
[image: image2.wmf] 

 

Federal Housing Finance Board
Information Technology Infrastructure Operations Support

Volume III: Past Performance
In response to:

Solicitation RFP No. 03-304

Submitted to:

[image: image3.wmf] 

Federal Housing Finance Board

David A. Lee
Office of Management

Room 617A

1777 F Street, N.W.

Washington, DC 20006

Submitted on:

April 11, 2003

Submitted by:

RGII Technologies, Inc.

[image: image4.png]PERRY JOHNSON
REGISTRARS, INC.



1997 Annapolis Exchange Parkway, Suite 210
Annapolis, Maryland  21401-7398
VOX:  410.224.3554   FAX:  410.224.3767
www.rg2.com

Proprietary Notice

This proposal shall be used and disclosed for evaluation purposes only, and a copy of this notice shall be applied to any reproduction or abstract thereof. Any authorized restrictive notices which the submitter places on this proposal outside the Government for evaluation purposes shall be made only to the extent authorized by, and in accordance with, the procedures in FHFB policy and 41 U.S.C. 423.

Table of Contents

11
Introduction


32
Current Contracts


52.1
NOAA Blanket Purchase Agreement – IT Infrastructure


62.2
Federal Housing Finance Board IT Services – Incumbents Knowledge


72.3
DECC Mechanicsburg Help Desk Operations – Performance Based Contracting


82.4
U.S. House of Representatives, System Integration and Support




List of Exhibits

	Exhibit 1
	Team RGII Profile………………………………………………………………………
	1

	Exhibit 2
	Sample Government Projects with Desktop Services…………………………….
	2

	Exhibit 3
	Sample Government Projects with Desktop Services…………………………….
	2

	Exhibit 4
	Rockville Data Center Profiles…………………………………………………….
	2

	Exhibit 5
	RGII Key Performance Summary In Achieving FHFB’s Objectives……………...
	3

	Exhibit 6
	Team RGII Key Performance Summary in Accomplishing Task Requirements..
	4

	Exhibit 7
	Metrics Help Ensure Service Quality………………………………………………
	7


1 Introduction

Team RGII, a partnership between RGII Technologies and ACS Inc, combines our superior past performances in support of Federal and Commercial IT infrastructures and operations. They include the Federal Housing Finance Board (FHFB). We ensure a smooth transition of service, adherence to high performance standards, and full commitment to FHFB’s success in moving to a performance-based outsourcing approach.

RGII Technologies Inc., a leading IT service provider, has partnered with ACS, Inc., a widely recognized outsourcing provider, to offer FHFB an exceptionally experienced team to deliver high quality, performance based, IT services.  RGII and ACS’s past performance includes current IT support for the FHFB and Performance Based contracting support for both Federal Government and Commercial clients. Supporting similar IT outsourcing/modernization programs uniquely qualifies Team RGII to be the only team with both current understanding of the FHFB environment and experience in modernizing IT infrastructures. The result is the best value for FHFB with the lowest transition risk.  Exhibit 1, Team RGII Profile, provides a brief summary of our partnership. 
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ACS, Inc

	· 350 staff; $35M annual revenue 

· Nearly 5 years supporting FHFB

· ISO9001:2000 registered

· Proven, stable prime contractor

· IT service provider for Federal Government

· Experienced Performance-based contractor
	· 40,000 employees, $4B annual revenue

· Leading Business Process Outsourcer

· 300,000 + desktops and 130 client networks managed

· 7 data centers with 1,000 open system platforms

· 4th largest IT service provider - Information Week
· “Best of the Web BPO Company” – Forbes

	· Outstanding past performance references


Exhibit 1: Team RGII Profile

What our customers are saying about us - The following are a representative sample of customer comments indicative of why they return to our Team for continued services.

“RGII has outdone itself! The presentation support you provided William Sullivan enabled him to deliver his message in a very informative way. Thank you for helping on such short notice.”
  —Bruce A. Morrison, Chairman, FHFB
 “The commitment RGII is showing by applying quality program management is appreciated.”

—Andy Taylor, FHFB
 “… an ‘Award of Excellence’ which signifies your support and commitment to the successful deployment of 161 NEXRAD systems.  We recognize RGII for having contributed technical expertise, dedication, and unswerving support to the NEXRAD Joint System Program Office.”
—Mr. William O. Mehuron, Director of Systems Acquisition Office (SAO), NOAA
 “Hurricane Floyd was the straw that broke the camel’s back with over one million hits per hour. During this crisis the (RGII managed) NOC worked non-stop with the Department of Interior, MCI WorldCom, and NASA to mirror sites, splitting the traffic to three different sites across the nation and resolved the band-width limitation.”

—John Kyler, NOC Manager, NOAA
 “Outstanding work!  Great job Help Desk.  This validates the Gartner survey that showed customer satisfaction with our Help Desk service is significantly higher than the commercial service providers.  Well done.”

—Capt Will Short, US Navy, DECC-Mech

Trusted Incumbent – As your present IT services provider, we are proud to serve FHFB and many other similar government and commercial customers both within and outside the National Capital Region. Exhibit 2 provides a sampling of this mix of federal DoD and Civil agency experience.

	Customer
	Service Provided
	# of Seats

	NOAA
	Help desk, Comprehensive desktop, Server and intra-center communications services. Management and support of all devices. Database management and Network Operations Center management and operations.  
	15,000

	FHFB
	Help desk, Desktop management, Network Operations.  
	150

	DECC-Mech
	Worldwide help desk on a performance based contract. 
	100,000

	DSCA
	Procurement, configuration, application development, Internet/intranet design, help desk, training, and communications security
	350

	USCG
	Software integration, network support, customer services, operations support, systems technology support, IT studies, systems engineering, communications, IT reengineering support, and technology insertion/refreshment

	150


Exhibit 2: Sample Government Projects with Desktop Services

Partnering for Success - Teaming partner ACS has a long history of seat management for a variety of Government and commercial customers. Exhibit 3 provides a glimpse of this extensive seat management experience.

	Customer
	Service Provided
	# of Seats

	NASA
	Comprehensive desktop, server and intra-center communications services throughout the agency.  Management and support of all devices.  Multiple options for service and support, including service level options and asset ownership.  
	47,000

	Wright-Patterson AFB
	Systems sustainment, network support (MAN management, LAN integration and cable/fiber installation), LAN/WAN/MAN design and engineering evaluation of LAN hardware, software and communications items and services; and training 
	24,000

	U.S. Congress
	Procurement of workstation and server hardware and software (on-site and remote), configuration, installation, integration, help desk services, upgrades, and on-site and remote hardware and network support, and consultation
	17,000

	U.S. Department of Energy
	Procurement, configuration, application development, Internet/intranet design, help desk, training, and communications security
	6,000

	Hanscom AFB
	Software integration, network support, customer services, operations support, systems technology support, IT studies, systems engineering, communications, IT reengineering support, and technology insertion/refreshment

	4,500


Exhibit 3: Sample Government Projects with Desktop Services

Teaming partner ACS is currently operating a Rockville, Maryland data center which is available to support the FHFB. An overview of the resources available at the Rockville Data Center is provided in Exhibit 4.

	
	Rockville, MD

	Midrange
	25 Servers

2.5 Terabytes Storage

	Client / Server
	90 File Servers

600 Desktops

	Communications
	2 OC-12 Fiber-Optic Sonet Rings

20 Router Networks

250 Comm Lines


Exhibit 4: Rockville Data Center Overview

“ACS is ranked as number seven of the top technology companies in the world”
—InfoTech 100

“ACS ranked as number 6 among the Top 25 System Integrators”
—Federal Computer Week

2 Current Contracts

Team RGII is an industry leader in Federal IT infrastructure operations management support, and has successfully supported customers in attaining objectives similar to those listed in the FHFB’s Performance Work Statement (PWS). We have listed four contracts that show experience consistent in scope and size with the FHFB’s objectives, including outsourcing and seat management. Members of Team RGII have received exceptional ratings for these and other performed contracts. We have received numerous service awards from our customers. Our past performance exemplifies Team RGII’s quality, dependability, and successful partnership with the FHFB and other Federal customers.  Exhibit 5 highlights contracts where our partnership achieves customer objectives in key performance areas.

	       Legend
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            POOR
	RGII - NOAA BPA – 24 Task Orders 
	RGII - FHFB IT Support
	RGII - DECC-Mech Help Desk Support
	ACS - U.S.  House of Representatives

	Team RGII’s ability to achieve efficient service levels measured by contractor performance
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	Team RGII’s ability to provide a single point of contact  for end-user support
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	Team RGII’s ability to implement best practices and advancing technology
	
	
	
	

	Team RGII’s ability to provide a flexible operational environment for shifting priorities
	
	
	
	

	Team RGII’s ability to partner with the customer to promote flexibility in responding to customer needs
	
	
	
	

	Team RGII’s ability to reduce costs through cost avoidance and improved IT management
	
	
	
	

	Team RGII’s ability to provide security and off-site support for operations, backup, and restoration
	
	
	
	


Exhibit 5: RGII Key Performance Summary In Achieving FHFB’s Objectives

Team RGII has specific past performance and experience in all of the areas of IT Support Requirements listed in Section 3 of the PWS. The four contracts we have cited demonstrate our past performance and experience in contracts consistent in scope and size with the requirements of the PWS. 

Exhibit 6 summarizes the relevancy of our four references that establish Team RGII’s rich corporate experience in providing information technology support to FHFB, other Government agencies, and commercial enterprises.

	PWS Task Requirements
	RGII NOAA BPA – 24 Task Orders
	RGII FHFB IT Support
	RGII DECC-Mech Help Desk Support
	ACS - U.S. House of Representatives

	3.1 Infrastructure Operations
	(
	(
	(
	(

	3.2 Hardware Support
	(
	(
	
	(

	3.3 FHFB Move to Temporary Site
	(
	
	
	(

	3.4 Infrastructure Software Support
	(
	(
	(
	(

	3.5 Database Management
	(
	
	
	(

	3.6 Help Desk Operations
	(
	(
	(
	(

	3.7 System Acceptance
	(
	(
	(
	(

	3.8 Network Operations
	(
	(
	
	(

	3.9 Configuration Changes
	(
	(
	(
	(

	3.10 Technology Refreshment for End User Equipment and Infrastructure S/W
	(
	
	
	(

	3.11 Integration and Testing
	(
	(
	(
	(

	3.12 Information Security
	(
	(
	(
	(

	3.13.1 Operational Reports
	(
	(
	(
	(

	3.13.2 Documentation
	(
	(
	(
	(

	Performance Based Contract
	
	
	(
	(

	Personnel Qualifications Matched the Scope Requirements
	(
	(
	(
	(


Exhibit 6: Team RGII Key Performance Summary in Accomplishing Task Requirements

The following subsections represent references from Team RGII. The first three references are being performed by RGII. The last reference is being performed by teaming partner ACS.

NOAA Blanket Purchase Agreement – IT Infrastructure
	Agency/ Customer:
	National Oceanic and Atmospheric Administration
	Contract Number: 
50-SPNA-5-00005 & 

50-SPNA-0-00022
	Total Value: $27,597

	
	Period of Performance:
	02/8/95 – 12/31/02 & 02/7/95 to 02/7/04

	
	Contractual/Admin POC:
	Name: Ms. Pat Swailes

Telephone Number: (301) 713-0829

Fax Number: (301) 713-0809

	
	Technical POC:
	Name: Ms. Hope Stewart
Telephone Number: (301) 763-6300 x142
Fax Number: (301) 763-6365


Detailed Description: RGII has supported NOAA with IT support since 1995. The contract has grown to incorporate 24 tasks using over 90 personnel supporting 10 separate offices. RGII provides supervision of staff administrators and engineers who support NOAA’s 24,000 node Trusted and Public Access Networks. As our partnership grew, RGII responded to task requests by adding and shifting personnel as work requirements shifted and as technology allowed us to become more efficient.  The following items summarize successful tasks that are similar to the FHFB IT support requirements:

· Help Desk Support: RGII manages and staffs 18 Help Desks, including timely responses to over 10,000 DC area users via telephone, intranet, and walk-ins for hardware and system problems. RGII provides problem resolution and upgrades for operating systems and user applications, including version upgrades, platform changes, “bug fixes”, patches, and application conversions. 

· Network Security: RGII developed a custom security policy that applies to all networks.

· Network Support: RGII personnel supports NOAA’s LAN infrastructure of Microsoft NT Servers, UNIX servers, web servers, remote access servers, Cisco, AVAYA, Juniper switches and routers, Cabletron hubs, various bridges and gateways, and a variety of computers and laptops. 

· System Administration: RGII has implemented and administers a combination of Windows NT/Windows 2000, and UNIX data and communication servers, and client workstations. 

· Server Administration and Upgrade Transition: RGII was responsible for the migration of NOAA’s LAN servers from Novell NetWare to Microsoft NT, and from NT to Microsoft 2000. 

· Network Operations Center (NOC) Design, Implementation, and Operation (Network Management): RGII designed and established NOAA’s first centralized NOC. 

· Database Management: RGII provides database programming, management, and administration support to design, implement, maintain, and evaluate existing and new databases. 

Subcontracting: None

Problem(s): RGII was faced with designing and implementing a comprehensive security infrastructure to protect NOAA’s networks while maintaining access speed.

Corrective Action: The solution used Dual Cisco PIX535 Gigabit firewalls, Cisco IOS security feature set, Internet Security Systems (ISS) Intrusion Detection Systems, and ISS Internet Security Scanner.

Effectiveness of the Corrective Action: Using the dual firewall approach provided flexibility and high throughput by distributing the workload on multiple firewalls. The common set of 200 security filters were on the entry firewall, and the Local Area Specific filters (an average of 75) were the second entry firewall within the switch supporting that particular office. This approach eliminated the common single firewall drawback of slowness due to excess filtering at a single point.
Federal Housing Finance Board IT Services – Incumbents Knowledge
	Agency/ Customer:
	Federal Housing Finance Board
	Contract Number: 
43-31RE-8-C499 & 

GS-35F-5165H, TO FHFB-3-01
	Total Value: $2,225,061
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	Period of Performance:
	6/12/98 – 09/30/02 & 10/01/02 – 9/30/06

	
	Contractual/Admin POC:
	Name: Jacquelyn E. Connell

Telephone Number: (202) 408-2583

Fax Number: (202) 408-2583

	
	Technical POC:
	Name: Dale Premo

Telephone Number: (202) 408-2513

Fax Number: (202) 408-2895


Detailed Description: RGII provides enterprise-wide LAN/WAN computer HELPDESK support for the FHFB Microsoft Windows NT 4.0 network. RGII has sole responsibility for troubleshooting all workstations including Desktop PCs, Laptop and Docking Station configurations, repairs, maintenance, virus protection and updates, software upgrades, configurations, and installations. Our experienced HELPDESK staff support, troubleshoot, and resolve network connectivity issues and access problems including support for the Remote Access Service (RAS) and Virtual Private Network (VPN).  Our HELPDESK is responsible for installing, configuring, and maintaining a wide range of network and personal printers including inkjet and laser units with repairs carried out on the premises.  Our HELPDESK provides end-users with training for FHFB legacy applications including Microsoft Outlook, Word, Excel, Front Page, Access, PowerPoint, Microsoft Internet Explorer and the full range of operating systems from Windows 95 to Windows 2000 Professional. RGII supports three customer unique financial systems and 11 other administrative type systems such as the Election System, National Finance Center packages, and FHFB’s Property Management Inventory System.

RGII is the first line help for all network related problems including cabling, access, log in, security controls, NIC configuration, client workstation configuration, end-user training, patch upgrades, and account management. RGII uses Track-It! to track and report the number of HELPDESK calls completed, pending, and opened. RGII’s HELPDESK also uses Track-It! to maintain the computer and computer related inventory database, to issue monthly service level assessments, inventory warranties, and change management reports to the Government to track Government computer inventory and maintenance schedules. RGII is supporting FHFB’s web development and web interface with FHFB customers.

Subcontracting: None

Problem(s): RGII identified areas for improvements to reduce the time to correct user problems and improve e-mail security. 

Corrective Action: RGII implemented Norton Ghost to re-load user's desktop computers with existing images and created a modified version for laptop users for rapid recovery.  In addition, RGII implemented Remote Administrator for server administration and problem isolation and resolution from the HELPDESK. For security protection of the MS Exchange Server, RGII evaluated and implemented Norton Anti-Virus Corporate Edition (NAVCE).

Effectiveness of the Corrective Action: By using ghosting, we shortened the time taken to reload a PC to 15 or 20 minutes.  This technique was used to issue Windows 2000 throughout the FHFB. Using our technique with laptops, the user experiences the shortest possible down time and avoids expensive shipping costs of sending the laptops back to the HELPDESK for repair. The Remote Administrator solution provided remote server administration over the VPN, NT security integration, and added the benefit of user training by the HELPDESK. The NAVCE solution allowed management from one location (a management server) and updates to be sent to all systems from the server. Any virus detected on any system immediately notifies key personnel via pager and e-mail.
2.1 DECC Mechanicsburg Help Desk Operations – Performance Based Contracting
	Agency/ Customer:
	Defense Enterprise Computing Center (DECC) Mechanicsburg (Mech)
	Contract Number: 
DCA200-01-P-5249/T&M/FP
	Total Value: $3,291,560

	
	Period of Performance:
	5/1/01 – 4/30/05

	
	Contractual/Admin POC:
	Name: Mr. Joseph Jurdana
Telephone Number: (717) 605-4610
Fax Number: (717) 605-4179

	
	Technical POC:
	Name: Mr. Denny Hultzapple
Telephone Number: (717) 605-4316
Fax Number: (717) 605-4179


Detailed Description: The DECC Mech facility provides centralized information system processing. on a fee-for-service basis.  We support 100,000 DECC Mech customers with help desk problem management, customer service operations, and remedial and technical support on this performance-based contract. The operating environment is volatile as new hardware, software, and application systems are implemented weekly with RGII providing support upon implementation. Communications supported include:

	Communications Networks
	Communications Networks
	Dial-in Support
	Dial-in Support
	Network Types

	· TYMNET
	· NAVNET
	· PC Anywhere
	· PROCOM PLUS
	· TCP/IP

	· ICPNET
	· NOVELL
	· RLINK
	· ATTACHMATE
	· INTERNET

	· DISN
	· SNA
	· NS ELITE
	· SIM/PC
	· LAN

	· BANYAN
	· E-mail
	· DYNACOM
	
	


RGII uses an effective problem management system to capture, diagnose, and resolve a variety of complex, system related problems emanating from a wide variety of hardware and software operating systems and applications. RGII provides the customers with a single point of contact for first level troubleshooting and resolution for all problems associated with data networks, computer configurations, and application software. RGII personnel at the DECC-Mech Help Desk provide maintenance (application fault resolution) and customer training for Windows applications and 14 enterprise. We respond to an average of 6,500 calls per month with 93% of the calls closed over the phone. Our metrics for supporting DECC-Mech users are shown in Exhibit 7.  

RGII provides maintenance of TCP/IP services and associated security enhancements for TCP/IP networks. RGII personnel troubleshoot HTTP pages for Secure Web Access to computers. Our staff helps the clients install Secure Web Access and manage web caching.  RGII personnel troubleshoot problems with FTP from multiple software packages. RGII also troubleshoots DNS for translation problems. RGII personnel support firewall maintenance by providing information to administrators for configuring their firewall to allow access to our systems. We also use firewall incident reports, designed and produced by RGII personnel, to detect problems and refer them to the proper security organization. 

Subcontracting: None

Problem(s): DECC-Mech experienced a problem with the TCP/IP network connection.  

Corrective Action: RGII analyzed solutions to identify the problem by sending tracers through the line. The tracer followed the connection route to determine the level of service needed to resolve the problem.  

Effectiveness of the Corrective Action: RGII was able to successfully restore the TCP/IP connection.  

2.2 U.S. House of Representatives, System Integration and Support

	Agency/ Customer:
	U.S. House of Representatives
	Contract Number: 
F19650-02-F-0115
	Total Value: $8.5 million

	
	Period of Performance:
	Current contract vehicle:  12/01/98 - 12/31/03

	
	Contractual/Admin POC:
	Name: Larry Toperoff

Telephone Number: (202) 225-2921

Fax Number: (202) 226-2213

	
	Technical POC:
	Name: Mike Bowman

Telephone Number: (202) 226-6440

Fax Number: Same as voice number -- (202) 226-6440


Detailed Description: ACS has continuously provided service to the U.S. House of Representatives since 1984.  During this time, we have become this client’s premier outsourcing and infrastructure support services provider.  We support a user community that includes 275 Members of Congress and their staff, as well as 19 Congressional Committees, totaling 17,000 seats.  ACS consistently meets the published service levels on this performance-based contract.  We continue to invest in hardware and software to ensure that we deliver advanced technology features and benefits suited to Member needs. Support includes:

· Systems Integration, Configuration, and Maintenance –  ACS’ work includes procuring, configuring, installing, engineering, integrating, upgrading, repairing, and troubleshooting workstation and server hardware, including laptops and network operating systems, at the Capitol and remote sites.

· Infrastructure Management – Every year, ACS acquires more than $6 million in servers, workstations, laptops, printers, scanners, other peripherals, and associated software.  ACS technicians pre-configure, integrate, and fully test each device before installation. In our Fairfax, VA warehouse, we maintain a just-in-time, dedicated inventory of new and loaner equipment.

· Hardware and Software Installation and Refresh Support – ACS supports PCs, laptops, networks, servers, and system and desktop software.  ACS also provides scheduled technology refreshment.  

· Infrastructure Software Support – ACS provides system administration support for Windows NT and Windows 2000 servers. This includes user management, security auditing, and server lockdown.

· Database Management – We support database administration using our Intranet Quorum Correspondence Management System (CMS). Our database administration and software development professionals optimize clients’ CMS databases and perform database imports to keep data current. 

· Help Desk Operations – On average, we support 125 trouble tickets per day, ranging from routine hardware and software troubleshooting to complex issues. 

· Network Operations – ACS’ engineers frequently assist Committee systems administrators in the design and implementation of LANs. Each year, we install and -test hundreds of network devices. 

· Network and Information Security – We developed an automated security audit program that ensures that our 600+ servers comply with changing House security requirements. We are working to design and deploy a Virtual Private Network that allows Members to connect from the States to their Capitol offices. ACS is working with House Security personnel to design this WAN application, as well as with national network providers and our own Data Center to provide the necessary bandwidth.

Subcontracting:  Oasis Systems performs maintenance, repairs, and installation in District Offices.  

Problem(s), Corrective Actions, and Effectiveness:  No problems.  We have developed and implemented detailed processes and have planned nationwide, complex operating system deployments down to the specific detail. ACS consistently completes projects on time and under budget.
How We Performed: We are proud of our quick-response effort during the Anthrax attacks.  Over a weekend, our team secured over 600 laptops to be deployed. Our personnel traveled to the supplier’s warehouse to take delivery. Over 60 ACS personnel worked around-the-clock to apply our previously built images and configure and install the laptops and 500 printers.







DECC Metrics�
�
Calls�
Contract Requirements�
Actual�
�
% Completed�
no less than 95%�
96.20%�
�
% Referred�
no more than 5%�
3.80%�
�
% Abandoned�
no more than 10%�
6.30%�
�
Average Delay�
no more than 45 sec.�
13.6 sec�
�
Average Length�
no more than 10 min.�
4.3 min�
�
Prime Hours of Operation (0600-1800)�
�
Exhibit 7: Metrics Help Ensure Service Quality
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