. As 
demonstrated in Figure 9, over 70 
percent of our professionals have a 
previous affiliation with the military 
either as a veteran, spouse, or other 
family member, meaning that they 
have firsthand experience with the military 
lifestyle. Many of our professionals have 
more than one affiliation with the military.  

1.2.2 Summation of PFC Provider Credentials 
The Zeiders Team will deliver services through providers that meet the complete credential 
requirements, and whenever possible seek a higher level of qualifications for best level of service. Table 
2 provides the complete credential requirements of PFCs. 

Table 2 - Zeiders Team PFCs will meet all MFLC Credential Requirements 

Personal Financial Counselor (PFC) Credentials 
Education: Minimum of Bachelors Degree 
Certification: Certified as an Accredited Financial Counselor (AFC), Certified Financial Planner (CFP), 

Chartered Financial Consultant (ChFC), or a national certification with the National Foundation 
for Credit Counseling (NFCC). 

Advocacy 
Knowledge/Skills and 
Abilities: 

• Working knowledge of military, state, federal and local resources. 
• Understanding, sensitivity, and empathy for service members and their families. Ability to 

develop trusting helping relationship. Ability to work effectively with individuals and 
families from diverse racial, ethnic, and socioeconomic backgrounds. 

• Ability to use sound professional judgment, ethical practice and common sense.  Ability to 
develop, implement and evaluate financial needs of individuals and families.  Operate within 
established guidelines of the military services family support and quality of life programs. 

• Ability to work cooperatively with the military and civilian financial support organizations, 
installation Personal Financial Program Managers (PFM), social services, aid organizations 
and legal personnel on behalf of service members and their families. 

• U.S. Citizen and speak English. 

Each PFC provider must exhibit strong background in the required skill set through their resume and an 
initial phone screen by a recruiter. Similar to our current successful practice, our managers will conduct 
a thorough interview using patterned behavior based interviewing to ensure that each professional has 
demonstrated experience for the PFC network. This method of interviewing is based on the premise that 
determining previous behavior is the best predictor of future behavior. Each position has an established 
list of questions that all hiring managers use for specific positions based on successful competencies in 

Figure 9 - Zeiders successfully recruits and retains a 
professional workforce with deep military affiliation.  
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each labor category. These questions include behavior based questions required to be successful in the 
PFC role. Successful behavior based interviews are based on the individual highlighting their own 
involvement in a specific way to previous situations and the results out of each situation. Not only are 
situations based on establishing the PFC’s level of competency/technical skills, they are also asked 
about specific situations that highlight the person’s individual contribution to success, teamwork, time 
management, military culture as well as the company culture. After being hired into the Zeiders Team 
PFC network, our MFLC Provider Network Manager and Training Specialists will coordinate all on-
boarding and training activities and ensure their successful completion prior to assignment. The 
orientation and training and quality assurance for our PFC providers is detailed in Volume IB, Program 
Management. 

1.2.3 Criminal History Background Checks  
Criminal History Background Checks (CHBC) are a key method of identifying potential security and 
public trust risks. The Zeiders Team understands that all PFC positions require the submission of CHBC 
paperwork and fingerprints before providing contract service. It is Zeiders’ practice to ensure that all 
prospective applicants for positions agree to submit to a background investigation prior to employment 
and advise applicants that continued employment is contingent on a favorable determination. Zeiders’ 
Facility Security Officer (FSO) ensures the forms required to initiate the CHBC are available to 
proposed candidates who have been screened and selected for hire.  All required documents are 
completed and submitted to the Government’s point of contact within the specified timeframe. New staff 
members who have had a CHBC within the past five years prior to employment will undergo 
verification of a favorable determination. Reinvestigation will be required as appropriate. CHBC 
reinvestigations are required every five years. 

The Government will conduct criminal background investigations on all contractor personnel providing 
services to children under the resultant contract.  

 we understand that PFC providers may only provide services to 
children while in the direct line of sight of the child’s parent, guardian or an individual with purview 
over the child such as a School Principal, YMCA Director, CDC Director or Teacher who has completed 
the required check with favorable results. 

 If a CHBC results in an unfavorable determination, we will inform the staff member of the unfavorable 
report, release them from employment and advise them on how to obtain a copy of the CHBC report and 
the right to challenge the accuracy and completeness of any information in the report through the DoD 
Privacy Program (DoD 5400-11-R). 

Because the Zeiders Team conducts a background check through Accutrace as part of the recruitment 
process and the fact that we understand the criteria that may result in an unfavorable CHBC, we are able 
to maximize the hiring of candidates that will receive favorable determinations on the CHBC.  

In summary, the credentialing process is completed during the recruitment process. The initial feedback 
of criminal, credit and Social Security number verification is completed generally within one business 
day. The remaining factors that are verified are completed generally within 5 business days. This is 
completed after the behavior-based interview has taken place. In many cases, a contingent offer is sent 
after the initial background investigation is completed so that onboarding can begin. The remaining 
credentialing verification and CHBC is completed before any PFC is deployed to a worksite. 

(b) (4)
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continuing to grow our existing network for additional capacity and have requirement as part to our 
Provider Network Manager’s responsibilities. 

As part of our proposal process, we conducted extensive analysis with our teammates regarding the PFC 
provider demographics, distribution, and capacity based on the historical data included in the MFLC 
RFP. However, we did not constrain our analysis to only the historical data since we understand that 
PFC providers may be deployed anywhere worldwide depending on the need. We identified over 267 
potential CONUS-based locations where a PFC provider could be staffed, as well as identified 61 
potential OCONUS-based locations. We understand that we must have PFCs prepared to potentially 
deploy with a MFLC team of other functional providers (e.g. CYB) or as a single provider depending on 
the identified need for rotational, surge and on-demand assignments.  

We have a current capacity of more than 300 qualified, credentialed PFC providers. Our current capacity 
includes Zeiders’ current PFC providers, more than 100 contingent employees recruited specifically for 
this solicitation, and more than 100 providers with our teammate LFE. Many of our contingent 
employee offers include AFC and CFP certified providers who currently support the MFLC program 
across all delivery types. We have access to PFC providers in every state, including a large capacity in 
every state with historical Ongoing Rotation and Surge PFC providers as shown in the table below.   

Table 3 - The Zeiders Team PFC Potential Provider Network Includes a Large 
Capacity in States with Historical Ongoing Rotation and Surge Task Orders 

State 
Ongoing 
Rotations 

PFC Surge 
Deployments 

PFC 
Providers  
in State FY09 FY10 FY09 FY10 

(b) (4)
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Our Team offers the most 
significant breadth and depth 
of potential providers as a 
result of our core network 
capacity and our teammate 
relationships with AFCPE, 
FPA, and NFCC. We will 
work throughout the 
contract’s period of 
performance with our 
teammates to source qualified 
PFC providers. Through our 
relationship with AFCPE, we 
have access to the FINRA 
Military Spouse Fellows 
program participants and will 
seek to specifically source 
and on-board these qualified 
providers as appropriate.  

Figure 11 displays the 
Zeiders Team organizations 
that will be used for the PFC 
provider network sourcing 
and staffing. Specifically: 

• AFCPE and FPA will 
support the recruiting, 
identification and 
sourcing of qualified 
military PFC 
providers who may be 
employees or 
Independent 
Consultants of 
Zeiders; and  

• Zeiders, Bowen, LFE and NFCC will employ and staff military PFC providers to staff the 
contract requirements.  

Our stated network capacity includes some military PFC providers who may be currently delivering 
services on the MFLC program. Zeiders recognizes the Executive Order 13495 regarding 
Nondisplacement of Qualified Workers Under Service Contracts. Zeiders will offer employment to non-
supervisory employees and independent contract staff under the predecessor contract that performed 
suitably on the job. Combining current providers with the Zeiders Team network will provide a seamless 
transition and service continuity for MC&FP and their key Government clients, service members and 
their families.  

Figure 11 - Selected Zeiders Team members 
will deliver credentialed, experienced and 

trained MFLC providers. 
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• Send direct mailers to targeted geographic areas to advertise our company within the military 
career and veteran centers; and  

• Attend professional association or industry events and conferences where there is a large 
concentration of the targeted employee pool.  

 
  

Figure 15 – Zeiders’ Various Recruitment Resources 

This space intentionally left blank. 







  Military Community and Family Policy (MC&FP) 
 Military & Family Life Counseling Program (MFLC) Solicitation # D11PS18854 

Personal Financial Counseling (PFC) Mission Execution Task 

IA-33 
Use or disclosure of data contained on this sheet is subject to the restriction on the title page of this proposal. 

SOURCE SELECTION INFORMATION – See FAR 2.101 and 3.104 

military family service providers. Volume IB, Program Management details our training approach and 
supportive information technology systems.  

2.4.3 PFC Network Approach - Provider Retention 
The Zeiders Team believes that provider retention is delivered through four key components:  

• Supporting a strong benefits program that is competitive within the market;  
• Offering training and professional development opportunities to orient providers to the work and 

continue knowledge and skills expansion;  
• Providing the tools and resources necessary to perform their work; and   
• Engaging and caring leadership who demonstrate our Core Values and recognize achievements. 

Zeiders uses a “Total Value Package” for each of our employees to focus not only on compensation but 
all the rewards offered including benefits, Core Values and learning and development opportunities. For 
Zeiders’ full and part time employees we offer a highly competitive benefits package which is 
benchmarked against the government contracting industry each year. Table 4 below provides a summary 
of our extensive benefits which includes paid time off, insurance, employee assistance, retirement 
savings, employee morale, and employee discount programs. The benefits are mapped to our four 
different types of employment categories. We will use the various employment categories with our 
providers based on the type of work they will perform, e.g. non-rotational, full time work will be a full-
time employee or on-demand, part-time work will be a casual employee when there is another primary 
full-time employer. Because we believe employment continuity builds service quality excellence, we 
also offer annual salary adjustments, incentive pay, and a discretionary match for our 401k program.  

Table 4 - Zeiders Provides a Comprehensive and Competitive Employee Benefits Program 
Benefits Full-Time Part-Time Temporary Casual 

Vacation 
Holidays 
Sick Leave 
Time Off to Vote 
Bereavement Leave 
Jury Duty/Witness Duty 
FMLA/PLOA 
Other Unpaid Leave 
Military Leave 
Group Health Insurance Plans 
Group Dental Insurance 
Flexible Spending Accounts 
Life and AD&D Insurance 
Short-Term Disability 
Long-Term Disability 
Supplemental Life and AD&D 
Workers Compensation 
Unemployment Insurance 
Vision Care Program 
Discretionary Compensation 
401(k) Savings Plan 
401 (k) Discretionary Match 
Employee Assistance Program 
Social Activities 
Working Advantage Shopping 
Verizon Wireless Discount Program 
Learning and Development Courses 

(b) (4)
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2.6 PFC Network Surge Capacity (Adapting and Responding to Surge Requirements) 
For more than 20 years, Zeiders has been called upon to respond to a wide range of the military’s surge 
requirements, including critical incidents and natural disasters. We have demonstrated our commitment 
to military leadership, service members and their families during times of large scale deployments, such 
as several major mobilizations for the California National Guard, as well as welcome home reintegration 
activities through the Yellow Ribbon Program. We have also provided comprehensive family support 
after the USS Cole bombing, 24/7 crisis center operations after natural disasters, such as Tennessee 
floods, Hurricane Katrina, San Diego fires, and the 9/11 Pentagon Family Assistance Center. These 
surge requirements were staffed by existing full-time employees providing services at unaffected 
locations throughout the country. Once tasked by the Government, we immediately coordinated travel 
arrangements to provide staff where most needed in affected areas. Staff we have surged includes 
credentialed Financial Counselors, licensed non-medical Behavioral Health Counselors, and Work and 
Family Life Specialists. Rotation lengths were anywhere from a few days to several weeks. 
Additionally, we have surged to provide 24/7 call center operators to respond to incoming calls for 
assistance.   

2.6.1 PFC Provider Availability Tracking 
As discussed in Section 2.5, the Zeiders Team will track and assign our military PFC providers using the 

Our Provider Network Manager, Ms. Wrenn will continually monitor and review the network’s 
capacity and staffing assignments in coordination with the Deputy Director and the Operations 
Managers. She will search on the surge tracking fields within the database to identify interested and 
available providers for surge staffing requirements. The  will also include other availability data on 
all providers, such as blackout dates for non-availability when a provider may be on vacation.  

2.6.2 Quick Response Deployment Approach 
If an urgent requirement is noted, Ms. Wrenn will search  to locate available providers for staffing. 
Provider availability will be confirmed and we will expedite the necessary Government-required travel 
approvals as required. Our Operations Managers, Deputy Director, and even our Program Director will 
surge to support the quick response deployment needs expediting our pre-deployment provider support 
activities based on the urgency of the requirement. All PFC providers will be fully briefed on the current 
and expected situation of the quick response assignment. If the assignment is in a high-intensity or 
potential conflict location, our Operations Managers will provide additional information on service 
member population PFC needs, personal safety, or other relevant topical information to ensure the 
service delivery success.  

2.6.3 Geographically Dispersed Network 
The Zeiders Team’s military PFC provider network will be fully prepared for and capable of responding 
to surge delivery requirements. Based on our extensive analysis, our network offers coverage in all 50 
states, the District of Columbia as illustrated in Section 2.1, PFC Provider network Magnitude, Figure 
10. In addition, we have access to source additional providers in OCONUS locations and the FINRA 
Military Spouse Fellows Program with the depth and breadth of our AFCPE, FPA, and NFCC 
teammates. We are able to reach out to our teammates at a moment’s notice to recruit and source 
additional qualified and credentialed PFC providers, mitigating any perceived risk. 

(b) (4)

(b) (4)

(b) (4)
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2.7 Facilities and Equipment 
The Zeiders Team is well-prepared with the necessary facilities and technical infrastructure to support 
the MFLC PFC operations upon contract award, transition, and delivery for the period of performance.  

2.7.1 Facilities  
Zeiders corporate headquarters is conveniently located in Woodbridge, Virginia just 20 minutes away 
from MC&FP offices in the Pentagon, Rosslyn and Crystal City.  We lease almost 15,000 square feet 
and are well-prepared to onboard the MFLC management team required for this contract into our office 
space beginning at contract award. Our corporate headquarters also contains a number of conference and 
team meeting room facilities which are used frequently by our Government clients for planning and 
deliverable review meetings. In addition, we have a West Coast office located in San Diego, CA which 
contains available hotel office space and meeting facilities. We have also approved plans to open 
another office later this year in Hampton Roads, Virginia.  

Our two major subcontractor teammates, VASI and Bowen have their headquarters locations nearby in 
Manassas and Stafford, Virginia respectively. Our major subcontractors’ commitment to our integrated 
management team approach is demonstrated through their staff’s physical co-location in our 
Woodbridge home office to facilitate tight communication and consistent operations. Didlake, our 
Ability One subcontractor, is located within one mile of VASI. 

Our headquarters facility affords the tight interface and communication between our contract operations 
staff and our back office support staff. Our MFLC PFC Program Director, Ms. Tull-Cook, and her 
management team have the ability to have routine, daily interaction with Zeiders’ senior executives, 
Accounting Department, Human Resources Department and other support staff who enable successful 
contract delivery. We believe that having our full management team in one central location helps our 
organization’s integration, agility, and flexibility in handling emerging contract and customer 
requirements.  

2.7.2 Equipment  
Per the solicitation, we understand that there is no Government Provided Equipment. Our MFLC PFC 
providers will receive two key enablers required for service delivery:  

• Telephone access; and 
• Internet access. 

Telephone Access. Our military PFC providers will have telephone access using three different 
approaches based on their type of assignment. For non-rotational, full-time providers, we will provide a 
cell phone with voice, text and data capability through our national Verizon contract. This will allow our 
providers to be accessible wherever they may be located, to text their service member and family clients 
(which in many cases is a preferred communication modality), and to tether their laptop to access the 
internet for mobile resource material and reporting access. For rotational and short term surge providers, 
we will also procure cell phones through our national Verizon contract. As providers rotate, the cell 
phone will transition with the provider’s position so that we have continuity in the phone number access 
in order to meet local requirements. For on-demand PFCs where service delivery requires use of a cell 
phone, we will issue cell phones for the duration of the assignment and phones will be returned for 
reissue to other on-demand providers. As part of our transition-in activities, we will transfer critical cell 
phone numbers to our centrally managed account to provide for service continuity.  



  Military Community and Family Policy (MC&FP) 
 Military & Family Life Counseling Program (MFLC) Solicitation # D11PS18854 

Personal Financial Counseling (PFC) Mission Execution Task 

IA-41 
Use or disclosure of data contained on this sheet is subject to the restriction on the title page of this proposal. 

SOURCE SELECTION INFORMATION – See FAR 2.101 and 3.104 

Internet Access. Similar to the telephone access, our military PFC providers will receive internet access 
tailored to their type of assignment. VASI will issue our non-rotational, full-time JFSAP providers a 
laptop and printer/scanner to support their on-going needs. For rotational and short term surge providers, 
we will procure Netbooks that are fully-internet capable so that providers will have powerful mobile 
computing resources to support service delivery needs, including budget worksheet development, 
resource and referral access and reporting requirements. Similar to the telephone, Netbooks will 
transition between providers for on-going rotational assignments as required. For our on-demand 
providers, they will use their own personal technology equipment and expense their consumed air time 
minutes for internet access through our on-line employee expense system. 

VASI currently supports Zeiders’ 75 on-site and remotely assigned users with hardware, software, 
inventory management, desktop service support and server operations. As the majority of the IT 
applications we use are cloud-based, software-as-a-service platforms, VASI helps facilitate our systems 
integration and optimization. VASI also supports a number of other organizations with similar services, 
such as the Security and Exchange Commission as discussed in Volume III, Past Performance. Our 
MFLC IT Specialist, from VASI, will work with our Home Office corporate operations staff regarding 
the equipment needs and Didlake will support the equipment inventory management and order 
fulfillment requirements as required.  

2.7.3 Other Support   
There are two additional important support elements for our PFC providers:  

• Name tags; and  
• Business cards.  

Name Tags. Name tags will be worn by our providers when on assignment at a delivery site to associate 
them with the MFLC program and identify them as a service professional. The name tag will not contain 
company-identifiable information.  

Business Cards. We will provide business cards to each non-rotational provider to support their 
delivery site outreach, as well as to provide their point of contact information and follow up 
appointments to their clients. The card will be printed on both sides. On the front will be the providers 
name and contact information, such as their cell phone number. On the reverse side will be the MOS 
website and phone number, a space for a follow up appointment to be noted, and the quality assurance 
URL soliciting client feedback, if approved by the government, per our Quality Control Plan detailed in 
Volume IB, Program Management. The cards will not contain company-identifiable information, but 
will state that the provider is a contractor. On-demand PFCs will distribute cards without PFC contact 
information since delivery services only support SM/FM during the event and not after the event. 
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In addition, Zeiders utilizes an independent accounting firm, Argy, Wiltse, & Robinson, to periodically 
review and make recommendations to improve our back office business practices.  Zeiders ensures 
segregation of duties in accordance with Generally Accepted Accounting Principles (GAAP) for all 
accounting and related functions.   

3.1.2 Audit Trail Capabilities 
Zeiders uses Deltek Systems’ GCS Premier® software suite; an integrated accounting system that fuses 
project and organizational reporting with traditional accounting modules.  This is a DCAA-approved 
fully integrated financial management system that will enable Zeiders to track program specific costs by 
CLIN, by counseling type, by region, by State or Country, and even by the TDL if necessary.  These 
reports will be generated monthly and made available to the Government.  A second key is that all 
Zeiders Team contract staff, including subcontract staff, will use Zeiders timekeeping, expense 
reporting, and travel systems.  As such our tracking and reporting systems will provide an integrated 
audit trail of all transactions, regardless of which Zeiders team member performs the work.  These 
qualities of our financial management system provides a clean, complete, and visible audit trail through 
our Unanet PPM and Deltek from the issuance of the TDL through task and contract completion.  Our 
Operations Managers have a real time audit trail of expenses including labor, travel, and ODCs.  This 
information is available in a dashboard format which allows for timely review and identification and 
correction of potential problems.  MC&FP can also be provided online dashboard access in Unanet’s 
PPM to monitor financial status, as desired. 

3.1.3 Corrective Action Procedures 
As discussed throughout this section, Zeiders proposed financial management approach: 

• Requires all team members to use Zeiders timekeeping, expense management, and travel 
management systems; 

• Provides a Business Manager to work closely with Operations Managers and Accounting 
Department personnel to ensure expenses are charged to the appropriate charge number; and 

• Utilizes internal control procedures to identify and resolve financial issues at the earliest possible 
opportunity. 

However, on occasion errors will occur.  When errors are identified after a report or invoice is 
submitted, Zeiders contract management and accounting personnel will work to correct the underlying 
data error in accordance with DCAA and GAAP accounting principles.  For example, employees will 
acknowledge corrected timesheets and expense submitters will review travel and expense allocation 
changes. Once the underlying data has been corrected in an appropriate manner, revised reports or 
invoices will be prepared.  Normally, invoice adjustments will be reflected in the next submitted invoice 
that will include a narrative explanation of the correction made.   

3.1.4 Reporting Capabilities 
Zeiders uses Deltek Systems’ GCS Premier® software suite; an integrated accounting system that fuses 
project and organizational reporting with traditional accounting modules. As previously discussed, the 
PPM provides real time integration of labor, travel, and other direct expenses for each project job 
number to the TDL level (or lower if necessary).  The data reports include labor utilization, travel, 
expense, and ad hoc reporting.  Data is available through dashboards that can be customized for contract 
management personnel and well as for Government personnel.  The PPM data is linked to the Deltek 
financial accounting and cost accounting system. The Deltek system is designed to conform to all 
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DCAA reporting requirements including job cost summaries for each job number, invoice backup 
documentation, indirect pool and cost calculations, indirect cost allocation, and financial reporting. 

This is a DCAA-approved fully integrated financial management system that will enable Zeiders to track 
program specific costs by CLIN, by region, by State or Country, and even by the TDL if necessary 
through the use of Deltek’s Work Breakdown Structure (WBS) feature. Zeiders will assign a unique 
WBS code that corresponds to a Deltek job number. Each PFC will then be assigned the appropriate 
Deltek job number for charging their time and expenses. Using these WBS features, Zeiders will have 
the ability to provide financial reports by TDL, by location, by state/country, by region, by CLIN, by 
contract year, and by the total contract. 

An illustrative example of the WBS set-up is shown in the table below.  Note that the WBS assignment 
is a 24-character alpha-numeric value.  Where “X’s” appear below, actual values will be assigned for 
each year, region, state/country, location, and TDL during contract implementation. 
 

Table 6 - Zeiders Work Breakdown Reporting Structure 

WBS Set-Up 

 

3.2 Financial Management Organization  
Figure 21 illustrates our proposed contract financial management organization. This figure highlights the 
cooperative interface between our contract management staff and our Accounting Department.   

3.2.1 Management Positions and Delegated Authority 
This proposed model of coordinated support is consistent with Zeiders’ established operating 
procedures. 
 
 
 
 

(b) (4)
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Figure 22 - Zeiders MFLC PFC Contract Financial Management Organization 

The following briefly summarizes the delegated authority assigned to each contract position. 

MFLC PFC Program Director. Ms. Mitchia (Shay) Tull-Cook, our proposed Program Director, will 
have responsibility for the oversight and management of all contract requirements, including work 
performed by our subcontractors. Her responsibilities include ensuring work is performed within budget, 
invoices are prepared in a timely and accurate manner, and all contract staff members comply with 
Zeiders’ timekeeping, travel, and ODC procedures. 

She will serve as the primary point of contact with the CO and the COTR. She shall have full authority 
to make binding commitments on behalf of Zeiders.  Ms. Tull-Cook has the full support and confidence 
of Zeiders’ Federal Contracts Division Director, Mr. Don Vogus; President, Tamra Avrit; and CEO, 
Michael Zeiders. 

Ms. Tull-Cook will be supported in these financial responsibilities by the MFLC Business Manager, Ms. 
Jean McFall. Policy guidance and back office support for all accounting functions is provided by 
Zeiders’ Accounting Department. 

(b) (4)

(b) (4)
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MFLC PFC Business Manager.  Zeiders MFLC Business Manager, Ms. McFall, will have the primary 
responsibility of coordinating all contract modifications including coordination of TDLs issued for PFC 
assignments.  Our Business Manager will also coordinate subcontractor business and financial 
relationships including issuance of subcontractor task orders to support TDL assignments. She will also 
be responsible for ensuring that subcontractor personnel have full connectivity to Zeiders’ time 
management, expense management, and travel planning systems. This integrated team operation 
significantly enhances our ability to perform financial monitoring, management, and reporting.  

Ms. McFall also has a primary responsibility to monitor contract financial data on an overall contract 
basis and an individual TDL basis. She will monitor data entered into the Unanet PPM System to ensure 
expenses are assigned to the proper charge number and that work is being performed within budget. The 
Business Manager will provide an internal audit function and advise the Program Director, Operations 
Managers, and other responsible team members of potential issues so that corrective action can be taken 
as necessary. The Business Manager will provide supervision of the Travel Management Specialist, who 
will also support the MFLC management team by preparing routine and ad hoc management reports. 

Controller and Assistant Controller. Zeiders Accounting Department personnel maintain a 
collaborative working relationship with our contract management staff. The Controller and Assistant 
Controller will work closely with the MFLC PFC Business Manager to ensure that data is being 
accurately captured in the PPM and Financial/Cost Accounting system. The Accounts Receivable 
personnel will prepare draft invoices. The draft invoices will be reviewed by the Business Manager to 
ensure that they reflect contract terms, including credits for vacant positions under the firm fixed price 
contract line items. The Program Director will approve the invoice before electronic submission to 
GovPay by the Accounting Department.  

3.2.2 Reporting Relationships 
As previously stated, as the Program Director, Ms. Tull-Cook has full authority to commit corporate 
resources needed to achieve contract requirements. Ms. Tull-Cook reports directly to the Federal 
Contracts Division Director, Mr. Don Vogus. Ms. Tull-Cook also works directly with the Zeiders 
Controller as necessary to ensure compliance with contract financial requirements.   

Ms. McFall, our Business Manager, will report directly to the Program Director.  She has the ability to 
work directly with Zeiders’ Controller to ensure coordination with the rest of the Accounting 
Department.  Subcontractor Managers will report directly to the Business Manager.   

Zeiders senior management team including our CEO, Michael Zeiders and President, Tamra Avrit are 
personally committed to ensuring that all team members have access to the information and resources 
needed to provide quality support services. 

3.3 General Financial/Accounting Controls 
As previously discussed, Zeiders’ Project Management and Financial/Cost Accounting systems are 
proven industry standard solutions that support seamless, timely and accurate financial reporting for all 
members of the Zeiders Team. The following addresses additional specific financial control topics set 
forth in the solicitation.  

3.3.1 Government Access to Records 
As with all of our Government contracts, Zeiders provides access to the company's records to authorized 
government audit officials, and we work cooperatively with auditors to facilitate the completion of 
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audits or reviews. On an annual basis, Zeiders provides DCAA with an Incurred Cost Submission which 
demonstrates that our job cost accounting and cost allocations are compliant with the Federal 
Acquisition Regulations (FAR). 

In addition, as previously mentioned, Zeiders will be able to provide MC&FP personnel dashboard 
access to our PPM so that they direct access contract data. Our contract management team will assist 
MC&FP in gathering information to respond to special requests, as necessary. 

3.3.2 Financial Data Security 
Deltek’s automated accounting systems are the government contracting industry’s leading application. 
We also use Unanet’s Time, Expense and PPM modules that interface directly with Deltek. This 
software has built-in general controls and application controls to preclude unauthorized access to data. 
Access to any computer-based financial data is granted only on a need-to-know basis and is restricted by 
a series of passwords.  Our network has a daily backup and the system’s accounting data is stored in a 
safe, off-site location. Financial data on our servers is isolated from other corporate data and access is 
limited to authorized users. 

3.3.3 Subcontract Administration 
Please refer to Volume II, Subcontract Management for our approach to subcontract administration.  As 
described in Volume II, our contract management team includes a Business Manager to coordinate all 
business-related subcontractor interface including TDL assignment and invoice processing.  The 
Business Manager is the primary point of contact with the subcontractor’s managers.  As previously 
stated, all subcontract PFC providers will utilize Zeiders’ time reporting, expense processing, and travel 
management systems.  This approach ensures timely and accurate integration of financial data and thus, 
supports timely and accurate performance monitoring and reporting.  

Oversight of services provided by subcontractor PFC providers will be the primary responsibility of the 
Operations Managers. Zeiders’ management approach ensures seamless service delivery across our 
team.  

Zeiders has a long history of successful partnering on military community support contracts, including 
the Navy’s Global Staffing contract, which delivers PFC providers worldwide through an integrated 
team approach with our subcontractor. We have worked on numerous contracts in either prime or sub 
roles. Our MFLC PFC subcontracting approach is consistent with practices that have been successful 
over the years.  

3.4 Ethical Business Practices and Conflicts of Interest 
Zeiders understands that despite the inherent benefits of our accounting system and organizational 
controls, the most important element of financial management and control is the ethical business 
behavior from not only our project management and accounting staff, but also PFC providers who 
submit critical timekeeping data and expense claim reports. Zeiders takes ethical behavior seriously.  In 
fact, we have made ethical behavior a corporate priority. The following highlights key elements of our 
commitment to ensuring ethical business practices. 

The Zeiders Team adheres to the highest standards of professional and ethical conduct and is held to the 
same standards that apply to Government personnel as set forth in the Joint Ethics Regulations (JER), 
DOD Directive 5500.7-R. Our Chief Administrative Officer directs our corporate compliance program 
which includes a written Code of Business Ethics and Conduct applicable for all members of the Zeiders 
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workforce. All staff electronically acknowledges receipt of this code signifying that they understand the 
code and related procedures.  Subcontractors also receive the code and are expected to abide by it. 
Volume V, Administrative Information contains Zeiders’ Code of Ethics, Corporate Compliance and 
Risk Management Program. 

We administer ethics and compliance programs to promote our commitment to integrity and values and 
to ensure compliance with laws, rules, and regulations. Our efforts inform employees of company 
policies and procedures regarding ethical business conduct and help them to resolve questions and to 
report suspected violations. Zeiders has established the Zeiders Ethics Reporting Line at 877-869-7190 
or online at www.reportlineweb.com/Zeiders, through which potential violations of laws, regulations, 
and policies may be reported.  Employees may also report potential violations through their chain of 
command, to HR or to the Compliance Support Specialist. 

Our managers are responsible for creating an open and honest environment in which employees feel 
comfortable in bringing issues forward.  Zeiders expects its supervisors to maintain an open-door 
environment and does not tolerate retaliation by any employee against another employee for reports of 
potential violations of law, regulations or company policies.  Retaliation against employees who raise 
genuine concerns will not be tolerated. 

In addition to financial-related ethics, our conflicts of interest and ethical business standards practices 
focus on:  

• Conflicts of Interest/Misuse of Position. When hired, all PFC providers will sign a form that 
acknowledges that if they maintain a private practice or work in an outside agency, they may not 
accept referrals from MFLC-related activities. We prohibit soliciting or accepting gifts and 
referring clients to family member businesses. Additionally, Zeiders Team members are not 
authorized to receive fees when speaking to outside groups if the subject relates to MFLC PFC 
programs. 

• Reporting of Staff Misconduct. Misconduct includes fraud, misrepresentation, cheating, 
wrongful disclosure of sensitive and health care information, illicit drug use, impaired on-the-job 
by reason of substance abuse, sexual harassment and assault, failure to report any disciplinary 
action taken by a professional or Governmental organization, commission of a federal or state 
misdemeanor, receiving compensation for treatment of patients eligible for care in DoD 
facilities, or via TRICARE, and developing an improper personal relationship with any current 
or former customer.  

• Report Fraud, Waste, and Abuse. To ensure that corrective action is taken in the event there is 
suspicion of inappropriate activities by staff personnel, all suspected waste, fraud, or abuse is 
reported to the COTR. A timely internal investigation of an allegation will be conducted by our 
Corporate Compliance Specialist, in cooperation with a Government investigation, if necessary.  

• Misuse of Government Property or Resources. Zeiders’ policies specifically include clear 
discussion of the inappropriate use of the Internet and email including use for fundraising, 
political activities, profit, etc. The policies also emphasize that racist, pornographic, and 
subversive material is not to be viewed or disseminated and that all copyright, trade secret, and 
licensing standards are to be adhered to at all times. Violation of these standards is a violation of 
company policy and may result in termination.  

In addition to the individual conflict of interest and ethical issues addressed in this section, Volume IB, 
Program Management, contains Zeiders’ Organization Conflict of Interest Plan for this contract.  
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5.0 Zeiders Team Value – Mission Capacity  
Our capacity to deliver military PFC services through six integrated features is depicted in Figure 23. 
Collectively, these features showcase the Zeiders Team’s ability to meet the needs of MC&FP in an 
integrated, scalable, and affordable solution through our deployable network of PFC providers. Our 
capacity includes the depth required to fulfill and manage all PFC deployment tasks, including the 
baseline, baseline fluctuation, and short term surge, and on-demand support requirements. Our Team 
includes all the organizations that deliver the credentialing requirements specified in the PWS to offer 
the greatest capability, potential capacity, and risk mitigation to the Government.  

Figure 23 - The Zeiders Team Mission Capacity Key Functions for PFC Service Delivery 

Throughout this volume, we provided strong, compelling evidence of our proven ability to deliver 
military PFC services, staff PFC providers worldwide, and provide augmentation and military 
community support. Our understanding of the military PFC operating environment and our commitment 
to developing military PFC providers with enhanced skills allows us to deliver people who provide real 
value-add support (rather than minimally acceptable staff), which will increase service member 
satisfaction and mission success. Further, our ability to integrate across our Team, recruit and staff local 
and regional providers, and recruit military spouse and veterans allows us to deliver on MC&FP’s 
mission requirements at lower costs and with greater flexibility. It also allows us to rapidly respond to 
emerging commander, service member, and family and programmatic needs. The Zeiders Team 
represents the team that best meets the contract criteria and offers MC&FP the high return-low risk 
contract support option for the future. 

(b) (4)
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Cross Reference Matrix 
 

RFP Requirement PWS/ 
CLIN Sec L Sec M Other Section Page 

Subfactor I: Capacity and Approach to Perform Program Management Requirements of the PWS       (PWS 
7.0) 
Submit a Project Management Plan to ensure delivery of 
high quality services. Plan includes: 7.0 L.18 F2 

SI ¶1 
M.4 F2 

SI   

1.0 5-36 

Management processes 

7.0 ¶1 

L.18 F2 
SI ¶1 

1.1 5-21 
Business practices 1.1 5-21 
Management approach and controls L.18 F2 

SI ¶3 
1.1.4 18-21 

Organizational resources 1.1.3 13-18 
Contractor will coordinate all program management, 
communication, and service delivery through the COTR       H.14 1.1.2 8 

Detail methods for obtaining and delivering services 

7.0 ¶1 L.18 F2 
SI ¶3 

M.4 F2 
SI 

  
  
  

1.1.2 8-13 
Detail allocation of workforce and other resources to 
produce services 1.1; 1.2 5; 21-24 

Detail timeline for delivering services to meet the needs 
of installations 1.1.4 18-21 

Describe contract management structure, including:  7.0 ¶2 
L.18 F2 

SI ¶2 
M.4 F2 

SI  

1.1 5-21 
Procedures and agreements 

 

1.1.1 6-8 
How contract will be managed over 5 year period 1.1.1 6-8 
Methodology for managing subcontractors 1.1.1 6-8 

Provide organizational charts showing dedicated program 
management team lines of authority and responsibility 

7.0 ¶2 L.18 F2 
SI ¶4 

M.4 F2 
SI 

  
  
  

1.1.2 8 

Discuss interface between Government and Contract 
Management Team 1.1.2 8-13 

Delineate authority levels for review and approval of 
contractual correspondence and contract signature 

1.2.3; 
1.2.4 23; 24 

Discuss contract management team’s capability to fully 
perform management tasks 7.0 L.18 F2 

SI ¶5 
M.4 F2 

SI   1.2 20-35 

Submit signed resumes and letters of commitments for 
key management personnel, including:  

L.18 F2 
SI ¶7 

M.4 F2 
SI 

 App C C1-C32 

Program Director 

7.0 ¶2 

G.4 App C C1-C3 
Deputy Program Director  App C C4-C5 
Contract Administrator G.4 App C C6-C7 
Quality Assurance Manager 

 

App C C4-C5 
Financial Manager App C C6-C7 
Subcontractor Manager (Prime) App C C8-C23 
Subcontractor Manager (Major Subcontractors) App C C8-C23 

Submit resumes for non-key management personnel  
L.18 F2 

SI ¶5 
M.4 F2 

SI  1.2.4 C24-
C30 

Describe Program Director’s management of workforce, 
including all subcontractors 7.0 ¶2 L.18 F2 

SI ¶5 
M.4 F2 

SI  
1.1.2; 

Table 2 8; 10 

All personnel assigned to render services under this 
contract shall be at all times under the direction and 
control of the contractor 

      H.5a. 1.1.2 8 

Completed clause in RFP Section H8 (f)  
L.18 F2 

SI ¶6   H.8 (f) 1.1.2 8 

Submit proposed program management labor categories 
including title, duties, education, and experience  

L.18 F2 
SI ¶8 

M.4 F2 
SI   

1.1.2; 
1.2; 

Table 2 

8-13; 
21-36 
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Submit conflict of interest plan, including:  
L.18 F2 

SI ¶4 
M.4 F2 

SI H.4 
App A A1-A5 

Disclosure of any existing conflicts of interest 4.4c ¶2 L.11  
App A A3 

Plan for identifying, avoiding, and mitigation  App A A1-A5 
Submit a Professional Compensation Plan, including: 

  L.18 F2 
SI ¶9 

M.4 F2 
SI 

FAR 
52.222-

46 

App D D1-D23 
Fringe benefits App D D1-D23 
Effects on ability to provide uninterrupted high-
quality work 

App D D1-D23 

Impact on recruiting and retention App D D1-D23 
Consistency with a total plan for compensation App D D1-D23 
Availability of required competent providers App D D1-D23 

Maintain international health insurance for PFC providers 
during OCONUS rotations    H.23 App D D16 

Subfactor II: Travel Management Plan (PWS 7.1) 
Submit a Travel Management Plan describing capability 
to manage all travel logistics 7.1 

L.18 F2 
SII 
  

M.4 F2 
SII 
  

  
  
  
  

2.0 37-44 

Ensure travel timeliness and efficiency and avoid 
disruption and degradation of services 

7.1 ¶1 

2.1 37 

Account for short notice or immediate requirements 2.1 37 
Track travel costs by counselor, location, and duration of 
rotation 2.2.2 39 

Describe processes to align travel costs with specific 
services provided 2.2.4 42-44 

Discuss logistical complexities of counselors providing 
rotational services in both CONUS and OCONUS      

H.10  

2.2.3; 
2.2.4 40-42 

Describe management controls to ensure compliance with 
the Federal Travel Regulations  

7.1 ¶3 

L.18 F2 
SII 

M.4 F2 
SII 2.2.3 40 

Describe process to provide COTR travel requests with 
adequate time for approval     2.1; 2.2 37; 38 

Describe travel invoice procedures    2.2.2 38 
Describe approach to mitigate travel costs, including: 

7.1 ¶2 L.18 F2 
SII 

M.4 F2 
SII 

  
  
  
  

2.2.4 42-44 
Hiring local/regional counselors 2.2.4 42-44 
Maximizing duration of each rotation 2.2.4 42-44 
Maximizing quantity of longer duration rotations  2.2.4 42-44 
Other innovative methods 2.2.4 42-44 

Comply with all OCONUS SOFA requirements     

H.26 
H.27 
H.28 

2.2.3 40 

Subfactor III: Quality Assurance (PWS 7.2, 7.3, 7.4, 7.5) 
Discuss training approach to support the MFLC PFC 
Program, including: 7.5 

L.18 F2 
SIII ¶1 

M.4 F2 
SIII 

  
  

3.4 55-62 

Maintaining high level of expertise and experience 3.4.1 55 
Accommodating labor demands of large and/or 
multiple projects  3.4.1 55 

Addressing evolving issues that affect military 
members and families 7.5 

3.4.2 57-60 

Conduct initial and ongoing PFC provider training on 
Service specific and general military topics including; 

3.4.3; 
3.4.4 

60; 
61 

Contract requirements 
7.5 L.18 F2 

SIII ¶1 
M.4 F2 

SIII 

  
  
  

3.4.2 57-60 
Military customs 3.4.2 57-60 
Structure and chain of command 3.4.2 57-60 
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Ranks and insignia   
  

3.4.2 57-60 
Traditions 3.4.2 57-60 
Environment 3.4.2 57-60 
Benefits 3.4.2 57-60 
Military programs 3.4.2 57-60 

Other specialized subject areas 

3.4.2; 
3.4.3; 
3.4.4; 
3.4.5 

57-61 

Ensure training for PFC providers and supervisors is 
completed before beginning an assignment  

7.5 

  
  
  
  

  
  
  
  

3.4.2 57-60 

Annually certify, and demonstrate at any time, PFC 
providers and supervisors training and relevant 
knowledge 

3.1.1; 
3.4.7 46; 62 

Discuss method for regularly updating PFC providers on 
current/emerging issues pertaining to military life 

3.4.2; 
3.4.5 

57-60; 
61 

Participate in appropriate locally available specialized 
training, as approved by COTR 3.4.5 61 

Submit written discussion to demonstrate knowledge and 
understanding of military culture  

L.18 F2 
SIII ¶1 

M.4 F2 
SIII 3.4.2  57-60 

Provide antiterrorism/force protection awareness 
information for OCONUS PFC providers    I 3.4.2 57-60 

Describe processes and procedures for gathering 
feedback to control quality of PFC network providers 7.2 L.18 F2 

SIII ¶2 
M.4 F2 

SIII   3.1.1 46-49 

Describe Quality Control Plan (QCP) process for 
monitoring and reporting contract performance for all 
requirements, including: 

7.2 ¶3 

L.18 F2 
SIII ¶3 

M.4 F2 
SIII 

F.5 3.1 45-50 

Completeness and overall quality of PFC services 

 

3.1.1 46-49 
Timeliness 3.1.1 46-49 

Deliverables Table 
12; 3.1.1 

48;  
46-49 

Work products 3.1.1 46-49 

PFC provider certification and background checks 
3.1.1; 

App B; 
Vol IA 

46;  
B1-B5 

Quantity 

  

3.1 45-50 
Responsiveness 3.1 45-50 
Customer satisfaction 3.1 45-50 

Describe internal quality control staffing  
7.2 ¶3       

3.1.1 46 
QCP ensures performance standards and thresholds 
contained in QASP are met or exceeded  

3.1.3; 
App B 

50; 
 B1-B5 

QCP standards and QASP surveillance methods measure 
performance of PFC services and are  reported monthly 7.2 ¶4   

  
  
  

F.5 3.1.1 46-49 

Describe procedures to identify, prevent, and ensure non-
recurrence of defective services   3.1.1 46-49 

Submit a QASP for government's consideration, 
including;  

7.2 ¶2 

L.18 F2 
SIII ¶4 

M.4 F2 
SIII 

FAR 
37.604  App B B1-B5 

Methods of inspection 

   

App B B1-B5 
Required reports App B B1-B5 
Resources to be used App B B1-B5 
Estimated work hours App B B1-B5 
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Methods of surveillance App B B1-B5 
Evaluation procedures App B B1-B5 
Implementation approach App B B1-B5 

Describe approach to provide timely, high quality, & 
accurate records & reports 7.3, 7.4 L.18 F2 

SIII ¶5 
M.4 F2 

SIII   

3.1.1; 
3.2 

Table 
12;  

46-54 

Maintain no formal counseling case records including 
personally identifiable information  7.3 ¶1   

  
  
  

  
  

3.2.1 51 

Collect and maintain daily activity reports to account for 
utilization 3.2.1 51 

Inform local military chain of command of the 
confidential nature of services if requesting information 
concerning a service member 

7.3 ¶2       3.2.1 51 

Provide all required reports in a highly responsive, 
flexible, and timely manner 

7.4a  ¶1     

 3.2.3 52 

Discuss capability to provide ad hoc reports within a few 
hours of request F.5 

Table 
12;  

3.3.2 

48; 
53 

Provide no Service requested reports or data calls   3.3.2 53 
Provide Monthly Utilization Reports (MUR) separated by 
military branches and installations 

7.4a  ¶2 
  
  
  

  
  
  

F.5 

3.3.2 53 

Submit monthly Duty to Warn Log separated by military 
branches and installations 3.3.2 53 

Submit reports no later than 15 days following the end of 
the monthly reporting period 

Table 
12;  

3.3.2 
48; 53 

Submit weekly report including list by state and country, 
region, each installation authorized PFC, number of PFCs 
authorized, number of PFCs on the ground, and average 
daily contacts by PFC providers at each installation 7.4a  ¶3   

  
  
  

F.5 
Table 

12;  
3.3.2 

48; 53 

Weekly report will be able to be sorted by each data 
variable   

Table 
12;  

3.3.2 
48; 53 

MUR will cover all relevant PFC program areas 

7.4a  ¶4 
  
  
  

  
  
  

  
  
  

Table 
12;  

3.3.2 
48; 53 

Include an executive summary with MUR  
Table 

12;  
3.3.2 

48; 53 

Develop data collection forms for PFC MUR 
Table 

12;  
3.3.2 

48; 53 

MUR Ongoing Rotational MFLC report section will 
include utilization for each installation/command 7.4a  ¶5    

Table 
12;  

3.3.2 
48; 53 

MUR Non-rotational full time (JFSAP) report section 
will include utilization details by state and on-demand 
events supported 

7.4a  ¶6    

Table 
12;  

3.3.2 
48; 53 

MUR Short Term On-Demand report section will include 
location and number of on-demand events, number of 
PFC providers deployed, and utilization for each event 

7.4a  ¶7    

Table 
12;  

3.3.2 
48; 53 
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MUR Short Term Surge report section will include 
Brigade supported, utilization, and per day average PFC 
contacts for each surge 

7.4a  ¶8    

Table 
12;  

3.3.2 
48; 53 

MUR Short Term Summer Program support report 
section will include number of camps supported, number 
of children supported, and number of MFLCs supporting 
camps 

7.4a ¶9    

Table 
12;  

3.3.2 48; 53 

All reports will include client demographics, geographic 
location, type of service delivery, primary reason for PFC 
support, number of referrals, number of clients seen for 
the first time, number of follow-up clients, total number 
of counseling sessions provided, total number of group 
meetings and approximate number of attendees 

7.4a 
¶10       

Table 
12;  

3.3.2 48; 53 

Provide reports to the respective Services HQs, NGB and 
Reserve Affairs POC, and OSD 

7.4a 
¶10    

Table 
12;  

3.3.2 
48; 53 

Submit Monthly Contract Financial Status Report 
detailing the monthly activities, staffing, and travel, with 
any exceptions noted 

7.4b ¶1   F.5 3.3.3 54 

Monthly Financial Status Report will specify individual 
PFC providers, location where they worked, and hours 
worked that month 

7.4b ¶2       3.3.3 54 
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Zeiders Team Program Management Executive Summary and 
Volume Overview 
Executive Summary  
Zeiders Enterprises, Inc. (Zeiders) is pleased to submit this proposal to provide Military Family Life 
Counseling (MFLC) Personal Financial Counseling (PFC) services to military service and family 
members.  For over 25 years, Zeiders has provided military family support services with PFC services as 
our exclusive line of business. Simply stated, our goal is to partner with MC&FP to ensure that MFLC 
PFC services have a positive impact on the financial well being of military personnel and families.  
 
Since the release of the Request for Information in 2009, Zeiders has worked to form a team that offers 
MC&FP a high return-low risk contract option – and we are confident that, upon review, you will agree 
that we achieved this goal.  
 
Key benefits our proposal offers to MC&FP are:  

• Over 25 years of proven experience providing PFC services to military service members, 
families, and operational commands at worldwide delivery sites; 

• The largest possible worldwide network of credentialed PFC providers through the Association 
of Financial Counseling and Education (AFCPE), the Financial Planning Association (FPA), and 
the National Foundation for Credit Counseling (NFCC), the three non-profit credentialing 
organization specified in the solicitation;  

• Demonstrated ability over the past 25 years to integrate PFC service delivery with the continuum 
of military support programs including Military One Source, Family Support Centers, financial 
aid associations (e.g. Army Emergency Relief, Navy Marine Corps Relief), and community 
organizations throughout the nation; 

• Compensation and benefits proven to attract and retain an experienced and committed 
Management Team, as well as qualified, credentialed and motivated PFC providers; 

• Military PFC program-focused training and professional resources to enhance the ability of PFC 
providers to support the military community; and 

• Off-the-shelf web-based (“cloud”) technology that supports seamless operations across the 
Zeiders Team and for PFC providers working around the world; and 

• Well-qualified, trusted subcontractor team that includes Ability One, Service Disabled Veteran 
Owned, Veteran Owned, Woman Owned and Small Disadvantaged businesses that exceed the 
solicitation’s “Outstanding” evaluation standard. 

 
The Zeiders Team’s ability to understand and respond to the financial counseling and education 
challenges facing the military community is reflected in the fact that we have supported the Navy, 
Marine Corps, and Air Force in development of PFC Desk Guides and Standardized Curriculum used by 
Government and contract PFC providers worldwide.   
 
As Zeiders developed our Team and management approach, we ensured that we satisfied two important 
dimensions of contract performance.  The first dimension is compliance with the specifications and 
standards set forth in the solicitation.  Zeiders’ 25 years of military PFC support experience, the depth of 
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our PFC provider network, and our integrated Team management are all measures that our approach 
clearly achieves this essential baseline performance dimension.  
 
However, Zeiders believes there is a second performance dimension that focuses on ensuring that the 
time, talent, and money invested in this contract results in a substantial improvement in the financial 
well being of military service and family members.  Achievement of this performance dimension will 
improve the quality of military life and, in so doing, enhance operational readiness.  Zeiders has always 
considered the “impact on lives” dimension to be the true test of value.  It is the ability of the Zeiders 
Team to meet this second dimension of performance that demonstrates why we are a high return 
contractor of choice.   
 
The key to the Zeiders Team’s ability to meet this second dimension of performance is our depth of 
military program knowledge and our proven training, orientation and professional development 
activities. Over years of successful performance, we have demonstrated our ability to combine program 
knowledge and training resources to develop motivated and qualified PFC providers into motivated and 
qualified military PFC providers. As demonstrated throughout this proposal, the Zeiders Team has 
proven ability to use synchronous and asynchronous training programs and Community of Practice 
approaches which allow PFC providers around the world to receive training and discuss best practice 
solutions in learning activities facilitated by Zeiders Team military PFC training experts. 
 
In preparing our proposal, Zeiders also placed significant importance on developing a realistic and cost 
efficient delivery approach.  Our approach is cost efficient because of Zeiders’: 

• Efficient indirect cost structure (our markup on direct costs is low); 
• Use of proven technology tools to enhance visibility of real-time cost data to identify and 

resolve potential cost inefficiencies;  
• Breadth and depth of our PFC provider network that maximizes our ability to use providers who 

live local to the service delivery site – minimizing travel costs; and 
• Commitment to expanding the number of military spouses, veterans and retirees in our provider 

network – thus increasing over time our ability to have services provided by local providers.  
 
Zeiders’ approach to a successful transition is built upon the belief that on the first day of the contract 
operations, MFLC PFC clients should say, “I did not know there was a change in contractor.  Everything 
continued on as usual.”  However, Zeiders’ contract performance expectation is that within six to 12 
months after the transition, clients should say, “I am not sure what changed, but service has improved 
substantially.”   
 
As you review this proposal, you will agree that the Zeiders Team offers MC&FP a high return-low risk 
contractor solution. We hope it is also clear that Zeiders has an unqualified commitment to enhance the 
quality of life for military members and their families and, in the process, enhance the ability of military 
commands to perform their missions.  The Zeiders Team stands ready to work in partnership with 
MC&FP to achieve this common goal! 
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Volume Overview 
Volume IB of the Zeiders Team proposal contains our technical approach to providing integrated, 
scalable and affordable program management support for the MFLC PFC Mission Execution Task. The 
intent of this volume is to provide detailed information which clearly demonstrates our team’s ability to 
manage the PFC requirements for this contract and our capability to manage a high and consistent level 
of performance across all PWS areas. We are prepared to immediately provide robust, consistent and 
repeatable capabilities across all PWS areas. 
 
Our MFLC PFC Program Management approach discussed in this volume has six functions depicted in 
Figure 1. These functions are designed to be integrated, scalable and affordable to meet the needs of the 
Government across all CLIN task orders and types of service PFC service delivery – Non-rotational 
(Full Time); Ongoing Rotational; Short Term Surge; Short Term On Demand; and Short Term Summer. 

 
Figure 1 - The Zeiders Team Program Management Key Functions for PFC Service Delivery 

 
 
 

(b) (4)
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The Zeiders Team program management approach includes our organizational resources and 
management controls that we will employ to meet the cost, performance, and schedule requirements of 
this program. This volume is organized by subfactor in the following manner: 

1.0 Subfactor I: Capacity and Approach to Perform Program Management Requirements 
of the PWS (PWS 7.0): Highlights our capability to manage the PFC program requirements. 
This section details our program management approach, our contract organization, key contract 
personnel roles, responsibilities, and lines of communication. 
2.0 Subfactor II: Travel Management Plan (PWS 7.1): Presents our travel management plan 
and related processes for travel logistics for PFC travel, our ability to track travel costs, and 
management controls related to FTR compliance. This section also addresses our strategy to 
reduce PFC travel requirements by maximizing rotation durations and other methods to mitigate 
travel costs. 
3.0 Subfactor III:  Quality Assurance (PWS 7.2, 7.3, 7.4, 7.5): Discussions relevant to the 
Quality Control Plan and Quality Assurance Surveillance Plan (QCP/QASP) which detail how 
we will maintain contract compliance, timeliness, completeness, and overall quality of PFC 
services are contained in this section. Our processes for monitoring and reporting contract 
performance are also contained in this section. Additionally, recordkeeping and reporting 
processes and procedures are also highlighted. Lastly, details of our training and orientation 
capability, including new employee initial training and technical professional development 
training, are provided. 
4.0 Risks and Risk Mitigation: Highlights of our understanding of potential risks and 
associated mitigation strategies related to our program management approach to this contract. 
5.0 Zeiders Team Value: Our features and benefits are discussed to demonstrate the strength of 
our approach as the high return-low risk contractor of choice for MFLC PFC services. 
Appendices:

Throughout this volume, the Zeiders Team provides compelling evidence of our proven ability to serve 
MC&FP in PFC services in support of service members and their families worldwide. Additionally, we 
demonstrate that our unparalleled experience, corporate support staff, contract management team, and 
proven service delivery performance make the Zeiders Team the contractor that best meets the PWS 
criteria for this contract.  

  Four appendices are included for additional detailed information. Appendix A 
provides our Organizational Conflict of Interest Plan; Appendix B provides our Quality 
Assurance Surveillance Plan (QASP); Appendix C includes staff resumes and letters of 
commitment; and Appendix D contains our Professional Compensation Plan.  
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Program Management (Factor 2, PWS 7.0) 

In support of the MC&FP mission, the Zeiders Team will provide a contract management capability to 
support the Program Director with critical integration, coordination, and synchronization for this 
contract. Our contract management team provides MC&FP extensive program management and 
Government contracting experience specific to military 
family programs, including PFC services. 

1.0 Subfactor I: Capability and Approach to Perform Program Management Requirements of the 
PWS. (PWS 7.0) 

Our contract program management activities include control, 
management, and reporting elements that are customized to 
best serve the MC&FP PFM Program. Our contract 
management approach is designed to meet the needs for each 
CLIN level of service - baseline, augmentation, and optional - 
using an integrated, scalable and affordable organization. For 
example, for the baseline CLIN, Zeiders Team contract 
management capabilities will meet the need of managing 39 
full time JFSAP PFC providers based out of the state capitol 
cities in CONUS locations. Additionally, our organization 
will be tailored to provide management oversight for all PFC 
providers participating in up to the 70,000+ hours of Short Term On-Demand Support, as well as the 
various Ongoing Rotational and Short Term Surge Support world-wide requirements as tasked 
throughout the period of performance. 

Our program and contract management capability spans military family support contracts for the Army, 
Navy and Marine Corps. Currently, Zeiders staffs over 850 providers and other positions at 62 service 
locations worldwide through our Army and Navy military family support contracts. Zeiders has been 
awarded nine U.S. Navy Fleet and Family Support Program (FFSP) contracts since 2000. We are the 
only contractor to support regional operations over the past 12 years at the Navy’s two largest Fleet 
concentration areas in Hampton Roads and San Diego. We have also supported the National Guard’s 
largest Family Assistance Network in California providing a depth of understanding of this unique 
population and the importance of the Joint Family Support Assistance Program (JFSAP), MOS, MFLC, 
and other state, regional, or local community-based solutions.  Each of these contracts requires Zeiders 
to be responsible for the full continuum of contract administration and operational support including 
needs identification, strategic planning, command liaison, development of standard operating 
procedures, quality control, accreditation compliance, and record keeping and reporting. Volume III, 
Past Performance, specifically details our PFC qualifications related to these contracts.  

1.1 Program Oversight and Management Plan 
Successful low-risk performance in delivering on the MC&FP PFC Mission Execution Task does not 
“just happen.”  It must be rooted in sound fundamentals – deep military service and family member 
knowledge, solid technical expertise in providing military personal financial counseling and education, 
and broad expertise in integrating large contract service delivery. These fundamentals are built into the 
approach we tailored to meet MC&FP and MFLC contract needs.  

Zeiders’ PFC Program Management and 
Contract Administration Experience 

Highlights 
  

• Awarded 9 Competitive Military Family 
Support Staffing Augmentation, including 
PFC services, and Program Management 
Contracts since 2000 for U.S. Navy and 
U.S. Army operations worldwide   

• Awarded 6th Navy and Marine Corps 
Personal Financial Management 
Curriculum Development Contracts – 
2009, 2010 
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Our ability to deliver cost cutting and controlled program oversight stems from experience in managing 
large DoD contracts of similar size, scope and complexity. The Zeiders Team proposes a strong 
organizational structure with clear delegation of roles and responsibilities. All management functions 
including planning, organizing, staffing, directing and controlling will be demonstrated using Zeiders’ 
proven contract management techniques and experienced leadership skill sets. 

1.1.1 Management Approach Overview 
There are three key components of our management approach:  

• Proven, tested management practices;  
• Subcontract management; and 
• Application of technology tools to support worldwide distributed, affordable operations.  

Management Practices. The Zeiders Team will employ a systematic approach to contract management 
that fosters a “no-surprises approach.” A “no-surprises” management entails employing a systematic 
method to contract management that fosters a direct, customer-focused, and results-oriented approach.  
We will implement proven, tested controls and processes to deliver contract performance that meets 
predetermined standards, plans, and objectives. Our management control processes will enable us to 
determine whether performance is in line with these standards and 
take any remedial action required to see that human and other 
corporate resources are being used in the most effective and 
efficient way possible in achieving contract objectives 

Our management practices include strong back office operations 
powered by Deltek GCS Premier®, the Government contracting 
industry’s gold standard in the accounting technology. We will 
ensure that the Zeiders Team program management for each TDL 
is fully compliant with all Defense Contract Audit Agency 
(DCAA) requirements. Our back office operations for this contract 
include Labor Distribution, Accounts Payable, General Ledger, 
Contracts and Pools, Billing and Accounts Receivable.  With GCS 
Premier® and our Unanet Project Portfolio Module (PPM), the 
Zeiders Team effectively manages projects and financials, invoices 
correctly the first time, and complies with DCAA requirements in 
an integrated, scalable and affordable manner.  

Subcontracting. The Zeiders Team depicted in Figure 2 includes 
partners that were carefully selected for their expertise in PWS 
requirements. We will work as one team with one voice and one 
goal—deliver results to help MC&FP achieve MFLC PFC 
program goals in support of all areas of the PWS. Zeiders is an 
experienced Prime contractor having managed numerous 
subcontracts as discussed in Volume II, Subcontracting. A 
summary of the MFLC PFC program requirements and our 
subcontracting approach is provided in Table 1. 
 
 
 
 

Figure 2 - The Zeiders Team will 
successfully deliver on the MFLC PFC 

PWS requirements as an integrated team.  
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Table 2 - Zeiders Management Team Roles and Responsibilities 

Labor Category Duties and Responsibilities 
Program  Director 

 
KEY 

 
Gordon Genovese 

Zeiders 

Summary: Manages and supervises contract performance, contract compliance and staffing 
and is responsible for the administration of the contract with respect to negotiations, 
monitoring of budgets and funding, staffing and training, quality control and client 
relationship. 
Responsibilities: 
• Serve as primary point of contact for and senior relationship manager of MC&FP 

contract representative. 
• Serve as the primary Point of Contact (POC) for the Contracting Officer (CO), 

Contracting Officer’s Technical Representative (COTR), and the Government Program 
Manager. 

• Provide senior oversight for adherence and compliance to all contractual requirements. 
• Manage relationships and coordination with other contractors providing MFLC services 

in mission areas one and two. 
• Employ effective hiring and performance management processes. 
• Lead quality control program. 
• Develop and administer monthly/quarterly contractual reporting. 
• Ensure that contract staff receive required training and professional development 

education. 
• Develop and administer contract budgets and execution reporting 
• Attend meetings with Government Program Representatives as requested but not less 

than monthly. 
Deputy 

Program Director/ 
Quality Assurance 

Manager 
 

KEY 
 

Christopher Miller 
Zeiders 

Duties: Supervises the Operations Managers as well as oversees contract-related activities, 
local Government interface, Military Headquarters interface, personnel management, and 
service delivery quality control. Ensures all PFC contract services meet and exceed MC&FP 
expectations and that all PFC contract services are of superior quality and making a positive 
impact on service members and their families. 
Responsibilities: 
• Ensure that contract requirements are met and compliance maintained. 
• Coordinate with Provider Network Manager to ensure PFC network (supply) is meeting 

Operations Manager needs (demand). 
• Consult with Operations Managers to identify and resolve problems that arise with 

staffing and program execution. 
• Oversee quality control processes and ensure deployed PFC needs are met. 
• Provide management oversight of subcontracted providers’ counseling performance and 

facilitate feedback to subcontractor organizations. 
• Implement effective hiring and performance management processes. 
• Ensure that staff receive required training and professional development education.  
• Serve as the Program Director’s subject matter expert on contract quality issues and 

implement and maintain a Quality Control plan that supports the contract objectives. 
• Develop and implement Acceptable Quality Levels (AQLs) for all areas of the PWS and 

contract operations. 
• Research and make recommendations on quality related best practices and industry 

standards for providing PFC services; monitor quality improvements in PFC services, 
and implement quality performance measures as required. 

• Assist in developing and implementing contract performance measurements critical to 
MC&FP and service member customer satisfaction. 

• Serve as the secondary Point of Contact (POC) for the Contracting Officer (CO), 
Contracting Officer’s Technical Representative (COTR), and the Government Program 
Manager. 

• Attend meetings with Government Program Representatives with Program Director or 
on her behalf. 
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Labor Category Duties and Responsibilities 
Business Manager 

(Contract 
Administrator/ 

Subcontract and 
Financial Manager) 

 
KEY 

 
Jean McFall 

Zeiders 

Duties: Manage an integrated information system of contract data. Oversees contract 
modifications, TDLs, and subcontractor relationships. Prepares subcontract agreements and 
modifications. Maintains and reconciles all contract financials. Ensures invoices are accurate 
and submits invoices to customer. 
Responsibilities:  
• Receive and process contract documents and technical direction letters (TDL). 
• Issue and manage subcontracts and modifications.  
• Serve as the secondary Point of Contact (POC) for the Contracting Officer (CO), COTR, 

and the Government Program Manager. 
• Prepare contract management reports for client or internal company-use.  
• Interface with Controller/Accounting Department regarding invoices, cost reporting 

issues, deliverables and other reporting requirements.  
• Assist in the preparation and management of contract budgets; monitor budget 

expenditures; track monthly financial execution and analyze financial information to 
determine present and future financial performance; identify budget and execution trends 
and recommend improvements accordingly. 

• Evaluate operating records and financial statements; prepare studies, reports and 
analyses in areas such as budgets, forecasts, financial plans, governmental requirements, 
statistical reports, cash flow projection and business forecasts. 

• Coordinate with all levels of management to gather, analyze, summarize and prepare 
recommendations regarding contract and financial plans, trended future requirements, 
Government requirements and operating forecasts. 

Provider Network 
Manager 

 
Andrea Wrenn 

Zeiders 

Duties: Lead the contract human resources function. Responsible for recruiting, hiring, 
retaining, and on-boarding all personal finance counselors in the provider network. 
Responsibilities: 
• Work in close collaboration with Deputy Director and corporate HR Director to identify 

and prepare PFC providers for task order assignments. 
• Develop and administer recruiting and contract specific processes to advertise, recruit 

and hire contract staff.  
•  Ensure new employees participate in initial staff orientation and oversee job-related 

orientation and training compliance. 
• Ensure compliance with contract requirements.  
• Ensure that staff members have the necessary resources to fulfill their job 

responsibilities.  
• Provide input to the required monthly and other periodic reports. 
• Lead and administer the implementation and maintenance of a provider network plan 

that supports the contract objectives.  
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Labor Category Duties and Responsibilities 
Operations Managers 

 
Amber Chamberlain 

Zeiders 
 

To Be Determined 
Zeiders 

Duties: Provides staff support for multiple locations under the Contract. Responsible for 
deploying all PFC providers within their respective region and monitoring staff performance, 
providing program guidance, ensuring quality of service delivery and compliance with 
contract requirements. 
Responsibilities:  
• Establish and maintain effective working relationship with the local government points 

of contact assigned to this contract. 
• Ensure compliance with contract requirements.  
• Ensure that staff has the necessary resources to fulfill their job responsibilities.  
• Provide regular, scheduled supervision to remotely assigned staff as follows: 

o Host monthly webinar Communities of Practice for all network providers. 
o One-on-one contact with PFCs on Rotational, Surge, and Short-Term Summer 

assignment at least weekly to review service delivery performance. 
o Frequent one-on-one contact with first-time PFCs, as often as daily, especially 

during initial days of assignment.  
o Contact with PFCs on each TDL, either as group or individually, after accepting 

assignment and again before traveling to ensure proper preparations have been 
made. 

o Host monthly webinar Community of Practice for all Non-Rotational Full Time 
(JFSAP) PFCs. 

o Immediate contact with PFCs not complying with contract or Zeiders policy, 
concerning PIMS activity, or negative reports from local POCs.   

o Travel to sites, as required and with Government approval, providing direct 
supervision and interfacing with PFC provider and local Government POC.  

• Monitor subcontracted providers performance and provide feedback to Deputy 
Director/Quality Control Manager. 

• Ensure that staff complies with corporate policies regarding timekeeping, paid time off, 
and reporting requirements. Approve timesheets and leave schedules. Initiate staff 
appreciation and recognition as appropriate. 

• Provide input to the required monthly and other periodic reports. 
Training 

Specialists 
 

Michelle Daves 
Zeiders 

 
Melissa Madden 

Bowen 
 

Catherine Grainger 
Bowen 

Duties: Manages the training and orientation activities. Identifies training to be developed, 
oversees instructional systems design and coordinates training schedules for members of the 
provider network. Develop communications products for the network. 
Responsibilities:  
• Provide direction and management for contract training team consisting of Instructional 

Designers, Content Developers, Production staff and Graphic Designers. 
• Ensure provider network members have current and required contract training orientation 

products. 
• Communicate routinely with contract directors and operations managers to provide 

consultation and feedback as well as market program offerings. 
• Develop and monitor cross training plan to cover PFC content areas. 
• Develop, implement and continuously improve contract training strategy to effectively 

deliver asynchronous and synchronous web-based learning and development products 
for provider network use. 

• Develop and implement strategic communication plans and awareness campaigns 
relevant to the PFC program. 

• Ensure consistent and sustained delivery of powerful PFC program messages across all 
communication channels under MC&FP purview including MC&FP eMagazine and 
various eNewsletters such as Joint Family Services Assistance Program, and the Family 
Advocacy Program. 

• Plan and coordinate PFC program events. 
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Labor Category Duties and Responsibilities 
Information 
Technology 
Specialist 

 
Jessica Swansby 

VASI 

Duties: Provides technical support on all hardware and software used by either contract 
management team or PFC providers. 
Responsibilities:  
• Affect and coordinate the issuance, return, and repair of all PFC equipment. 
• Maintain equipment inventory and all corporate systems of records needed for contract 

operations. 

Travel Management/ 
Administrative 

Specialist 
 
 

Sarah Romero 
Zeiders 

 

Duties: Provides direct support to the Business Manager and contract staff for all 
administrative requirements including travel approval, travel management, reporting and 
record keeping. 
Responsibilities:  
• Assist in the development and implementation of travel approvals. 
• Evaluate travel request against MC&FP guidelines. 
• Submit travel requests to MC&FP approval authority. 
• Communicate with MC&FP approval authority to resolve discrepancies or travel-related 

issues. 
• Notify PFC providers and Operations Managers when requested travel has been 

approved. 
• Work with MC&FP approval authority for direction on parameters for group travel. 
• Support staff with administrative travel requests and administrative functions such as 

time sheets, travel forms, etc.  
• Maintain budget, records, order supplies and request materials/equipment.  
• Coordinate data collection for and preparation of monthly utilization and other required 

reports. 
 

1.1.3 Organizational Resources 
We will use a technology suite to manage contract operations including task orders, finance and 
accounting, travel, and quality control. Our suite will enhance team operations and provide MC&FP, 
contractor staff, and subcontractors access to critical program information, artifacts, and deliverables. In 
addition, this suite will support the budget projections and house status reports and other elements to 
effectively track and monitor costs in near real time. 
 
Specific technology applications to be used by all teammates include Unanet,  

, Egencia, Refined Data, and Adobe Connect. Other applications are used 
exclusively by Zeiders as the Prime and include Deltek GCS Premier and Taleo. The purpose and users 
of each application are depicted in Table 3.  
 

Table 3 – The Zeiders Team Technology Applications, Purpose and Users   

Application and 
Function 

Purpose  Users 

Unanet Time Module Electronic timekeeping All Contract Staff (Prime and 
subcontractors) 

Unanet Expense Module Expense reimbursement and reporting PFC Providers and all Contract Staff (Prime 
and subcontractors) 

Unanet Project Portfolio 
Module 

Program financial status reporting; 
dashboard analytics; labor distribution; 
TDL data; project management and 
scheduling; receivables and payables; 
subcontractor management 

Director, Deputy Director, Business 
Manager, Operations Managers, Provider 
Network Manager; subcontract managers; 
MC&FP if desired 

(b) (4)
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1.1.4.5 Document Controls 
The Zeiders Team Program Management function will use standardized document formats to ensure 
complete and consistent information is gathered and presented. Documents include titles and dates to 
detect different versions of the document. Our Team’s systems use similar nomenclature to identify 
latest versions of working documents including financial reports, status reports, and other program 
management reports. 

1.1.4.6 Organizational Conflict of Interest Controls 
To ensure compliance with Conflict of Interest (COI) requirements, each teammate of the Zeiders Team 
provided a signed disclosure of all known information on all current and past (within the past three 
years) organizational conflicts of interest for the MFLC contract. After a detailed review, our Team 
possesses no conflicts of interest reasonably related to this work, nor are there any that could interfere or 
inhibit Zeiders’ or a subcontractor’s performance delivering the PFC services described in the PWS.  
 
It is Zeiders’ policy to comply fully with both the spirit and intent of all applicable laws and regulations 
designed to preserve and maintain the integrity of the procurement system. Violations of this policy are 
considered a serious breach of discipline. Our team members have subscribed to this policy without 
reservation. To ensure that we have policies and procedures in place to guide our contract team and 
subcontractors in assessing potential COI situations, we have prepared a COI Plan found in Appendix B 
of this volume. 

1.2 LCATS and Key Contract Personnel 
Our MFLC PFC Contract Management Team is supported by corporate leaders who will be available on 
a real time basis to review the contract and quality delivery performance, as well as provide problem-
solving, strategy and thought leadership for execution support.  

1.2.1 Zeiders Leaders 
Zeiders’ corporate commitment to the contract begins with its founder and CEO, Mr. Michael Zeiders. 
Mr. Zeiders holds a Bachelor’s degree in Operations Analysis from the U.S. Naval Academy and Master 
in Business Administration degree from George Mason University. He is personally involved in 
identifying ways in which Zeiders’ contract services can be enhanced and in ensuring that all personnel 
have the resources needed to effectively accomplish their position requirements. 
 
Ms. Tamra Avrit, Zeiders President, will be available to our management team to provide insights and 
thought leadership relevant to DoD quality of life programs. Ms. Avrit was employed by U.S. Marine 
Corps service headquarters for almost 16 years. In her last assignment as the Deputy Director for 
Programs she had policy and program oversight for family quality of life programs including direct 
oversight for Personal Financial Management and a number of other programs. Employed with Booz 
Allen Hamilton for over five years, Ms. Avrit provided organizational strategy, change management, 
strategic communication and process improvement consulting to a number of DoD clients, including 
MC&FP. Ms. Avrit holds a Master of Science degree in National Security Strategy from the National 
War College; a Master of Business Administration degree from The George Washington University; and 
a Bachelor of Arts degree in History and Business Administration from Hope College. She is a Project 
Management Professional through the Project Management Institute and also holds a Change 
Management Practitioner certification from PROSCI.   
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Our Program Director will also be supported by Mr. Don Vogus, Zeiders Federal Contracts Division 
Director. Mr. Vogus is an accomplished leader with more than 21 years of Government contracting 
experience successfully managing large, complex human resource, organizational strategy, and other 
military community programs with SAIC and Booz Allen Hamilton. In addition, Mr. Vogus provides 22 
years of Army National Guard experience as a Military Intelligence officer. He retired as the G2 of the 
29th Infantry Division in 2009 and previously served as a Training Battalion Commander in the 70th 
Regiment where he was also a certified instructor. He led a team supporting the Army Warrior 
Transition Command in its care of Wounded Warriors and their families as they transition from 
recovery, through rehabilitation and ultimately to reintegration. His team received numerous client and 
industry awards for their outstanding support. Mr. Vogus’ also led the support efforts for the Department 
of Education Troops to Teachers program that helps Service members transition from the military to 
second careers teaching at-risk children; and managed team support to the Army and Marine Corps 
Casualty Assistance Support programs. Mr. Vogus holds a Master of Arts degree from George 
Washington University and a Bachelor of Arts from Lafayette College. He has a Change Management 
Advanced Practitioner Certificate from Georgetown University and a Change Management Practitioner 
certification from PROSCI. Mr. Vogus will attend the project kick-off meeting, be intimately involved 
in the Transition Phase and provide executive consultation and oversight to our Program Director, Mr. 
Genovese.  

1.2.2 Labor Categories  
Proposed labor categories (LCAT) for contract management staff are listed in Table 4. Each LCAT 
includes the category title, level of effort, minimum education requirements, types of qualifying degrees, 
and minimum number of years and types of relevant experience required. Table 2 depicts summary 
descriptions of duty performed for each labor category. 
 

Table 4 - Labor Categories of Proposed Contract Management Staff 

Labor Category 
FT/PT and 

Level of 
Effort 

Minimum 
Education 

Requirements 

Qualifying Degrees 
Type   

Minimum Number 
and Types of Relevant Experience 

Program Director 
FT – 100% Masters 

Degree or 
higher 

Financial, Business, 
Management or 
related 

5-7 YOE in military family services and/or 
financial counseling. Financial certification 
required (CFP, AFC, ChFC, NFCC) 

Deputy Program 
Director/ Quality 
Assurance Manager 

FT – 100% Masters 
Degree or 
higher 

Financial, Business, 
Management, or 
related 

5-7 YOE in military family services and/or 
financial counseling and/or quality control 
management 

Business Manager 
(Contract 
Administrator/ 
Subcontract Manager/ 
Financial Manager) 

FT – 100% Baccalaureate 
or relevant 
experience  

Financial, Business, 
Management, 
Accounting, or 
related 

2-5 YOE in contract administration, 
subcontract management and/or contract 
financial management  

Subcontract Manager 
(subcontractors only) 

PT – Up to 
25% 

Baccalaureate 
or relevant 
experience  

Financial, Business, 
Management, 
Accounting or related 

2-5 YOE in contract administration, 
subcontract management and/or contract 
financial management 

Provider Network 
Manager FT – 100% 

Masters 
Degree or 
Baccalaureate 
with relevant 
experience 
 

Financial, Business, 
Management, or 
related 

2-5 YOE in military family services and/or 
financial counseling 
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Decision Type  Zeiders Team Program Director Decision-Making Authority 
Recruit and hire required personnel in 
a manner consistent with task skills 
and schedule requirements 

Promote, demote, discipline or dismiss 
personnel  

Approve travel 

Acquire property and supplies as 
necessary 
Provide training and conduct 
mentoring 

 
Mr. Genovese will directly report to Mr. Don Vogus, Director, Federal Contracts Division, as shown in 
Figure 7 below. He will also have direct access to senior leaders and contract support functions within 
the company as he requires.  
 

 

(b) (4)
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Figure 7 - Zeiders Corporate and Zeiders Team Contract Organization Relationship 

1.2.4 Key and Non-Key Contract Personnel 
We are pleased to offer a comprehensive and extensive staff who has deep knowledge and experience in 
military personal finance, Government contracting, program management, worldwide operations, 
training and development, and other areas of niche expertise. All Zeiders Team personnel fully satisfy 
the personnel requirements specified in the PWS.  
 

(b) (4)
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1.2.4.1 Key Personnel 
As previously discussed, we combined some of the PWS-specified key roles based on our level of effort 
analysis and management approach. Appendix C contains signed resumes and letters of commitment for 
all key personnel. Roles, experience, education levels, and experience of Zeiders key personnel are 
highlighted in Table 6 and discussed below. 
 

Table 6 – Zeiders’ Key Personnel 

Name Role Experience Highest Education 
Obtained Experience Highlights 

Gordon 
Genovese 

Program Director 20 years MBA, Business Executive Director, AFCPE; 
Certified Personal Financial 
Counselor; Retired Air Force; USMC 
PFM Program Analyst; Military 
Saves Advisory Committee 

Christopher 
Miller 

Deputy Director 
and Quality 
Assurance 
Manager 

8 years MBA, Business 
(MPM Candidate) 

20 Years military experience; 
Military Community Programs 
Manager; Command Financial 
Specialist; Quality Assurance 
Officer; Certified Federal Contract 
Manager 

Jean McFall Business 
Manager 

15 years Various Certificates in 
Financial Management and 
Government Contracting 

Certified Contracting with the 
Federal Government 

 

1.2.4.1.1 Program Director – Mr. Gordon Genovese (Zeiders) 
Mr. Genovese’s combination of leadership experience with the military and personal financial 
management programs enables him to bring an exceptional level of leadership and managerial expertise 
to the Program Director’s position.  He is a board member for the Jump$tart Coalition for Personal 
Financial Literacy; the Retirement Security Coalition Advisory; and for the Trustee’s Education 
Network, National Association of Chapter Thirteen Trustees. 
 
Mr. Genovese’s most recent position was the Executive Director for the Association for Financial 
Counseling and Planning Education (AFCPE), an international professional membership association of 
researchers, educators, and practitioners (civilian and military) dedicated to the profession of personal 
finance. Mr. Genovese guided the association in developing and implementing new programs, 
publishing both a semiannual peer reviewed professional journal, The Journal of Financial Counseling 
and Planning, and a quarterly newsletter, The Standard. He implemented policies that ensured the 
integrity and rigor of the four AFCPE® certification programs. Mr. Genovese worked closely with 
governmental, university, and non-profit partners to advance financial literacy efforts and facilitated the 
DoD PFM Pre-conference held in conjunction with the AFCPE Annual Conference.  
 
Prior to his position as Executive Director at AFCPE, Mr. Genovese was the Personal Financial 
Management (PFM) Program Analyst at HQ USMC, Quantico, VA. There he consulted on the 
development and implementation of policy for the financial readiness program worldwide; set goals and 
milestones and monitored implementation for all elements of the PFM program; and developed PFM 
program process and outcome metrics for inclusion into the organization’s strategic scorecard to better 
assess PFM program effectiveness. Mr. Genovese also a key member of the Military Saves Advisory 
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Committee that provided Service level input regarding formal institution of the Military Saves Program 
as part of the DoD initiative to increase savings among the military community and improve financial 
readiness.   
 
Mr. Genovese has more than eight years experience as a Personal Financial Counselor providing 
financial counseling and education services to military service members and their families. He also 
served over 20 years on active duty in the Air Force and was previously employed by Zeiders.  

1.2.4.1.2 Deputy Program Director/Quality Assurance Manager – Mr. Christopher Miller (Zeiders) 
Mr. Miller has been working exclusively with military family quality of life programs for the last eight 
years. He is a proven leader and manager and uniquely qualified to be the Deputy Program Director for 
the MFLC PFC contract.  He understands the unique deployment and financial challenges of the military 
lifestyle and military culture due to his lifelong association with nearly every aspect of military life, 
including as a military dependent, single enlisted service member, married commissioned officer with 
children, and reservist.  
 
For the last six years, Mr. Miller has worked for Zeiders Enterprises on military family support contracts 
in various management positions. Since 2009, he has served as the primary manager in expanding the 
corporate capabilities and new delivery approaches for a number of new contract awards. Mr. Miller has 
been a key leader in the Military and Family Life Counseling’s Personal Financial Counseling contract 
preparations. He has coordinated the company’s contingent hiring of network providers, worked closely 
with all subcontractor team mates regarding contract preparations, and supported the quality assurance 
approach. In addition, Mr. Miller has worked with our technology vendors regarding the configuration 
and reporting requirements for all our supporting systems to support MFLC requirements. This work 
incorporates all the key elements of his role as the Deputy Program Director. 
 
As an Operations Supervisor with Zeiders’ Global Navy Fleet and Family Support Centers (FFSCs) 
contract, Mr. Miller was the regional supervisor in charge of staff, quality, and all aspects of service 
delivery.  In this position, he successfully recruited, staffed, and managed the delivery of services of 
over 90 Zeiders’ professional augmentation staff members, including Personal Financial Counselors at 
seven military installations in five states as well as the Navy FFSP service headquarters. He coordinated 
with the designated Government local point of contact to ensure employee performance and that services 
were being effectively delivered in accordance with contract performance and quality requirements.  
 
Mr. Miller was also the Project Manager responsible for delivery and quality for the Navy Deployment 
Support Desk Guide project which helps service providers deliver programs and services, including 
financial planning to military families throughout the deployment cycle 
 
As a Zeiders Project Manager he helped create a professional development eLearning network that 
successfully trains Government and Zeiders military family support professionals worldwide. Mr. Miller 
was also part of the Zeiders team which developed the Navy Deployment Support Desk Guide and 
Standardized Curriculum designed to help service providers deliver quality programs and services, 
including financial planning to military families throughout the deployment cycle.  
 
Prior to Zeiders, Mr. Miller served on active duty for nine years. His service included an assignment in 
Navy Family Programs where he helped manage various Navy programs including PFM Program, 
Command Financial Specialist (CFS) Program, Transition Assistance Management Program (TAMP), 
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and Disaster Preparedness and Response. Following Hurricane Katrina, he coordinated multiple 
Government and charitable organizations to collaboratively provide services, including financial 
counseling and education, to thousands of service members and their families. Additionally, he 
developed a comprehensive resource of policies and entitlements that helped ensure the accurate 
provision of financial and other benefits to thousands of military evacuees. 

1.2.4.1.3 Business Manager (Contracts Administrator /Subcontracts Manager/Financial) – Ms. Jean 
McFall (Zeiders) 
Ms. McFall has more than 15 years experience in business operations, accounts receivables, and contract 
operations with a mid-size Government contractor, BRTRC. As a BRTRC Vice President, Ms. McFall 
has overall responsibility for full life cycle of all company accounts receivable.  In this role she manages 
and directs the day-to-day workflow of accounts receivable staff to ensure timely and effective 
administration of all accounting-related actions in direct support to Project Managers and 
Government/commercial client officials. Ms. McFall has several years of experience providing senior 
level contract administration assistance to Project Managers including financial analysis, contract 
requirements analysis, and contract expenditure audits and reconciliations. Additionally, Ms. McFall 
assists in the continuing development and implementation of accounting processes and procedures and 
reporting of multiple contracts and contract types.  
 
She develops customized reports including project status and profitability reports which provide 
accurate, timely financial and contractual information to contract managers. Ms. McFall has a broad 
range of contract experience including analyzing and responding to TDLs, contract modification, review 
of contract performance requirements and compliance schedules.  

1.2.4.1.4 Key Subcontractor Managers 
Included in our key personnel are eight teammate subcontract managers. Each of these individuals listed 
in the table below will serve as their respective organizations’ liaison to Zeiders and will work directly 
with Zeiders’ Business Manager, Ms. McFall, to ensure seamless integration of all areas of program 
management including invoicing, task orders, and travel management. Roles, experience, education 
levels, and experience of subcontractor managers are highlighted in Table 7 and discussed below. 

Table 7 - The Zeiders Team Key Subcontract Managers 

Name Company Experience Highest Education Obtained Experience Highlights 
Ana Jones Bowen 11 years MA, Human Resources 

Development/Management 
Former military service headquarters 
PFM Program Manager  

Cherie 
Arnaiz 

VASI 28 years BA, Journalism 18 years government IT contracting 
experience 

Cathie 
Restivo 

LFE 10 years Financial Planning Certificate Pro Bono Director of Financial 
Planning Association of San Diego 

Rebecca 
Wiggins 

AFCPE 7 years MA, Family Financial Planning Executive Director of AFCPE 

Ryanne 
Enyeart 

FPA 11 years BS, Business Administration Assistant Director of FPA 

Rhonda 
Ashburn 

NFCC 24 years BS, Home Economics Education 
and Community Services  

Director of Partner Relations 

Wendy 
Monsen  

Didlake 10 years BA, Art History, Graduate Studies 
in Business Administration 

Masters Certificate in Government 
Contracting 

Robert 
Ciernia 

LSE 30 years MA, Teaching Published and distributed over 13 
publications addressing military PFM 
topics 
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The signed resumes and letters of commitment for the key subcontract managers are contained in 
Appendix C.   

1.2.4.1.4.1 The Bowen Group – Ms. Anna Jones 
Ms. Jones is a seasoned professional and expert in military community quality of life programs with 11 
years of in depth experience, including serving as a Program Manager for the U.S. Marine Corps 
Personal Financial Management (PFM) Program. Ms. Jones currently serves as the Vice President of 
Human Resources and Administration for Bowen where she oversees daily business operations, and also 
serves as the Program Manager for the Career Advancement Account (CAA) contract, a joint-services 
tuition assistance program for military spouses delivered through Military One Source.  As the Marine 
Corps PFM Program Manager, she led the research, development and redesign efforts for the program. 
She was instrumental in the input to the Program Objectives Memorandum for the program, which 
included detailed forecasting of a $5M operating budget for the PFM program. Using creative marketing 
approaches leveraging newsletters, articles and coordination of the annual Military Saves Campaign, 
Ms. Jones successfully promoted the program's mission to increase awareness and benefits.  Ms. Jones 
improved program effectiveness and efficiency by participating in a functionality assessment and the 
Annual AFCPE Conference. Earlier in her career, Ms. Jones was employed by several financial 
institutions to include a large military credit union where she served as Chief Financial Officer (CFO) 
and was one of the first 500 executives to earn the designation as a Certified Credit Union Executive 
(CCUE).  Ms. Jones holds a Bachelors degree in Accounting and a Masters of Arts degree in 
Management/Human Resource Development from Webster University. 

1.2.4.1.4.2 Virginia Systems – Ms. Cherie Arnaiz 
Ms. Cherie Arnaiz manages all of VASI's government contracts. Ms. Arnaiz serves as Contract Manager 
for on-going client engagement with the Securities and Exchange Commission (SEC) since a pilot 
initiative began in early 2005. Under this contract, VASI provides on-site services for teleworkers, 
including SEC executives. Services include supporting SEC applications, both financial, office and 
technical, to enable remote employees to work from home as if they were at their desks. After the 
success of the pilot program in mid-2005, VASI was awarded a contract to continue the program with 
Ms. Arnaiz continuing as the contract manager. In addition to VASI’s SEC contract, she also manages a 
variety of other contracts for the company including the Virginia Information Technologies Agency 
multi-year contract for statewide on-call IT services (networks, desktops, enterprise-wide support and 
telecommunications); Northrop Grumman subcontract (IT services); Virginia Department of General 
Services telecommunications and networking services contract; and the Virginia Department of 
Corrections networking and electronic security services contract. Ms. Arnaiz holds a Bachelors degree 
in Journalism with a specialty in Marketing/Advertising from the University of Wisconsin. 

1.2.4.1.4.3 LFE Institute – Ms. Cathie Restivo 
Ms. Restivo has more than 10 years of experience in the financial services industry. Following her work 
as a personal results coach, she went into the financial services industry to help clients plan for the 
future. She also worked as a Financial Advisor/Planner in the insurance and investment sector assisting 
clients develop their financial and life goals. For LFE, Ms. Restivo recruited and trained a team of 
instructors to conduct skill-based financial workshops. She has personally conducted these workshops in 
various settings, including corporate and military settings. She is currently scheduled to be the keynote 
speaker and workshop facilitator for “Managing Your Money” financial workshops hosted by Operation 
Homefront, funded by a grant from Boeing Corporation. She is also very involved and leads many 
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activities involving the military as the Pro Bono Director, Financial Planning Association (FPA) of San 
Diego. In that capacity, she conducts financial workshops and one-on-one counseling sessions to 
military families. Ms. Restivo trains other FPA members as volunteers specifically to work with the 
military. She is currently an active member of the Military Saves 2011 Planning Meeting/Joint Task 
Force on Financial Health, and is also working on a specific pro bono program offered through 
Operation Homefront for the Wounded Warrior detachments around San Diego and Twentynine Palms. 
She has worked with the National Guard to arrange for pro bono financial counseling and assistance for 
those attending Yellow Ribbon events. As a result of this work, the Financial Planning Association of 
San Diego was just awarded the National Outstanding Achievement Award for Financial Literacy and 
Pro Bono.  Ms. Restivo holds a Financial Planning Certificate from Kaplan University. 

1.2.4.1.4.4 AFPCE – Ms. Rebecca Wiggins 
As the Executive Director of AFCPE, Ms. Wiggins leads AFCPE, an international professional 
membership association of researchers, educators, and practitioners (civilian and military) dedicated to 
the profession of personal finance. She guides the association in developing and implementing new 
programs, publishing both a semiannual peer reviewed professional journal, The Journal of Financial 
Counseling and Planning, and a quarterly newsletter, The Standard.  Ms. Wiggins sets and implements 
the policies that ensure the integrity and rigor of the four AFCPE® certification programs: Accredited 
Financial Counselor, Certified Housing Counselor, Accredited Financial Counsellor Canada, and 
Accredited Credit Counselor. She is a board member for the Jump$tart Coalition for Personal Financial 
Literacy. Ms. Wiggins holds a Masters degree in Family Financial Planning from Kansas State 
University. 

1.2.4.1.4.5 Financial Planning Association – Ms. Ryanne Enyeart 
As the Assistant Director, Consumer Services for the Financial Planning Association (FPA), Ms. 
Enyeart has more than six years’ experience in community outreach, business development and financial 
education project management. Ms. Enyeart develops and manages community outreach efforts 
including FPA’s award winning campaign, Financial Planning Week, designed to increase public 
awareness about the value of financial planning.  Ms. Enyeart has collaborated with leading financial 
planning organizations and the U.S. Conference to Mayors to organize and host Financial Planning days 
in 20 communities nationwide.  Ms. Enyeart holds a Bachelors degree in Business Administration from 
the University of Kansas. 

1.2.4.1.4.6 NFCC – Ms. Rhonda Ashburn  
Ms. Ashburn is the Director of Partner Relations in the creditor, technology, nonprofit, and government 
sectors for the National Foundation for Credit Counseling (NFCC). She is responsible for the Military 
OneSource and Coast Guard Mutual Assistance partnership efforts as well as many other endeavors. 
Prior to joining the NFCC, she oversaw, administered, and managed 13 major programs including 
Financial Fitness programs focused on helping individuals learn to make, save, and spend their money 
wisely. Other programs were focused on quality of life issues such as having a healthy lifestyle. She has 
presented over 200 training sessions for more than 15,000 participants, created grant/proposal 
applications, led fundraising efforts with various stakeholders, and managed over 80 partnerships with 
corporations, foundations, government, and nonprofit organizations. Ms. Ashburn holds a Bachelors 
degree in Home Economics Education and Community Services with emphasis in Public Relations from 
Oklahoma State University. 
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1.2.4.1.4.7 Didlake – Ms. Wendy Monsen 
Ms. Monsen has over 10 years of experience in government contracting. As the Director of Contract 
Operations and Development, Ms. Monsen develops management, technical and pricing proposals.  She 
supervises and coordinates all contract deliverables upon award. She was responsible for cost analysis 
for service contracts exceeding $31M per year. Ms. Monsen monitored contract performance for 
budgetary and regulatory compliance to meet ISO, CARF, FAR, DOL, SCA and AbilityOne 
requirements.  She was involved in contract negotiations and customer relations at the contracting office 
and procurement chief level. As the Assistant Director of Business Development, Ms. Monsen 
performed financial analysis and due diligence for acquisitions, mergers and new product development 
projects. She was called upon to make recommendations regarding potential partnerships and 
acquisitions and supervised the development team. Ms. Monsen has a thorough understanding of 
contract requirements and project management.  Ms. Monsen holds a Bachelors of Art degree in Art 
History and has completed graduate-level work in Business Administration from Gallaudet University. 

1.2.4.1.4.8 LSE – Mr. Robert Ciernia 
Mr. Ciernia, President and one of LSE’s three founding members, has more than 20 years’ experience 
working with Life Skills Education.  With over 200 titles now in publication, Mr. Ciernia makes direct 
contributions to LSE’s title list of personal education products.  Mr. Ciernia works with both public and 
private organizations in providing education materials pertaining to individual and family counseling, 
personal financial management, substance abuse prevention and awareness, relationship building, the 
development of parenting skills, as well as helping people secure employment, the founding reason for 
LSE. At the present time, military family support centers and the National Guard’s Family Programs 
Office represents LSE’s largest single group of customers.  In 2010, LSE sold over one million booklets 
to the military.  Mr. Ciernia holds a Masters of Arts in Teaching from the University of New Hampshire. 

1.2.4.2 Non-Key Personnel 
Our Team also proposes staff as non-key personnel in management positions for this contract. We 
carefully identified and selected these staff members based on a number of criteria, including experience 
with MFLC program operations; worldwide operations management experience; deep professional, 
functional and technical knowledge; and a personal passion and commitment to serve the military 
community. Table 8 below summarizes our non-key personnel and the following sections provide key 
highlights of their resumes.  

Table 8 - The Zeiders Team Non-Key Personnel 

Name and 
Company  Role Experience Highest Education 

Obtained Experience Highlights 

Andrea Wrenn 
(Zeiders)  

Provider 
Network 
Manager 

15 years BA, Education, 
University of Northern 
Iowa  

Financial Counselor Program 
Coordinator, MFLC Program; Military 
Spouse Fellows Program; AFC 

Amber Chamberlain 
(Zeiders) 

Operations 
Manager 

15 years MEd, Community 
Counseling University of 
Georgia  

Licensed Professional Counselor 
(LPC); JFSAP management experience  

To Be Determined 
(Zeiders) 

Operations 
Manager - - - 

Michelle Daves 
(Zeiders) 

Training 
Specialist 

5 years BA, Auburn University Certified Instructional Designer, AFC  

Catherine Grainger 
(Bowen) 

Training 
Specialist 

9 years BA, Florida Institute of 
Technology 

Extensive experience in military 
community quality of life programs 

Melissa Madden 
(Bowen) 

Training 
Specialist 

7 years MBA, Columbia Southern 
University 

Extensive experience in quality of life 
programs 
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Name and 
Company  Role Experience Highest Education 

Obtained Experience Highlights 

Jessica Swansby 
(VASI) 

IT 
Specialist 

11 years Microsoft Certifications   Extensive experience with enterprise 
system and remote workforce support  

Sarah Romero 
(Zeiders)  

Travel 
Mgmt/Adm
in Spec 

11 years Some College Travel management experience military 
government contracts, including 
OCONUS 

 

1.2.4.2.1 Provider Network Manager – Ms. Andrea Wrenn (Zeiders) 
• Ms. Wrenn has over 15 years experience in financial education, management, and counseling; 

holds a Bachelors of Arts degree from the University of Northern Iowa and is currently a Masters 
candidate for Marriage and Family Therapy, Liberty University.   

• As the previous Financial Counselor Program Coordinator for the MFLC contract, she was 
responsible for the scheduling of assignments, educational training and supervision of all 
Financial Counselors.  In addition, she assessed the program’s effectiveness and identified ways 
to improve overall objectives. She was responsible for monthly reporting and ensuring the 
implementation and maintenance of the program. Her skill set includes in-depth knowledge of 
Military Spouse Financial Counseling, financial program management and counseling for active 
duty military and civilians.  

• As a Financial Readiness Fellow, Ms. Wrenn was involved in the development of first term 
enlisted financial training programs, such as Transition Assistance Program, Relinquishing and 
Eliminating Debt, and Bundles for Babies. After many of her classes, she received numerous 
requests to meet with the military members individually for financial counseling.   

• Ms. Wrenn is an active member of the AFCPE as a committee judge for the member awards 
recognition program.  Her coordination of recruitment of financial counselors to judge Military 
Spouse Fellowship applications resulted in a personally awarded fellowship.  

• She is actively involved with the military community and has supported over 300 military 
families during deployments by offering counseling on family readiness issues, including 
emotional, quality of life, money management and other domestic issues. 

1.2.4.2.2 Operations Manager - Ms. Amber Chamberlain (Zeiders)  
• Ms. Chamberlain, a Zeiders Contract Manager and Licensed Professional Counselor (LPC), has 

more than 15 years of experience working with military service members and their families.  As 
a LPC, she has a deep understanding and extensive experience in short-term, solution-focused 
approaches.  Ms. Chamberlain holds a Masters of Education degree, Community Counseling 
from the University of Georgia and a Bachelor of Science degree in Psychology from University 
of Mary Washington. 

• She currently serves as a subject matter expert for the U.S. Marine Corps curriculum on 
behavioral health, identifying stressors and evaluating how stressors, such as financial 
difficulties, affect individuals. She previously managed our California National Guard Family 
Assistance Center contract where she integrated Zeiders services with a number of other 
programs and contract teams, such as JFSAP.  

• With her previous employer, Ms Chamberlain participated in the launch of the JFSAP nation-
wide. She coordinated and interfaced with National Guard leaders, military members and their 
families in providing access to high quality psycho-educational counseling and training to 
address numerous life skills issues in support of military member and family resilience. Ms. 
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Chamberlain provided routine team training opportunities to improve service methodologies, 
needs assessment capabilities and military and civilian referral resource identification.  

• She has conducted military family needs assessments and developed deployment cycle related 
learning content to educate counseling professionals about the cycle of deployment and strategies 
for life skills support during short-term solution-focused counseling services.  

• She also developed content for a previous employer which was published on the Military 
OneSource (MOS) website for use by military families to assist in their understanding of key 
issues related to military member behavioral health concerns such as Suicide Prevention and 
Combat Stress. Ms. Chamberlain is an advocate for best practices driven program design for all 
military family support and military counseling service entities. 

1.2.4.2.3 Operations Manager – To Be Determined (Zeiders)  
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1.2.4.2.4 Training Specialist – Ms. Michelle Daves (Zeiders) 
• Ms. Michelle Daves has worked for Zeiders for over four years as a Certified Instructional 

Designer/Developer who incorporates both the well-respected learning models into her work. 
She holds a Bachelor of Arts degree from Auburn University. 

• She is an Accredited Financial Counselor through AFCPE and a Certified Instructional 
Designer/Developer through Langevin Learning Services.  

• She created the Navy’s Personal Financial Management curriculum to support and also produced 
and facilitated “Youth Saves” financial programming for school age children in conjunction with 
the Navy’s Military Saves Campaign.  

• Ms. Daves also spearheads Zeiders internal training for PFC providers through the delivery of 
web-based training that is approved by the AFPCE for continuing education credits.  

• Ms. Daves has also presented reintegration and homecoming training at sea onboard USS 
Kearsarge and USS Roosevelt in as part of the a Navy Return and Reunion Team.  

1.2.4.2.5 Training Specialist – Ms. Catherine Grainger (Bowen) 
• Ms. Grainger has more than nine years of professional experience supporting military human 

services programs and projects. She holds a Bachelors of Arts degree from the Florida Institute 
of Technology.  

• Her projects include: the DoD Exceptional Family Member Program; U.S. Marine Corps Suicide 
Prevention Program; SOCOM Care Coalition Mentor Training Program; U.S. Marine Corps 
Semper Fit Program; Marine Corps Family Team Building (MCFTB); and Lifestyles, Insights, 
Networking, Knowledge, and Skills (L.I.N.K.S.).  

• In her support role to L.I.N.K.S., Ms. Grainger served as a mentor and trainer, developing and 
facilitating team-building activities, train-the-trainer events, and educational events to include the 
Pay Day curriculum on military pay, entitlements, and personal financial responsibility.  

• Ms. Grainger served as the lead curriculum developer for the U.S. Marine Corps curriculum of 
“Are You Listening,” which focuses on behavioral health, identifying stressors and evaluating 
how stressors affect individuals. She has developed course curriculum on mentor coaching and 
communications skills for the United States Special Operations Command’s Care Coalition to 
include case scenarios, vignettes, and professional slides.  

1.2.4.2.6 Training Specialist – Ms. Melissa Madden (Bowen) 
• Ms. Madden has a strong background in adult learning with extensive knowledge of androgogy, 

pedagogy, curriculum development and instructional design. She holds a MBA from Columbia 
Southern University and a Bachelor of Education degree from the University of Calgary.  

• Augmenting her academic background is her technical expertise in state-of-the-art computer 
based learning development tools to include Articulate Studio Suite, Trivantis Lectora, Adobe 
Captivate, Dreamweaver, Photoshop, Acrobat, Flash, Fireworks, and a variety of Learning 
Management Systems such as BlackBoard, WEbCT, and Desire to Learn (D2L).   

• In her current role as an Instructional Systems Designer for The Bowen Group, Ms. Madden 
supports adult learning and training initiatives specifically focused on the military community to 
include service members, family members, professional service providers, and military leaders. 
Ms. Madden has education and training experience in areas connected to the military community 
to include Family and Unit Readiness, Deployment and Reintegration, Red Cross, Personal 
Financial Management, and Suicide Prevention and Intervention.   
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• As a military spouse, she has in-depth understanding of the military culture, to include all areas 
associated with military pay and benefits to include Housing, Tricare, Leave and Earnings 
Statement, combat/separation pay, Thrift Savings Plan, deployment, relocation, and spouse 
employment.  

1.2.4.2.7 IT Specialist – Ms. Jessica Swansby (VASI) 
• Ms. Jessica Swansby is a systems administrator with 11 years of experience in third-party 

application management, network integration, system security, and remote user support.   
• Ms. Swansby is a Microsoft Certified Professional and she holds numerous additional technical 

Microsoft certifications, including Managing a Virtual Environment and several related to 
Exchange Server implementation and management. She also holds an IT certification from 
Northern Virginia Community College.  

• She has extensive experience in the management of database applications.  Ms. Swansby is 
currently VASI’s lead systems administrator for Zeiders where she provides IT project planning, 
system implementation and system management for both Zeiders’ headquarters and remote staff. 
Her familiarity with the MFLC PIMS and extensive experience working with complex third-
party hosted-solution applications provides a technical advantage in application management. 

 
1.2.4.2.8 Travel Management/Administrative Specialist – Ms. Sarah Romero (Zeiders) 

• Ms. Sarah Romero has been employed by Zeiders for nearly 11 years.  For the past five years, 
she has served as travel coordinator for the Zeiders’ largest Navy staffing contract.  

• She uses Zeiders’ Egencia system and collaborates with employees, managers, and the COTR on 
all issues related to long distance travel. Ms. Romero is also responsible for the quality assurance 
on all travel requests.  

1.2.5 Support Personnel and Representative Talent 
Zeiders has effectively recruited, hired, trained, and retained financial counselors and subject matter 
expert professionals for over 25 years. Our pragmatic understanding of the PFC program is one of the 
fundamental reasons we are able to recruit and retain professionals who are well-suited to perform the 
performance requirements of this contract. In addition to our corporate leaders, contract key personnel, 
and non-key personnel, Zeiders has many other well-qualified professional staff members who are 
available to provide technical insights, thought leadership and reach back support regarding military 
PFC services as demonstrated in the table below. 
 

Table 9 - Zeiders Team Support Personnel and Representative Talent 

Representative Talent 
Ms. Suzanne Tofalo has worked at Zeiders for over 12 years and has 17 years of experience in adult education with a 
specialty in Personal Financial Management topics. Ms. Tofalo has served as a Financial Education Specialist and been 
on the staff of the Navy-Marine Corps Relief Society as a Budget Counselor. She has served as the senior instructional 
designer and/or project manager for Zeiders teams on Personal Financial Management Standardized Curriculum and the 
Command Financial Specialist Training course. Ms. Tofalo was a lead trainer on the Command Financial Specialist 
Mobile Training Team for four years. She is an ASTD-certified Learning Professional and has held the Certified 
Financial Planner license, as well as the AFC designation. 
Ms. Deborah Lane has been with Zeiders for four years and has 12 years experience as a facilitator and program 
designer in adult learning environments. Her experience includes operational leadership and professional development 
for educators and other staff. Ms. Lane is a certified Command Financial Specialist (CFS) instructor for the Navy and 
worked in San Diego as a Personal Financial Management Program Supervisor. Ms. Lane has a B.S. in Information 
Systems Management. 
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Representative Talent 
Ms. Victoria Hafley is a skilled trainer, military spouse, and has a background in adult learning theory. She has served 
as a content developer and subject matter expert for Zeiders’ USMC Personal Financial Management Program 
curriculum development project.  She has also performed a similar role for the Navy’s PFM standardized curriculum 
projects of updates and revisions from 2003 to 2010. She has a BA degree in Management with an emphasis in Finance, 
University of Northern Iowa. Ms. Hafley is a member of American Society of Training and Development and the 
Association for Financial Counseling, Planning and Education. 
Ms. Noelle Willett is an Instructional Systems Designer (ISD) with Zeiders. She has served as the e-Learning ISD for 
the California National Guard (CANG) military family assistance program contract and the Marine Corps Personal 
Financial Management Curriculum Development contract. Her work as project lead for the Marine Corps PFM 
curriculum design is the development of 26 modules that include a train-the-trainer and student instructor guide. As part 
of the CANG project team, she developed two training modules now offered on the Zeiders Learning Management 
System (LMS) - Guard 101 and Crisis Management.  Ms. Willett has experience in all phases of the development of 
technical and soft skills training including analysis, design, development, implementation, and evaluation. She is highly 
skilled in the design of various types of learning courseware products for instructors and students. She holds a Masters 
of Education degree in Instructional Design and Technology, a BBA from The College of William and Mary, and a 
Graduate Certificate in Multimedia Development from George Mason University.  

1.2.6 Professional Compensation Plan  
Zeiders’ ability to provide quality service is based on our capability to attract and retain qualified staff.  
Our total professional compensation package attracts highly qualified, committed and passionate 
employees who align with our company’s Core Values and are both motivated and excited by a sense of 
service to others and to our nation. Appendix D contains our Professional Compensation Plan in 
accordance with FAR 52.222-46 as referenced in Section M in the solicitation. 
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Recent studies and formal reports have confirmed the need for and impact of effective PFM in the 
Military Departments and Department of Defense (DoD). Two notable reports emphasize the need to 
improve the financial health of military members and their families and to move towards a results-based 
or effects-based outcome approach to military PFM programs. These concerns are highlighted in: 

3.0  Subfactor III: Quality Assurance and Control. (PWS 7.2, 7.3, 7.4, 7.5) 

• The 2nd Quadrennial Quality of Life Review, January 2009 which provided a vision to empower 
our service members with the tools and information they need to develop individual strategies to 
address their financial challenges, meet their financial goals, and place them on the path to 
financial freedom.  This DoD report affirmed “Financial readiness equates to mission readiness, 
and when the financial needs of the Service Member and his or her family are met, both the 
family’s overall readiness and the mission itself will most certainly be supported.” 

• The April, 2005, GAO-05-348 report, More DoD Actions Needed to Address Servicemembers’ 
Personal Financial Management Issues, which yielded four recommendations including the need 
to develop and implement, in conjunction with the services, a DoD-wide oversight framework 
with a results-oriented evaluation plan for the PFM programs and formalize DoD’s oversight role 
by including evaluation and reporting requirements in the PFM instruction. 

The Zeiders Team approach to quality program management and delivery has its roots in several 
methods that achieve, support and improve quality. These methods include quality assurance (QA), 
quality control (QC), and continuous quality improvement (CQI). The foundation to our quality methods 
is a long standing strong commitment to quality, an analytical approach to metrics and measures, and the 
Zeiders Core Value of continuous improvement. 

3.1 Quality Assurance and Control Subsection (PWS 7.2) 
To achieve our quality goal, we will do the following: 

  
 
   
  

 
Our Quality Control Plan (QCP) is designed to specify and delineate the protocols that will ensure that 
PFC services are performed in accordance with PWS requirements. Our QCP provides the framework to 
monitor quality benchmarks set forth in the PWS and also ensure that PFC services delivered under this 
contract adhere to the financial education and counseling industry’s best practices. The QCP reflects our 
understanding of the PWS requirements and all of the instructions, directives, and quality standards that 
support the overall goals of the MFLC program. We developed this QCP to reflect our understanding of: 

• MC&FP Mission, Vision, and Guiding Principles; 
• MFLC PFC Performance Work Statement requirements; 
• Military Department standards and requirements for PFC services; 
• PFC certification requirements per the MFLC PWS;  
• Zeiders’ personnel, leadership and quality policies; and  
• Standards of professional conduct for associated counseling professions including: 

o The Association for Financial Counseling and Planning Education (AFCPE) Ethical 
Requirements 

o Certified Financial Planner (CFP) Standards of Professional Conduct 
o Financial Planning Association (FPA) Standards of Conduct 

(
b
) 
(
4
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• Monthly Utilization Report (MUR): Our MUR will cover all relevant PFC program areas and 
include an executive summary.  

o Our Ongoing Rotational report section will include utilization reported by installation 
along with a per day average of PFC contacts for each installation per month. We will 
also include the number of face-to-face counseling sessions provided, number of 
attendees at face-to-face counseling sessions, number of briefings and presentations 
provided, number of attendees at briefings and presentations. MFLCs embedded within 
the Army Brigades, supporting Special Operations, Child Development Centers, and 
schools will be identifiable.  

o Our Non-rotational full time (JFSAP) report section will include PFC utilization reported 
by state along with a per day average per month. Numbers of face-to face counseling 
sessions provided, number of attendees at face-to-face counseling sessions, number of 
briefings and presentations provided, number of attendees at briefings and presentations 
will be provided in the report. We will also include the number of on-demand events 
supported by JFSAP PFC providers. 

o The Short Term On-Demand report section will include locations and number of on 
demand events and number of PFC providers deployed. Utilization levels will also be 
reported for each event for each PFC.  

o Our Short Term Surge report section will include Brigade supported, utilization with a 
per day average of PFC contacts for each surge.  

o Our Short Term Summer Program support section will include the number of camps 
supported, number of children supported, and the number of PFC providers supporting 
camps.  

 
The Zeiders Team MUR will contain demographics of client utilization, e.g., military service and duty 
status and rank, family member’s status (spouse, child or other legal dependent), geographic location 
and type of service delivery (individual, group, meeting, presentation). We will be prepared to provide 
applicable reports to the respective Services Headquarters, NGB and Reserve Affairs POC, and OSD as 
directed by MC&FP. For these reports, will ensure that each report contains: 

• Primary reason for counseling support; 
• The number of referrals for counseling to include type, status of recipient (i.e., active-duty, 

family member, Guard, Reserve, etc.); 
• The number of service members and their family members seen for the first time for financial 

counseling; 
• The number of service members and their family members seen for financial counseling follow-

up sessions; and 
• The total number of financial counseling sessions provided. 

 

3.3.3 Monthly Contract Financial Status Report 
Our monthly contract Financial Status Report (FSR) will reflect all activities, staffing, and travel that 
occur each month. The FSR will indicate the individual PFC, location and hours worked, for the 
respective month. We will itemize the report similarly to the categories and reporting criteria of the 
MUR. Our FSR format and content will comply with PWS Section 7.4.  
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Team Member Additions 
Prior to any participation in the Zeiders MFLC Team, any proposed new subcontractor will 
undergo a COI review. The subcontractor will identify any actual or potential issues so that a 
mitigation strategy can be devised and approved, or certify that no COI issues exist.  
 
Corporate Acquisitions or Sales 
Subcontract Team members are required to notify Zeiders of any potential merger or acquisition 
within three business days after a public information release is made by the team member’s 
corporate office. If Zeiders becomes aware of a potential merger or acquisition that could affect 
the composition and COI status of the Zeiders Team, we will meet with the affected 
subcontractor, analyze the potential for conflicts of interest, and present our findings to the 
Government along with recommended actions. Zeiders will provide that information to MC&FP 
within five business days of notification.  
 
Performance Measurement 
Measurement against performance standards will occur during the annual audit which measures 
the highest performance as (1) an absence of any actual COIs that have affected the Zeiders 
Team’s independence and judgment or that have given the Zeiders Team any unfair advantage, 
or that have negatively impacted the interests of the Government; and (2) the early identification 
of potential COIs and development of adequate mitigation plans to prevent potential COIs from 
becoming actual COIs.  
 
MFLC PFC Contract COI Disclosure 
After a detailed review of all known information on all current and past (within the past three 
years) Zeiders Team organizational COI’s, we have determined that there are no conflicts of 
interest reasonably related to nor are there any that could interfere or inhibit Zeiders’ or a 
subcontractor’s performance of the work described in the PWS.  
 
Avoiding and Mitigating OCI 
There are a number of ways that Zeiders will avoid and mitigate OCIs: 
  

• Firewalls: To prevent any unfair competitive advantage or biased judgment, any Zeiders 
Team employees assigned to tasks with exposure to Protected Information will be 
"firewalled,” i.e. they will not be permitted to participate in competitive proposal 
activities related to such Protected Information or to share Protected Information with 
anybody outside of the firewall. The separation of staff through the use of firewalls will 
include organizational, physical, and electronic separation. 
 

• Organizational Separation: The Zeiders MFLC contract is aligned with our Federal 
Contracts Division. When further organizational separation is necessary for a specific 
TOs or group of TOs, Zeiders will align such Task Orders organizationally with another 
Director of the company who does not otherwise engage in MC&FP or related work to 
ensure the entire team is organizationally firewalled from the rest of the company.  
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• The cognizant Director and staff participating in TOs that require access to Protected 
Information will be prohibited from participating in any proposal activity related to 
competitive procurements resulting from such TO. Such is the case with any current 
or contingent Zeiders employee who was previously employed by the incumbent of 
this solicitation. 

• All Zeiders Team subcontractors will be required to demonstrate an organizational 
alignment for MC&FP related staff that is separated from the rest of the company in 
terms of administrative management and task management.  When necessary, team 
members will also be required to re-align organizationally when necessary to sustain 
organizational separation as a condition of continuing work.  

 
• Physical Separation: Staff who have access to Protected Information, or who are 

involved in tasks which may present an actual or perceived COI, may be physically 
separated from the rest of Zeiders and the subcontractor firms to avoid or mitigate risk, if 
appropriate.  
• At Government facilities, the Zeiders MFLC Program Director and subcontractor 

managers will work with the Government CO or other appropriate government 
representative to ensure that staff with access to Protected Information or staff 
working on tasks which may present an actual or perceived COI will be physically 
separated from the rest of the Zeiders Team. Appropriate controls will ensure that the 
rest of the Zeiders Team and subcontractor firms do not have access to the 
workspace.  

• At Zeiders Team facility locations, the Director, Federal Contracts will ensure that 
staff with access to Protected Information or staff working on tasks which may 
present an actual or perceived COI will be physically separated from the rest of the 
Zeiders Team. Appropriate controls will ensure that the rest of the Zeiders Team does 
not have access to the workspace.  

• Subcontractor managers shall also ensure that staff with access to Protected 
Information or staff working on tasks which may present an actual or perceived COI 
are physically separated from the rest of the firms’ staff with access controls to ensure 
other firm members do not have access to the workspace.  

 
• Electronic Firewalls - Data Separation and Protection: When program support work 

will be performed at Government facilities, the Zeiders Team, including subcontractors, 
will use the information and document control procedures instituted by the Government. 
When program support work is performed at a Zeiders Team facility, the following 
procedures will be used: 
• Access to and use of Protected Information shall be limited to authorized personnel 

on a need-to-know basis. Before the actual exchange of Protected Information, the 
transmitting individual shall verify that the receiving individual has the proper 
authorization for the material including a signed NDA/OCI certification for the 
relevant delivery order and a need-to-know.  

• Any transfer or discussion of Protected Information with anyone outside the Zeiders 
Team, outside the Government, or without prior authorization from the Government 
Program Manager is specifically prohibited.  
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 The Zeiders Team will use electronic data permissions to limit Protected Information 
access and migration.  

• When program support work will be performed at Zeiders Team facilities, Protected 
Information will be hosted on partitioned servers that prohibit unauthorized access to 
the information through the use of access control lists and security/privacy 
restrictions.  

 
Document Control, Markings, and Destruction 
All documents containing Protected Information will be physically and electronically segregated 
behind firewalls to prevent anyone who is not also segregated behind a firewall from accessing 
those documents. For Zeiders Team generated documents, the cognizant staff member shall 
securely fasten a cover page to the Protected Information that clearly identifies the contents as 
such, using descriptions including, but not limited to, “Contractor X Proprietary,” “Source-
Selection Sensitive,” “For Official Use Only,” etc., as appropriate. The appropriate proprietary 
marking shall also appear on each page of the document. Protected Information received from 
the Government or other external sources shall be reviewed for proper markings. In those cases 
where improper or inadequate markings appear, the Zeiders Team shall follow the same 
procedures as those for the Zeiders generated documents. The Zeiders Program Director shall be 
responsible for determining the adequacy of the markings. Corporate Protected Information that 
is no longer needed will be returned to the originating contractor or destroyed in accordance with 
the applicable subcontract agreements. Government Protected Information destruction will be 
carried out using Government standards appropriate to the type of material.  
 
Safekeeping 
Hardcopy Protected Information will not be left unattended during the workday and shall be kept 
out of sight of visitors or employees who have no need-to-know and/or are not authorized access 
to the information. Protected Information documents shall be stored only in the approved 
contract work areas or at a Government facility or other sites as directed by the Government.  

(
b
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Appendix C1: Non-Key Resumes 

 

Provider Network Manager, Zeiders Enterprises, Inc. 
Andrea Wren, AFC 

• Over 15 years of management experience  
Experience 

• Accredited Financial Counselor and Military Spouse Fellow  
• 3  years as Coordinator, Military Spouse Financial Counselor Program, MFLC Program  
• 2 years supervising Financial Counselors for the Summer Youth Financial Education Program 
• Developed and co-facilitated financial education training 

Ms. Wrenn has over 15 years experience in financial education, management, and counseling.  
 
As the previous Financial Counselor Program Coordinator for the MFLC contract, she was responsible for the scheduling of 
assignments, educational training and supervision of all Financial Counselors.  In addition, she assessed the program’s 
effectiveness and identified ways to improve overall objectives. She was responsible for monthly reporting and ensuring the 
implementation and maintenance of the program. Her skill set includes in-depth knowledge of Military Spouse Financial 
Counseling, financial program management and counseling for active duty military and civilians.  
 
As a Financial Readiness Fellow, Ms. Wrenn was involved in the development of first term enlisted financial training 
programs, such as Transition Assistance Program, Relinquishing and Eliminating Debt, and Bundles for Babies. After many 
of her classes, she received numerous requests to meet with the military members individually for financial counseling.   
 
Ms. Wrenn is an active member of the AFCPE as a committee judge for the member awards recognition program.  Her 
coordination of recruitment of financial counselors to judge Military Spouse Fellowship applications resulted in a personally 
awarded fellowship.  
 
She is actively involved with the military community and has supported over 300 military families during deployments by 
offering counseling on family readiness issues, including emotional, quality of life, money management and other domestic 
issues. 

Employment Summary 
2008-2010: Coordinator, Financial Counselor Program, MHN 
2007-2008: Financial Readiness Fellow, Association for Financial Counseling Planning and Education (AFCPE) 
1994-2007:  Owner Operator, Aerials Etc. Gymnastics 

Education 
MA, Human Services: Marriage and Family Therapy, Liberty University, Lynchburg, VA 
BA, Education, University of Northern Iowa, Cedar Falls, IA 

Certification 
Accredited Financial Counselor, AFCPE 
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Operations Manager, Zeiders Enterprises, Inc. 
Amber Chamberlain, LPC 

• Over 20 years experience providing or managing counseling services and military quality of life programs to 
include non-medical counseling, psycho-educational presentations and curriculum development. 

Experience 

• Leadership and staff management for a widely distributed workforce 
• Contract/subcontract management experience and Licensed Professional Counselor 
• Joint Family Support Assistance Program (JFSAP) management and delivery experience  

Ms. Chamberlain, a Zeiders Contract Manager and Licensed Professional Counselor (LPC), currently develops curriculum for 
a Marine Corps Headquarters training program in support of quality of life programming in support of Marines and families 
worldwide.  She has more than 20 years of experience working with military service members and their families.   
 
She previously managed our California National Guard (CANG) Family Assistance Center contract where she integrated 
Zeiders services with a number of other programs and contract teams, such as JFSAP, Yellow Ribbon Programs. For the 
CANG, she managed staff supporting the Family Assistance Network (FAN) and Child and Youth Program (CYP) teams. 
She provided work scope and personnel management, as well as subject matter expertise. She developed a training module 
now offered on the Zeiders Learning Management System (LMS) identifying best practices when handling escalated family 
situations to include financial crisis, mental health emergencies, and homelessness.   
 
With her previous employer, Ms Chamberlain participated in the launch of the JFSAP nation-wide. She coordinated and 
interfaced with National Guard leaders, military members and their families in providing access to high quality psycho-
educational counseling and training to address numerous life skills issues in support of military member and family 
resilience. Ms. Chamberlain provided routine team training opportunities to improve service methodologies, needs 
assessment capabilities and military and civilian referral resource identification.  
 
She also developed content for a previous employer which was published on the Military OneSource (MOS) website for use 
by military families to assist in their understanding of key issues related to military member behavioral health concerns such 
as Suicide Prevention and Combat Stress. In her capacity as Provider Network Manager for Military OneSource, she 
advocated and pioneered the effort to increase the network’s knowledge of military member concerns via a monthly 
newsletter in which she authored articles referencing current care needs and supportive interventions as they emerged in the 
field. Articles included deployment cycle sensitization, military culture specific issues such as the effects of frequent moves 
on families, effects of multiple deployments on marriages and the special needs of extended family caregivers who are caring 
for children during a parent’s deployment.  In this capacity she often coached seasoned providers one on one as to how best to 
conduct their work for the military community.  

Employment Summary 
2009- Present: Contract Manager, Zeiders Enterprises, Inc.  
 2007-2009: Clinical Supervisor, Joint Family Support Assistance Program, MHN                
2006-2007: Provider Network Manager, Military OneSource, Ceridian  
2002-2005: Director & Program Manager- High Risk Clinical Case Management, United Behavioral Health 
2001-2002: Clinical Care Manager - Utilization Management and High Risk Case Management,  Pacificare 
1991-2002: Community Counseling Provider. Licensed in Virginia, Pennsylvania, Georgia and Colorado 

Education 
MEd, Community Counseling, University of Georgia, Athens, GA  
BS, Psychology, University of Mary Washington, Fredericksburg, VA 

License 
Licensed Professional Counselor (LPC) 
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Training Specialist, Zeiders Enterprises, Inc. 
Michele Daves, AFC 

• Certified learning and development professional and Accredited Financial Counselor 
Experience 

• Extensive professional and personal military Quality of Life experience 
• Expert developer for military Personal Financial Management courses and Community of Practice facilitator  

Ms. Daves has worked for Zeiders for over four years.  Ms. Daves serves as a Certified Instructional Designer/Developer who 
incorporates industry models, such as the ADDIE and Kirkpatrick’s evaluation model, into her work.  
 
She created the Navy’s Personal Financial Management curriculum to support the OPNAVINST requirements. She has also 
produced and facilitated “Youth Saves” financial programming for school age children in conjunction with the CNIC Military 
Saves Campaign. For the 2010 Navy breakout session at the annual AFCPE Conference, she was a featured presenter and 
facilitator.  
 
Ms. Daves also spearheads Zeiders internal training for PFM staff through the delivery of web-based training that is approved 
by the AFCPE for continuing education credits. She also facilitates several Communities of Practice which serve as peer 
networking and best practice sharing venue.  
 
Ms. Daves has also presented reintegration and homecoming training at sea on board USS Kearsarge in 2008 and USS 
Roosevelt in April 2009 as part of the FFSC Return and Reunion Team. She previously supported the Navy-Marine Corps 
Relief Society.  

Employment Summary 
2006-Present: Learning Specialist, Mass Care Coordinator, Educator PFM, Programs Specialist Deployment, Zeiders 
2003-2006:  Relief Service Assistant, Chairman of Volunteers, Instructor and Program Navy-Marine Corps Relief Society 
2005: Accounting Technician, Defense Finance and Accounting Service, Norfolk, VA 
2001-2005:  Assistant Director/Bookkeeper, Computer Program Instructor, Old Donation Episcopal Day School, Virginia 
Beach, VA 

Education 
BS, History (with a minor in Education), Auburn University, Auburn, Alabama 

Certification 
Accredited Financial Counselor (AFC), AFCPE 
Certified Instructional Designer/Developer, Langevin Learning Services  
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Training Specialist, The Bowen Group 
Catherine Grainger 

• Deep training content development and organizational and interpersonal communication experience 
Experience 

• Work experience in military family quality of life programs at the installation, service headquarters, and 
MC&FP  

• Subject Matter Expert in family readiness and resiliency  
As a Communications Specialist and Technical Writer for The Bowen Group, Ms. Grainger currently develops content and 
provides full editorial support for MC&FP’s Office of Special Needs, Exceptional Family Member Program. She ensures 
deliverables are substantively and grammatically correct, cross-referenced, and proofread to the customer’s satisfaction; and 
monitors the special needs content for the MilitaryHOMEFRONT Website.  
 
She has developed course curriculum on mentor coaching and communications skills for the United States Special Operations 
Command’s Care Coalition to include case scenarios, vignettes, and professional slides. Ms. Grainger has over nine years of 
experience supporting Marine Corps Family Team Building (MCFTB) and other quality of life programs in training content 
development and delivery and strategic communications. She has actively volunteered with the Lifestyles, Insights, 
Networking, Knowledge, and Skills (L.I.N.K.S.) program since 2002, and has also volunteered in the Family Readiness 
Program for three years. She currently represents the L.I.N.K.S. program at the Commander’s Course and is the Mentor 
Trainer for Quantico L.I.N.K.S. Ms. Grainger also served as the primary advisor to both the battalion and company 
commanders for all family readiness issues while in garrison, during one 8-month combat deployment, and during one 13-
month extended 31st MEU deployment.  
 
Previously in her career, Ms. Grainger supported executive management, military leadership, and government contractors in a 
variety of settings. She provided support for hospital nursing supervisors, special education teachers, the Marine Corps 
Suicide Prevention Program at Headquarters Marine Corps, the Government Relations and Legislative Directors at The 
American Thoracic Society, and the Marine and Family Services Program at Henderson Hall Marine Corps Base. Ms. 
Grainger also provided graphic design, content development, and editorial support for magazines, manuals, and reports for 
the Marine Corps Operational Test & Evaluation Activity while with BAE Systems.  

Employment Summary 
2010–Present: Communication Specialist, The Bowen Group, Stafford, VA 
2002–Present: L.I.N.K.S. Mentor Trainer/Family Readiness Volunteer, MCFTB, Quantico, VA 
2009–2010: Technical Editor, BAE Systems, Stafford, VA 
2007–2009: Supervisor and Call Coordinator, Vendtegrity, San Juan Capistrano, CA 
2006–2007: Special Education Assistant, Capistrano School District, San Clemente, CA 
2004–2005: Suicide Prevention Program Assistant, Manpower and Reserve Affairs, HQMC, USMC 
2002–2004:  Government Relations Assistant, American Thoracic Society, Washington, DC 
2001–2002:  Administrative Coordinator, Marine and Family Services, Henderson Hall, Management Assistance Corp 

Education 
BA, Communications, University of Maryland 
Graduate Course in Program Management, Florida Institute of Technology 
Graduate Course in Leadership Theory & Effective Management, Florida Institute of Technology 
Acquisition 101, Defense Acquisition University 
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Training Specialist, The Bowen Group 
Melissa Madden 

• Deep functional and technical Instructional Systems and Curriculum Design expertise 
Experience 

• Extensive professional and personal military Quality of Life knowledge 
• Seasoned Trainer in Personal Financial Management courses 
• Expert eLearning courseware designer and developer 

Ms. Madden is a dynamic team member and seasoned professional supporting The Bowen Group’s Learning and 
Development Division. In her current role as an Instructional Systems Designer for The Bowen Group, Ms. Madden supports 
adult learning and training initiatives specifically focused on the military community to include service members, family 
members, professional service providers, and military leaders.   
 
Ms. Madden has a strong background in adult learning with extensive knowledge of androgogy, pedagogy, curriculum 
development and instructional design. Augmenting her academic background is her technical expertise in state-of-the-art 
computer based learning development tools to include Articulate Studio Suite, Trivantis Lectora, Adobe Captivate, 
Dreamweaver, Photoshop, Acrobat, Flash, Fireworks, and a variety of Learning Management Systems such as BlackBoard, 
WEbCT, and Desire to Learn (D2L).   
 
Ms. Madden has education and training experience in areas connected to the military community to include Personal 
Financial Management, Family and Unit Readiness, Deployment and Reintegration, Red Cross, and Suicide Prevention and 
Intervention.  As a military spouse, she has in-depth understanding of the military culture, to include all areas associated with 
military pay and benefits to include Housing, Tricare, Leave and Earnings Statement, combat/separation pay, Thrift Savings 
Plan, deployment, relocation, and spouse employment.  

In partnership with the prime contractor Zeiders Enterprises, Ms. Madden has provided her talent and expertise as an 
Instructional Systems Designer to a full suite of curriculum supporting the U.S. Marine Corps Marine Corps Family Team 
Building Program to include Readiness and Deployment Support Training, Family Readiness Support Training, LINKS 
(Lifestyle, Insights, Networking, Knowledge and Skills) training, and Lifestyle Workshops, a suite of wellness workshops 
designed to train military members and their families in areas related to resilience and self-sufficiency.   

Employment Summary 
2010 - Present: Instructional Systems and Curriculum Designer, The Bowen Group,  Stafford, VA                             
2005 – Present: Red Cross Instructor (multiple locations) 
2009 - 2010: Instructional Systems Designer, Distant Learning, Columbia Southern University 
2005 - 2007: Learning Instructor and Curriculum Designer, CBe-Learn (web-based learning environment) 
2004 – 2008: Instructional Designer and Workforce Coordinator, Alternative High School 

Education 
MBA, Columbia Southern University  
Graduate Coursework, Educational Technology, University of Calgary 
BEd, Secondary English, University of Calgary 

Certification 
Florida Teaching Certificate 
America Red Cross, CPR and AED Instructor 
Alberta Learning Permanent Teaching Certificate     
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Information Technology (IT) Specialist, Virginia Systems, Inc.  
Jessica Swansby 

• Over 10 years in network operations experience 
Experience 

• Certified Microsoft Professional 
Jessica Swansby will serve as the IT Specialist for this contract.  Ms. Swansby has been with Virginia Systems, Inc. (VASI) 
for over five years and has over 10 years of Network and System Administration experience.  As a Senior Engineer and 
Service Manager for VASI she has been responsible for managing Zeiders network operations, including installation, 
configuration, security, and management of network and backup systems. She has also supported the desktop configuration 
and support for all Zeiders’ corporate and remote employees.  Ms. Swansby supervises all on-site technicians with an 
emphasis on quality and technical assurance.   

Employment Summary 
August 2005-Current:  Senior Engineer/Service Manager, Virginia Systems, Inc., Manassas, VA 
May 2005 – July 2005:  Help Desk Specialist, REI Systems, Inc., Annandale, VA   
September 2000 – April 2005:  Independent IT Contractor 

Education 
ICTS, Northern Virginia Community College, Alexandria and Manassas, VA 

Certifications 
Comptia: A+ and Net+  
Microsoft Certified Professional  
Microsoft Managing a Virtual Environment 
Exploring Microsoft System Central Virtual Machine Management 2008 
Hyper-V in Windows Server 2008 
Installing the MS Exchange Server 2007 Messaging System 
Planning the Implementation of Messaging Security and Compliance in Exchange  Server 2007 
Planning for MS Exchange Server 2007 Maintenance 
Planning for MS Exchange Server 2007 Implementation 
Supporting MS Windows 2000 Professional and Server 
MS Windows 2000 Network and Operating System Essentials 
Designing a MS Windows 2000 Directory Services Infrastructure 
Designing a MS Windows 2000 Upgrade Strategy 
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Travel Management/Admin Specialist, Zeiders Enterprises, Inc. 
Sarah Romero 

• Travel Coordinator for Zeiders largest staffing contract  
Experience 

• Almost 11 years of professional administrative experience across a wide variety of functional and technical 
disciplines 

Ms. Sarah Romero has been employed by Zeiders for nearly 11 years.  For the past five years, she has served as Travel 
Coordinator for the Zeiders’ largest Navy staffing contract where she supports the management of over $800k in travel costs 
through the company’s Egencia travel management system. She collaborates with employees, managers, and the 
Government’s COR on all issues related to long distance travel including quality assurance on all travel requests. Ms. 
Romero has held other administrative support positions in the company, including within the Human Resources Department. 
Previously, she was employed in a variety of administrative support positions overseas. 

Employment Summary 
2000-Present: Administrative Support Specialist, Zeiders 
1995-2000: Human Resources Assistant, Westminster at Lake Ridge, Lake Ridge, VA 
1989-1994: Senior Secretary, Cambridge Health Authority,  Cambridge, England 
1988-1989: Legal Secretary, Blue Arrow Temping Agencies, Cambridge, England 
1986-1988: Legal Secretary, Cambridge Health Authority, Cambridge, England 

Education 
Anglia Polytechnic University, Secretarial Studies 
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The purpose of this Professional Compensation Plan is to provide Zeiders Enterprises (Inc.) 
policies and procedures regarding our human resources compensation practices. This Plan is 
current and was updated in December 2011.  

Appendix D: Professional Compensation Plan 

Zeiders’ corporate culture respects our employees.  We act collegially and fairly, valuing our 
employees and treating them with respect and fairness.  Our compensation philosophy is based 
on a total compensation strategy, meaning that compensation is based on both base pay and 
benefits.  Zeiders has successfully recruited, trained, staffed, and retained highly competent staff 
for our current clients for over 25 years. We are familiar with staffing Personal Financial 
Counselor (PFC) positions, and are also familiar with staffing on-demand and on-call rotational 
positions through our years of work with victim advocacy, sexual assault, and other non-clinical 
counseling positions. Our success in providing uninterrupted, high quality work is directly 
related to our professional compensation plan.  Zeiders offers its employees competitive salaries 
and benefits based on their position and in recognition of their contribution to our customer 
satisfaction.   

To retain our experienced staff, Zeiders provides exceptional career growth opportunities; flex 
time, strong in house learning and other tangible (and intangible) benefits to ensure a supportive, 
enjoyable workplace.  The results of our efforts are a long-term workforce and employees who 
consistently exceed customer expectations. Zeiders demonstrates its commitment to retaining a 
stable workforce through market-rate increases and providing incentives such as annual salary 
increases to promote retention.  Our comprehensive employment packages and integrated talent 
management program include extensive training, education and opportunities for growth. 

Zeiders staffing plans encompass features and benefits to attract and retain qualified personnel, 
even in an unpredictable labor market.  Industry-competitive salaries and fringe benefits are all 
key features of the plan.  Zeiders is an Equal Opportunity and an Affirmative Action employer.  
We do not discriminate against qualified applicants or employees because of race, color, religion, 
national origin, sex, age, disability, sexual orientation, or veteran status.  Zeiders provides 
equitable compensation, career development, and advancement opportunities for all employees 
in compliance with EEO and Affirmative Action goals. 

Zeiders is committed to these competitive elements and the other key features of our talent 
management approach, such as recognition and learning and development opportunities. Zeiders’ 
compensation package is composed of competitive salaries, comprehensive benefits, and a sound 
labor category structure. 

The Plan is organized in the following sections:  
1. Compensation Policies;  
2. Recruiting and Retaining the Best in the Industry; 
3. Hours and Pay;  
4. Fringe Benefits; 
5. Learning and Development Program; 
6. Awards and Incentive Programs; and  
7. Integrated Talent Management System 
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Our assigned corporate Human Resources (HR) Department professionals are all certified as 
Human Resources Professionals through the HR Certification Institute with designations such as 
Professional in Human Resources (PHR®) and Senior Professional in Human Resources 
(SPHR®). With their expertise, they continually evaluate compensation levels as they conduct 
recruiting activities and annual internal equity evaluation to ensure that Zeiders is competitive in 
the marketplace.  
 
1. Compensation Policies 
Zeiders corporate culture respects our employees.  We act collegially and fairly, valuing our 
employees and treating them with respect and fairness.  Zeiders offers its employees competitive 
salaries and benefits in recognition of their invaluable contribution to our customer satisfaction.  
Our compensation plan is based our actual experience over 25 years in the labor market in 
recruiting and retaining staff across our labor categories. We use supporting data, which includes 
recognized national and regional compensation surveys and studies of professional 
organizations, to analyze our total compensation structure. Industry surveys that we consult 
include similar sources outlined below. The salary survey data is intended to ensure that the 
company attracts and retains the brightest, most energetic, and experienced employees. 

• Job Descriptions. Job descriptions for each position are clearly defined and support the 
contract’s Performance Work Statement. Zeiders reviews and revises its job descriptions, 
as needed, to ensure that staff is classified (and paid) appropriately. We rely on our 
managers’ active participation to ensure that their employees’ positions and pay rates 
align to the appropriate salary structure and pay range for the position.  Managers have 
the ability to recommend promotions based on increasing staff skills and responsibilities.  
Managers are encouraged to share and discuss employee career progression 
opportunities, current position, progressive job descriptions, and applicable salary ranges. 

• Compensation Research. Salaries are studied by job responsibility, specific 
responsibility, availability and competition in the market, typical turnover in the industry 
as well as meeting the needs of the geographic location. Zeiders subscribes to a number 
of industry resources that are routinely used to benchmark our base salary and other 
compensation benefits. Our research is pulled from national, local, and Government data 
as well as studies by specific professions to stay up to date with market trends. 

Staff positions are reviewed systematically to match experience, education, and training 
requirements with industry market pricing to ensure our competitiveness. For example, 
currently there is a very high demand in the market for qualified PFC providers given the 
nation’s economic downturn and the personal financial challenges faced by our citizens, 
such as unemployment, home ownership, foreclosures, credit management, and personal 
bankruptcy. Accordingly, there are a number of Government and private sector programs 
that have been introduced to help those in need address their personal financial issues. 
This has created a high demand for PFC providers with a variety of credentials and 
experience. For this proposal, our Zeiders Team specifically reviewed the related market 
trends for PFC providers to ensure that our total compensation package was built to 
recruit and retain the best talent to meet the needs of our service members and their 
families. Similarly, other labor categories are evaluated each year as part of our internal 
and external equity evaluation. 
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Zeiders undertakes initiatives to ensure we have a competitive compensation plan.  Our 
initiatives include: 
o All jobs are market assessed to refine appropriate salary ranges; 
o Common job families and career progression structures are reviewed, and new 

structural elements are developed, as necessary; 
o National and local compensation surveys of professional, public, and private 

companies are used to confirm that our salary structure is sound and market 
competitive.  These surveys may include: Payscale services as well as those 
outlined below. 

o The industry compensation data to evaluate the MFLC PFC labor categories was 
derived from the following HR industry sources: 
• Association for Financial Planning, Counseling and Education (AFCPE)  
• Bureau of Labor Statistics (BLS) 
• GS Payscale  
• USA Jobs 
• Department of Veterans Affairs 
• Payscale.com  
• Salary.com 
• Simply Hired.com 
• Indeed.com 
• Career Buildersalary.com  

 
Table D-1 below provides the result of our industry research regarding the specific MFLC PFC 
labor categories and the salary ranges. 
 

Table D-1 – The Zeiders Team MFLC PFC General Labor Categories and Compensation Research Salary 
Ranges 

MFLC Labor Categories General National Industry 
Salary Range 

Program Director/Contract Manager 
Deputy Director/Quality Control Manager 
Business Operations Manager 
(Contracts Administrator/Subcontracts Manager/Financial Manager) 
Operations Managers 
Provider Network Manager 
Training Specialist 
Travel Management Specialist 
Personal Financial Counselors – Full Time 

 
• Salary Management Process. Salary-increase budgets and salary guidelines are 

established annually, allowing Zeiders to maintain a competitive posture consistent with 
the needs of our business.  Zeiders’ annual increase is based on satisfactory performance 
and is administered through a systematic process with the HR Department.  The increases 
have the ability to be adjusted based on market changes and for promotion.  

(b) (4)
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2. Recruiting and Retaining the Best in the Industry  
Zeiders has a successful and proven track record in attracting, hiring, and retaining staff. It is 
essential that all efforts be vigorously pursued in attracting the right candidates to meet increases 
in customer support needs. We also understand that continuity in staff is key to ensuring optimal 
support to our customers.  In addition to corporate capabilities and resources dedicated to hiring 
quality staff, we strongly encourage the referral of potential candidates by our current 
employees. As well, we adhere to a ‘promote from within’ practice in order to motivate our staff 
members in achieving their maximum potential. 

• Recruiting Processes Overview. As soon as a position that requires staffing outside the 
company is identified, our HR Department will implement a number of recruitment 
procedures. Once potential candidates are identified and screened through our HR 
Department’s recruiters, our managers participate in interviews of potentially qualified 
candidates to ensure their experience is commensurate with the degree of expertise and 
maturity required to support the client contract.  As we hire individuals we ensure we are 
hiring qualified individuals who will grow with the company and not be tied to a single 
contract opportunity. 
Our recruitment process ensures and guarantees the evolution of sound management 
decisions and actions. This process includes development of an accurate description of 
the customer’s requirement; quick source identification; an initial screen and background 
investigation of qualified candidates; technical and managerial interviews; qualification 
verification via reference checks and employer checking, and finally, offer and 
acceptance of the position.  Applicants are evaluated to their skills, experience, and 
educational requirements as well as to their ability to meet our customer’s specific needs.  

Specifically, the following processes are followed to ensure that staffing needs are met 
efficiently and appropriately: 

o Identification of Staffing Need:  Our managers work with corporate mission 
support personnel as appropriate to document the requirement for specific 
knowledge, skills and abilities according to our standardized framework for staff 
management, to include identification of job family skills.  

o Identification of Candidates through Internal Recruiting:  Zeiders’ Contract 
Manager works with our HR team members to identify available staff with 
appropriate qualifications and specific experience. Placement of our existing 
qualified staff with prior client support experience has the benefit of minimizing 
the learning curve regarding the customer’s business environment, information 
needs, and data management standards, policies, and procedures.  

o Identification of Candidates through External Recruiting:  If no qualified 
candidates are identified for possible assignment, the requirement will be 
forwarded to our HR Department to conduct external recruiting efforts to fill the 
project vacancy. We offer a proven and in-place external recruiting capability that 
will target identification of qualified candidates for consideration. Further, we 
strongly encourage the referral of potential candidates by our current staff, which 
is most knowledgeable as to what the needs are in terms of skills, knowledge, 
ability and attitude.  
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o Recruiting Under Short Lead Times:  Our ability to attract candidates when there 
are short lead times begins in our approach to recruitment—the ability to generate 
excitement about the company and its projects, the individual development plans, 
and the stability of the contracts they work on. We maintain a pipeline of pre-
qualified personnel. Our company has an excellent reputation in the marketplace 
and offers exceptional benefits, which afford us the ability to readily overcome 
recruitment challenges. Our methodology includes proactive identification of 
critical and hard to fill positions, addressed by these proven recruitment methods, 
subscribed recruiting sources, and by providing quality program leadership, which 
significantly reduces staff turnover.   

• Retention of Incumbent Employees. Paramount to any successful transition plan 
and continuity of support services is the willingness and ability of Zeiders to hire as 
many of the incumbent staff who currently support the client with the incumbent 
contractor.  As part of our process, Zeiders engages with incumbent staff, and with 
members of our HR Department and Executive Team.  Through this endeavor, we 
build relationships with incumbent staff and gain valuable information regarding their 
current compensation packages.  We interview the incumbent personnel and have 
approved incumbents sign Commitment Letters.  
Working with the clients immediately at the start of transition, we identify those 
incumbent staff that the client believes have provided superior support and offer the 
right-of-first-refusal for applicable positions on the contract.  If a case arises where 
there are more qualified incumbents than positions, we consider seniority as a major 
factor in determining who is selected for the position.   Once the recruitment process 
is complete, Zeiders re-examines and finalizes our staffing plan to include all 
qualified and approved incumbent personnel, as well as members of the Zeiders 
proposed team, where applicable.  We then execute a drafted staffing plan during the 
transition period allowing our personnel HR staff to work closely with the team to 
ensure that all positions are filled with the most qualified personnel in a timely 
manner. 

We initiate a proactive effort to attract incumbent personnel, supporting our 
continuity of operations commitment.  Zeiders endeavors to make each of the 
incumbents “whole” – in other words, there are no negative impacts on fringe benefits 
or financial impact to the incumbent personnel that serve our clients today as they 
transition to Zeiders.  
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3. Hours and Pay  
All employees are expected to report to work in a timely manner.  If an employee has an 
unplanned absence from work, he/she is required to notify his/her supervisor by normal work 
start time or, when possible, before.  If an employee’s supervisor is unavailable, the employee 
must notify the Director of Human Resources. If an employee fails to report to work without 
notice to his/her supervisor or the Director of Human Resources, it will be considered a 
voluntary resignation after three business (3) days.  The employee’s final paycheck will reflect 
the days absent as annual leave, and if leave is not accrued those missed days will be reflected as 
leave without pay. 

• Flex-Time. Zeiders employees frequently have their core business hours directed based 
on contract requirements. We offer employees the opportunity to participate in our flex-
time program to ensure after-hours program delivery.  Flex-time is allowed to 
accommodate the needs of staff members that need or want to work extra hours and then 
take the equivalent hours off within the same pay period.  The precise number of hours, 
including overhead hours, worked on a given day should be recorded in the time system.  
Employees who would like to take advantage of flex-time must understand that client 
needs are of utmost importance, and the need to arrange their schedules around client and 
other important meetings.   

 
• Overtime.  Zeiders does not encourage overtime work at any time.  We believe a healthy 

balance of work and home life is essential to the overall happiness of our staff.  However, 
there are occasions when overtime work is required. 

When a non-exempt employee (as classified by the Fair Labor Standards Act) is required 
to work more than 40 hours in a given workweek, he/she will receive 1½ times their 
regular rate for all hours in excess of 40 that week or more based on state regulations.  
The same overtime pay rate shall also apply to work performed on Saturday and Sundays, 
provided it is in excess of 40 hours in that workweek; Leave and Leave Without Pay does 
not count toward the 40 hours. Staff members who are classified as Exempt are not 
eligible for overtime pay per the Fair Labor Standard Act. 

• Pay Schedule. All salary compensation lags ten days behind actual time worked with the 
firm so that project billing and administrative activities can be performed in an efficient 
manner.  The Finance and Accounting Department processes payroll twice each month 
and employee paydays are the 10th and the 25th of the month.  

We strongly encourage all employees to participate in our direct deposit program. If an 
employee participates in the direct deposit program, employees will have the funds 
automatically deposited to their account(s).  Employees will receive a summary of 
itemized deductions and net pay.  If an employee has any problems or questions about 
his/her paycheck, they can contact their manager and/or our Finance and Accounting 
Department to discuss the issue further.  

• Time Reporting.  Zeiders’ employees are responsible for maintaining a timesheet and 
posting a daily record of time spent on various contracts, general and administrative time 
or leave.  It is mandatory that worked time is recorded daily.  Timesheets should be filled 
out at the end of each workday.  If assigned to separate tasks, the timesheet must reflect 
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an accurate breakdown of hours performed on each task.  On the last day of each payroll 
cycle, timesheets must be submitted for approval by the employee’s manager by close of 
business. 
Zeiders uses an automated time/task tracking system called UNANET.  During employee 
orientation, the employee will be instructed on the use of this system and expected to 
adhere to the requirements above.  If an employee needs additional assistance on how to 
use the system for timesheet or other areas, they may contact their manager, our 1-800 
Service Desk, or the Finance and Accounting Department. If an employee anticipates 
being on leave at the end of a pay period, his/her timesheet should be submitted prior to 
departure. 

Timesheets that are found to be in error after submission shall be corrected as soon as 
possible so that our records can be corrected and the appropriate client's charges rectified.  
Employees must retrieve their original timesheet in UNANET, make the necessary 
corrections, and resubmit the timesheet for approval by their manager.   
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4. Fringe Benefits  
To ensure that we attract and retain a qualified, diverse workforce, Zeiders offers a 
comprehensive benefits package.  This benefits program consists of medical, dental, vision, life 
insurance, flexible spending accounts, disability insurance, tuition reimbursement, paid time off 
(PTO), holiday leave, 401(k) plan, plus many other options.  These plans complement our pay 
practices, which are also geared to reflect market value, contain costs, and maintain stability for 
our government customers.  

The following sections detail our employee fringe benefits. Table D-2 provides a listing of 
employee benefits and indicates which benefits are applicable to each employment category. 
Some benefit programs require contributions from the employee, but most are fully paid by 
Zeiders.  

Table D-2: Zeiders Fringe Benefits by Employment Category Summary 

 
Benefits  

Employment Categories 
Initial/Regular 

Full-Time 
(Non-rotational) 

Initial/Regular 
Part-Time 

(Non-rotational) 

Temp 
(Ongoing and  

Short Term Surge) 

Flexible 
(Short Term 
On-Demand) 

Vacation 
Holidays 
Sick Leave 
R&R Personal Leave 
Time Off to Vote 
Bereavement Leave 
Jury Duty/Witness Duty 
FMLA/PLOA 
Leave Without Pay 
Military Leave 
Group Health Plan 
Group Dental Insurance 
Group Vision Insurance 
Medical Flexible Spending Account 
Dependent Care Flexible Spending Account 
Life Insurance 
Short-Term Disability 
Long-Term Disability 
Supplemental Life and AD&D 
Workers Compensation 
Unemployment Insurance 
Vision Care Discount Program 
Discretionary Compensation 
401(k) Savings Plan 
401(k) Discretionary Match 
Employee Assistance Program  
Social Activities 
Working Advantage Discount Program 
Verizon Wireless Discount Program 
Learning and Development Program 

(b) (4)
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Vacation benefits will cease to accrue after an employee has been on paid and/or unpaid 
leave for more than 13 consecutive weeks. Vacation benefit accrual will begin again upon 
return to work.  

Former Zeiders employees who are rehired may be given credit for previous service for 
the purpose of determining their vacation accrual rate if the reason for termination of 
previous employment was due to lack of work (i.e., contract loss).  

Vacation time will not be counted as hours worked for the purpose of determining 
overtime.  

• Paid Time Off – Federal Holidays. Zeiders will grant holiday time off to  
 on the holidays listed below: 

o New Year’s Day (January 1)  
o Martin Luther King’s Birthday (3rd Monday in January)  
o Presidents’ Day (3rd Monday in February)  
o Memorial Day (Last Monday in May)  
o Independence Day (July 4)  
o Labor Day (1st Monday in September)  
o Columbus Day (2nd Monday in October)  
o Veterans’ Day (November 11)  
o Thanksgiving (4th Thursday in November)  
o Christmas (December 25)  

If a holiday falls on a weekend, it will be celebrated in accordance with the Federal 
Government holiday schedule. Holiday pay will be calculated based on the employee’s 
regular pay rate (as of the date of the holiday) times the number of hours they would 
normally be scheduled to work on the holiday. For example, a 40-hour workweek 
employee will receive 8 hours of holiday pay and a part time employee would receive the 
number of hours they are scheduled to work that day.  

Employees Not Normally Scheduled to Work on a Holiday: A staff member not normally 
scheduled to work on the day that a holiday occurs will be allowed to schedule another 
day off within 10 days of the holiday. The alternate day off must receive prior approval 
of the supervisor so that quality client services will be maintained. This includes those 
employees who are on an Alternative Work Schedule (AWS). 

Employees Who Work on a Scheduled Holiday: If an employee works on a scheduled 
holiday, they will be allowed to schedule another day off within 10 days of the holiday. 
The alternate day off must receive prior approval of the supervisor so that quality client 
services will be maintained.  

If a recognized holiday falls during a period that an employee is taking vacation or sick 
leave holiday pay will be provided instead of the vacation or sick leave benefits. Holiday 
pay will not be provided if a recognized holiday falls while an employee is on unpaid 
leave or is receiving benefits under short-term, long-term or workers compensation 
insurance.  

Paid time off for holidays will not be counted as hours worked for the purpose of 
determining overtime.  

(b) (4)
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• Paid Time Off - Sick Leave Benefits.  Zeiders provides paid sick leave benefits to  
 for periods of temporary absence due to 

illnesses or injuries. Eligible full-time employees will begin to accrue sick leave benefits 
at the rate of five (5) days per year (1.66 hours per pay period). Part-time employees will 
accrue sick leave on a pro-rated basis equal to the ratio of the number of hours they are 
normally scheduled to work divided by 40 hours. All employee categories  

 will begin to accrue sick leave immediately upon 
employment.  
An eligible employee may use sick leave benefits for an absence due to illness or injury 
sustained by either that employee or a person who resides in the employee’s household. 
Sick Leave may also be used for doctor appointments or to care for a parent or child who 
does not reside with the employee (e.g., a mother living in a different state). 

Employees who are unable to report to work due to an illness or injury should notify their 
supervisor before the scheduled work start time if possible. The supervisor should also be 
contacted each additional day of absence. Employees are expected to make every effort to 
enter their sick time into the electronic time keeping system by 10 am the following day. 
If they are unable have access to a computer, they should let their supervisor know and 
request for them to enter the sick time on their behalf.  

Sick leave benefits will be calculated based on the employee’s base pay rate at the time of 
absence and will not include any special forms of compensation, such as overtime or 
other forms of special compensation. The employee may not elect to use sick leave 
benefits to supplement any disability insurance or worker’s compensation benefits that an 
employee is eligible to receive, but may use accrued vacation. The combination of any 
such disability payments and vacation leave benefits cannot exceed the employee’s 
normal earnings. Sick leave may be used during waiting or elimination periods for 
disability benefits.  

Employees, who are on sick leave while their normal work site is closed for any reason, 
including inclement weather or Government facility closing, will be charged with sick 
leave in accordance with their sick leave request.  

Sick leave benefits will cease to accrue after an employee has been on paid or unpaid 
leave for more than thirteen (13) consecutive weeks. Sick leave benefit accrual will 
resume upon return to work. Unused sick leave benefits will be allowed to accumulate 
indefinitely. Because sick leave benefits are intended to provide income protection in the 
event of an actual illness or injury, unused sick leave benefits cannot be used for any 
other paid or unpaid absence and may not be converted to cash under any circumstances 
including termination of employment. Paid time off for sick leave will not be counted as 
hours worked for the purpose of determining overtime.  

• Paid Time Off - Return and Reunion Personal Leave. Some Zeiders’ Navy Fleet and 
Family Support Program contracts require employees to participate in Return and 
Reunion (R&R) programs. R&R programs typically require a staff member to travel 
overseas to meet a Navy ship that is completing a deployment. Contract services are 
provided onboard the ship while it returns to the U.S. R&R Personal Leave is paid 
personal leave that a staff member earns due to participation in an R&R trip. It is limited 

(b) (4)

(b) (4)
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to 24 hours per R&R trip. R&R Personal Leave accumulation policies may be tailored to 
reflect the local government installation R&R practice. Please refer to the Return and 
Reunion Policy for specifics. Use of R&R Personal Leave must be approved by the 
supervisor and should be recorded on the employee’s time sheet as R&R Personal Leave. 
There must be an R&R Personal Leave plan in place prior to travel. Unused R&R 
Personal Leave will be used to account for paid time off before vacation is used.  

• Paid Time Off - Time Off to Vote.  Zeiders encourages employees to fulfill their civic 
responsibilities by voting. If an initial, regular, or temporary employee is unable to vote 
in a statewide or local election during his or her nonworking hours, Zeiders will grant up 
to one hour of paid time off to vote. Employees should request time off to vote from their 
supervisor at least two working days prior to election day so that the necessary time off 
can be scheduled at the beginning or end of the work day, whichever provides the least 
disruption to the normal work schedule.  

• Paid Time Off - Bereavement Leave. If an employee wishes to take time off due to the 
death of an immediate family member, the employee should notify his or her supervisor 
immediately. Up to three days of bereavement leave will be granted to initial, regular, or 
temporary employees in order to allow the employee to attend the funeral and make any 
necessary arrangements associated with the death. Bereavement pay is calculated based 
on the base pay that an employee would otherwise have earned had he or she worked on 
the day of absence. Any employee may use any available vacation leave for additional 
time off when necessary, subject to the approval of the supervisor.  

Zeiders defines “immediate family” for this purpose as the employee’s spouse, employee 
or spouse’s parent, child, grandparent, grandchild or sibling whether related by blood, 
adoption or marriage. Zeiders reserve the right to request documentation regarding 
bereavement leave. Paid time off for bereavement leave will not be counted as hours 
worked for the purpose of determining overtime. Employees, who are on bereavement 
leave while their normal work site is closed for any reason, including inclement weather 
or Government facility early closing, will be charged with bereavement leave in 
accordance with their request. 

• Paid Time Off - Jury Duty.  Jury duty is a civic responsibility which Zeiders encourages 
its employees to fulfill. An employee called to jury duty must notify Zeiders 
immediately. Where the employee’s absence would cause undue hardship to the 
company, Zeiders may apply to the Court to excuse the employee from jury duty. An 
employee who serves as a member of a jury is permitted to be absent without loss of pay 
and without having such absence considered vacation. If the employee is released from 
jury duty before noon, he/she is expected to report to work directly. In order to have 
his/her absence from work counted as jury duty, the employee must submit to their 
supervisor a statement from the court confirming his/her jury service. Time spent on jury 
duty is not considered time worked for the purpose of computing overtime.   

• Paid Time Off - Witness Duty. Zeiders encourages employees to appear in court for 
witness duty whenever summoned to do so. Employees will be granted unpaid time off 
for absence due to witness duty. Employees are free to use any available vacation leave to 
receive compensation for the period of this absence. The witness summons should be 
shown to the employee’s supervisor immediately after it is received so that operating 
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requirements can be adjusted, where necessary, to accommodate the employee’s absence. 
The employee is expected to report for work whenever the court schedule permits. If the 
employee has been summoned as a witness of Zeiders as a result of a job-related event, 
he or she will receive paid time off for the entire period of witness duty. 

• Family and Medical Leave (FMLA). The Family and Medical Leave Act (FMLA) 
provides eligible employees with up to 12 work weeks of job-protected unpaid leave for 
certain family and medical reasons during a 12-month rolling period. During this leave, 
an eligible employee is entitled to continued group health plan coverage as if the 
employee had continued to work. At the conclusion of the leave, an employee generally 
has a right to return to the same or to an equivalent position.  
To be eligible for FMLA, an employee must meet the criteria established by law. FMLA 
leave may be taken for any one, or for a combination of, the following reasons:  

o The birth of an employee's child or to care for the newborn child  
o The placement of a child with the employee for adoption or foster care or to care -

for the newly placed child  
o To care for the employee's spouse, child or parent (but not in-law) with a serious 

health condition  
o The employee's own serious health condition that makes the employee unable to 

perform one or more of the essential functions of his or her job  
o Qualifying exigency leave for families of members of the National Guard and 

Reserves when the covered military member is on active duty or called to active 
duty in support of a contingency operation  

o Military caregiver leave (also known as covered Service Member leave) to care 
for an ill or injured service member.  

o Note: Employees may be eligible for additional family leave policies based on 
state law (e.g. CA, CT, DC, IL, NJ, NY, PA, RI and TN).  

• Personal Leave of Absence (PLOA). Zeiders may provide, at its sole discretion, an 
unpaid Personal Leave of Absence (PLOA) to employees who are not eligible for unpaid 
leave under the Family and Medical Leave Act (FMLA) and who are temporarily unable 
to work due to certain family and medical reasons. Employees are not eligible for both 
FMLA and PLOA.  

• Leave Without Pay.  Punctual and regular attendance is an essential responsibility of 
each employee at Zeiders. When an employee is absent, others must perform his or her 
work. On occasion, there are circumstances when an employee must be out of the office 
and request to use Leave Without Pay. The purpose of this policy is to outline appropriate 
reasons for those requests and to promote the efficient operation of the company and 
minimize unscheduled absences.  
Initial and regular employees may submit a request for unpaid personal leave to 
accommodate special circumstances unrelated to qualifying events under the Family 
Medical Leave Act. Such circumstances include but are not limited to vacations/time off 
for special events that were planned prior to employment by Zeiders or were affected by 
Wage Determination Reconciliation and will not exceed 10 days per year. Requests for 
unpaid personal leave (also known as Leave Without Pay) must be submitted in writing 
to their supervisor at least two weeks prior to the requested date(s). Requests will be 
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evaluated based upon various factors including anticipated operating requirements and 
staffing consideration during the proposed period of absence. Unpaid personal leave will 
not be authorized if the employee has any available vacation and may be limited to an 
amount that together with accrued vacation will not exceed ten days. Employees who 
have been employed by Zeiders for longer than one year generally do not qualify for 
unpaid personal leave for vacation purposes.  

In the event an employee has used all accrued sick leave and vacation and requires 
additional unplanned time off, unpaid personal leave may be granted by the immediate 
supervisor with approval by the second line supervisor. Three or more requests of this 
nature will require documented supervisory discussion of the situation(s) and the 
employee’s plan to improve their attendance record. Documentation will be forwarded to 
the second line supervisor. Depending on the frequency and nature of incidents 
referenced above, the employee may be subject to progressive discipline up to and 
including termination. Requested leave that qualifies under Zeiders FMLA or PLOA 
policies because of a qualifying medical event are exempt from this requirement. 

• Military Leave. A leave of absence without pay will be granted to any regular employee 
who enters any branch of the United States armed services. Benefit accruals for any 
employee serving on active duty longer than 30 consecutive days will be calculated in 
accordance with applicable federal laws. The regular employee will be reinstated with 
full seniority to his or her former position or to a comparable position if the application 
for re-employment is made within 90 calendar days of the date of an honorable discharge 
or the date of release from hospitalization following discharge. Any employee who is a 
member of a reserve component of the armed forces will be placed on unpaid leave for 
his or her annual two-week training duty. Benefit programs will be unaffected, and the 
employee may elect to use any vacation entitlement for the absence. Training leaves will 
not normally exceed two weeks per year, plus reasonable travel time. Note: Employees 
may be eligible for additional military leave policies based on state law (e.g. CA, CT, 
DC, IL, NJ, NY, PA, and RI).  

Insurance Benefits: 
Zeiders offers some insurance benefits where spouses and dependents are eligible to be enrolled.  
Zeiders defines spouse as the opposite sex legally married spouse or opposite sex legally 
separated spouse as recognized under applicable state law. Dependent is defined as dependent 
children up to the age of 26, including natural-born and legally adopted children, stepchildren 
that reside with the employee, grandchildren who the employee has legal custody of, children 
who become handicapped prior to reaching the age of 26 and are primarily dependent upon the 
employee and are incapable of self-sustaining employment due to handicap and where coverage 
is required by court order. 

Employees may change their health benefits enrollment status only during periods of open 
enrollment or when they have a qualifying life event such as: Marriage, Divorce, Birth/adoption 
of child (increase elections only), Death of spouse or dependent, Loss or commencement of 
spouse’s employment, Significant change in health coverage due to spouse’s employment, or 
Dependent is no longer eligible for coverage due to age or marriage.  

• Group Health Plans.  are eligible to elect to 
participate in one Zeiders’ group health plans. Zeiders may offer employees a choice of 

(b) (4)
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treatment. Subject to applicable legal requirement, workers’ compensation insurance 
provides benefits after a short waiting period or, if the employee is hospitalized, 
immediately. Any employee who sustains a work-related injury or illness is required to 
inform his or her supervisor immediately, no matter how minor the injury may appear. 
Failure to make timely notification may result in claim processing delays or denial of 
benefits by the insurer. If eligible and approved for workers compensation, the employee 
may not elect to use sick leave benefits to supplement any workers compensation benefits 
that an employee is eligible to receive, but may use accrued vacation.   

• Unemployment Insurance. Zeiders contributes, in accordance with federal and state 
employment compensation laws, to unemployment insurance funds that may provide 
income in the event an employee becomes unemployed through no fault of their own. 
This benefit applies to all Zeiders employee categories.  

• Vision Care Discount Program.  are eligible for 
Zeiders’ Vision Care Discount Program. Zeiders offers a vision care program that 
provides discounts for eyewear purchased through a nationwide network of providers. 
Employee premiums are nominal in cost. Employees may enroll only within the first 30 
days of employment or during the annual enrollment period, or when a qualifying change 
in family status occurs. This benefit program is available to all employees that are 
regularly scheduled to work at least 30 hours per week.  

• Medical Flexible Spending Accounts (FSA).  are 
eligible to elect to participate in medical flexible spending accounts.  Medical Flexible 
Spending Accounts allow employees to set aside money tax free to pay for eligible 
medical expenses. This benefit is available to full time employees regardless of whether 
the employee participates in the Zeiders health or dental plans.  The Medical Flexible 
Spending Account is administered by an outside vendor.  If an employee is on approved 
FMLA or PLOA leave, the employee will have the option of continuing the flexible 
spending account with post-tax dollars. Detailed information on coverage and limitations 
is provided in the Summary Plan Description documentation prepared by the 
administrator and available to each eligible employee through HRB.  

• Dependent Care Flexible Spending Accounts (FSA).  
 are eligible to elect to participate in dependent care flexible spending 

accounts.  Dependent Care Flexible Spending Accounts allow employees to set aside up 
to $5,000 tax free to pay for eligible dependent care expenses.  This benefit is available to 
part and full time employees.  The Dependent Care Flexible Spending Accounts is 
administered by an outside vendor.  If an employee is on approved FMLA or PLOA 
leave, the employee will have the option of continuing the flexible spending account with 
post-tax dollars. Detailed information on coverage and limitations is provided in the 
Summary Plan Description documentation prepared by the administrator and available to 
each eligible employee through HRB. 

Other Fringe Benefits: 
• Employee Assistance Program. Zeiders provides an Employee Assistance Program 

(EAP) at no cost to all employees and family members. The EAP provides around the 
clock access to confidential assistance with work-life issues and concerns.  

(b) (4)

(b) (4)

(b) (4)
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year. The discretionary match is 100% vested. Employee’s deferrals and the discretionary 
match are available for hardship withdrawals.    
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5. Learning and Development Program 
Zeiders offers an extensive catalog of in-house learning and development courses available 
through our Learning Management System (LMS) to help employee’s job performance and 
personal and professional growth.  Upon successful completion, many of these courses provide 
Continuing Education (CE’s) Credits to assist employees in maintaining professional licensure 
requirements.   

Zeiders is committed to learning and development.  Two of Zeiders’ Core Values speak to this: 
“Focus on continual process improvement” and “Provide opportunities for learning and personal 
growth.” Our employees are expected to engage in both on-demand webinars and live instructor-
led courses to enable our distance learning in a dynamic fashion.  This commitment starts at the 
beginning of their employment and continues through their tenure with Zeiders. Employees 
utilize the LMS for foundational training, skills expansion, content specific training, technology 
and leadership learning.  In addition, our leadership team has access to additional leadership 
learning through similar courses as well as appropriate reading tools. 

Zeiders also provides our leadership core specific leadership offsite training sessions.  These 
offsite training sessions provide time to collaborate with other leaders and to enhance their body 
of knowledge in our full leadership competency framework, including but not limited to Zeiders 
Core Values, People Management, Customer and Business Management, Corporate 
Development and Technology. 
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6. Zeiders Awards and Incentive Programs 
The Zeiders Awards Program has a multi-tiered recognition system that provides various rewards 
based on the level of employee or team contributions within the company.  Zeiders award and 
incentive programs inspire personnel to strive for excellence, resulting in higher levels of 
employee and customer satisfaction.  Our awards and bonus programs honor employees who 
help maintain our standards of excellence, and reward them among their peers.  Placing Zeiders 
success directly into the hands of the employees ensures a content, participatory workforce, 
helping us maintain continuity on long-term projects. 

Zeiders strongly supports the recognition of those employees whose contributions and efforts 
have significant impact on our customer relations and the quality of our performance.  Several 
award programs are available by which our managers can recognize individual employee and 
group accomplishments.  

• Referral Bonus Program. This program motivates Zeiders employees to refer 
prospective candidates for hire.  Involving employees in the hiring process generates 
further outreach and access to potentially qualified candidates. 

• Length of Service Milestone Awards. The purpose of this program is to celebrate 
employee retention.   Recipients will receive length of service awards based on years of 
service as noted in HRB as their hire date.  If they are a rehire, it will be calculated based 
on their adjusted service computation date.  The HR Department administers Zeiders’ 
milestone anniversary program for employees for years of continuous service to the 
company. A variety of awards are provided, ranging from a one year anniversary 
certificate of appreciate to a 20 year $500 award selection, plaque and certificate.  

• Summer Fun.  This program is an expression of appreciation for all employees’ hard 
work and commitment. Zeiders offers each employee the opportunity to select a 
company-sponsored fun gift card activity (dinner out, movie tickets, amusement park 
tickets, shopping, etc.) from a pre- selected list that aligns with the summer season. 

• Holiday Gift. Zeiders provides each employee a either a pre-selected gift or a charitable 
donation in the employee’s name. In 2011, Zeiders selected three charities for employee-
directed giving: the National Military Family Association (www.nmfa.org), the United 
Servicemembers Organization (www.uso.org) and the Quality of Life Foundation 
(www.qolfoundation.org).  

• Values in Practice (VIP) Award.  The VIP award, introduced in conjunction with the 
25th anniversary of the company, celebrates Zeiders employees who demonstrate the 
specific behaviors reflected in our Core Values. The VIP award is intended to be a select, 
special award – one for a few employees whose behavior visibly serves as a role model 
for others.  This award is given to individual employees on a quarterly basis. The VIP 
award includes a Zeiders’ challenge coin, personalized certificate, and gift card. The VIP 
employee is recognized in a public way through a quarterly team meeting and also 
spotlighted on our internal Staff Support Network intranet.  

• Team Morale. All managers are provided a small budget for taking their employees out 
to breakfast or lunch on a fiscal year basis. The event may be a group gathering, such as 



Military Community and Family Policy (MC&FP) 
Military & Family Life Counseling Program (MFLC) Solicitation # D11PS18854 

Personal Financial Counseling (PFC) Mission Execution Task 

IB-D23 
Use or disclosure of data contained on this sheet is subject to the restriction on the title page of this proposal. 

SOURCE SELECTION INFORMATION – See FAR 2.101 and 3.104 

group recognition luncheon, or for one-on-one events, such as a quarterly feedback 
discussion.   

• Individual Appreciation.  All managers are provided a small budget for small business 
gifts for their employees each fiscal year.  

• Discretionary Bonus. Contract managers and corporate support operations staff are part 
of the company’s discretionary bonus. Receiving the bonus is contingent upon acceptable 
performance as evidenced by no written performance issues or pending performance 
issues. Approximately  is allocated toward the 
discretionary bonus pool.  

• Division and Departmental Recognition. Each Division and Department Director has a 
spot budget for recognizing their employees to provide recognition in a timely manner.  

• Comments/Notes/Letters. All managers are provided Zeiders note cards to provide a 
personal memo or note to their employees. Managers also use staff email and positive 
verbal comments, either, privately or in staff meetings. 

• Challenge Coin. All managers have access to a Zeiders challenge coin. The Zeiders 
Bravo Zulu challenge coin is for a senior contract leader to award to their employees on 
the spot when their employees provide service excellence.  Managers will use their 
discretion and best judgment as to when to recognize their employee with a Bravo Zulu 
challenge coin.   

• Spot Award. The goal of the Spot Award Program is to provide special recognition to 
employees who have accomplished an extraordinary achievement.  Spot Award 
recipient’s contributions will be tied to annual management goals and their 
accomplishments.  The achievement will be shared with the rest of the staff as models of 
outstanding performance.  The spot award is purely results-oriented, not a management 
obligation.  Such achievements may include: performance substantially beyond 
expectation on a specific assignment, task or goal; contributions that have a significant 
impact on company objectives; or extraordinary efforts above and beyond the normal 
duties of the position. Spot awards are for employees who are not eligible for 
discretionary bonus. Approximately  is allocated for the Spot 
Award Program, but the amount may be adjusted based on the operational needs of the 
company.  Award amounts   
Applicable taxes will be withheld as with any compensation for cash payments, gift cards 
or gifts.  
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7. Integrated Talent Management System 
Zeiders commitment to an integrated talent management process is evident in our approach to 
training, employee development, and retention rates.  Employee engagement is a key priority 
from our first contact with an applicant as a prospective employee through new employee 
orientation, and ultimately through the employee’s entire career. 

New Employee Orientation is the first formal training given to our employees and is a significant 
overview that transmits the critical information necessary to bring on board new employees.  Our 
management and HR staffs explain the processes, philosophies, training, and tools that are 
invaluable to ensuring a good start to Zeiders employment. In addition, an annual salary review 
process ensures all employees and supervisors have on performance and promotability 
assessments that identify applicable developmental training.  All leadership positions and key 
technical positions are analyzed and assessed for potential backups and successors. 

Training needs are also assessed on a continual basis. Updated programs are delivered in 
management and HR forums on many different topics.  We are committed to providing a 
positive, challenging team environment to our employees and continue to refine our best 
practices as we assess the best ways to keep our company the Employer of Choice! 

Ultimately, Zeiders’ goal is to communicate effectively and retain our most valuable asset: our 
talented team members.  Exit interviews are offered for departing employees; significant review 
and analysis are conducted monthly and quarterly as we assess any terminations.  Our retention 
is competitive in our industry in large part due to the many outstanding programs and our 
commitment to making Zeiders an employer of choice.  Retaining our skilled employees is 
critical to our mission success.  Our strong leadership, resource stewardship, and commitment to 
quality throughout our company result in rapid response and delivery of mission-critical 
challenges. 
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