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1 Executive Summary

MarLaw Systems Technology Inc. (MarLaw) is currently providing comprehensive communications engineering services and IT support to a number federal agencies.  Our clients include numerous agencies within the Department of Commerce, Department of State, Department of Defense, Department of Health and Human Services, and the Department of Housing and Urban Development.  In order to supplement its considerable depth and breadth capabilities, MarLaw has teamed with RGII Technologies, Inc. who provide tremendous flexibility in responding rapidly to contingency requirements anywhere in the world.  This is a unique asset that can allow us to temporarily leverage proven personnel to handle a short-term need through managers coordinating their assets for synergistic results for SI support.  RGII is the Federal Government Subsidiary of Computer Horizons Corporation with $350 million in annual sales and 4,000 employees, and is currently supporting the SI Hall of Oceans Project.  MarLaw has successfully teamed with RGII on many federal IT support contracts, and thus our teaming relationship will be seamless.
In its role as a Smithsonian Institution contractor, MarLaw will be marshalling resources and, as and when needed, subcontractors and vendors to apply experience, personnel, and IT support for the Smithsonian Institution’s Customer Support Services.  The most important factor influencing our management approach is the overriding need to meet the fast turn-around required by the Smithsonian Institution, at a competitive price, while being responsive to the changing requirements of the Smithsonian Institution’s network end users. 

MarLaw is committed to working with the Smithsonian Institution in achieving its goals and objectives, and our approach is based on the following three principles:

· Service.  MarLaw understands the needs of the Smithsonian’s staff, how to work within the Smithsonian culture, and the need to conform to the Smithsonian way of doing things.

· Competence.  MarLaw will provide experienced personnel who have the skills and aptitude to perform their assigned tasks efficiently and correctly, the first time.

· Value.  Working on a fixed-price labor hour basis, success depends on our being a cost-effective extension of the Smithsonian staff.

Our project management approach is based on the principles of the Project Management Institute (PMI), true Government/contractor partnership, ISO 9001:2000 and total quality management.  Our goal is to provide quality deliverables within schedule and budget constraints, and to exceed all contractual requirements.  Our corporate policies, procedures, staff certifications and qualifications support our corporate philosophy:  Our client’s success is our success!

MarLaw is an award-winning full-service systems integrator with an impeccable federal customer support services track record.  One of our strongest core competencies is providing customer support and Help Desk services for over 100,000 users, and is at the heart of our most successful contracts.  Team Partner RGII is a member of the Help Desk Institute and participates on the Customer Support Best Practices Committee. We will leverage our Help Desk experience and Best Practices to provide the highest quality guaranteed customer support services for the Smithsonian Institution Customer Support Services.
2 Staffing Plan

MarLaw has over eighteen years combined experience supporting technical contracts similar to this Smithsonian requirement, and thus has access to full time personnel with the requisite qualifications to successfully support all the tasks identified in the RFP.  

Our candidates have impressive credentials, and have each participated in efforts that are similar to the current Smithsonian support requirement.  Our proposed personnel have held positions with similar requirements both in government and private sectors, which provides a balanced pool of experienced staff members from which to draw the right expertise. The total number of MarLaw candidates meet the requirements of this solicitation is 144 as shown in the table below.

	Senior Customer Service Technician
	15

	Customer Service Support Technician
	69

	Customer Service Support Technician/HEAT Administrator
	25

	Desktop Support Technician
	35


The percentage of MarLaw personnel who possess significant experience relative to the proposed area of expertise for each labor category are as shown in Exhibit 2-1 below. The total number exceeds 100% due to the fact that some personnel have multiple certifications.
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Exhibit 2-1:  MarLaw Personnel Qualifications, Certifications, and Licenses

2.1 Staffing Plan (C.5.7.4)

	Position
	Name
	Formal Education
	Balanced Formal Education
	Systems

Experience
	Oral and

Writing Skills
	Technical Leadership

	Sr. Customer Service Technician
	Rocco Falvello
	BS, MCSE, CAN,  A+
	Computer Science Business
	NOVELL, HEAT, Remedy, MS, CISCO, UNIX, DELL
	Excellent
	Successful Mgr, Team Lead, Teacher

Tier 3 Admin

	Customer Service Support Technician
	Perry Blum
	AS, A+, MLP
	Information Technology

Business Mgmt
	UNIX, MS, Laptop/Desktop
	Excellent
	Successful Assistant Computer Service Mgr

Support Lead

	Customer Support Technician/HEAT Administrator
	Arnissa Pratt
	Some College, A+, HDA
	Political Science

Computer Science
	HEAT, NOVELL, CITRIX, MS, CRYSTAL
	Excellent
	Successful HEAT Admin

Tier II Support

	Desktop Support Technician
	Eskender Mulugeta
	BS, MCSE, CNA, A+
	Computer Science
	NOVELL, MS, UNIX
	Excellent
	Successful Designer 

End-user Trainer


2.2 Key Personnel Skills (C.4.2.1)

MarLaw has included only one resume for the Sr. Customer Service Technician position – Mr. Rocco Falvello.  Upon contract award, Mr. Falvello will be made available to the Smithsonian Institution support contract and assume responsibility for all MarLaw customer support activities. 

2.3 Staff Competency and Current Tasking (C.4.2.2)

MarLaw’s candidates have impressive credentials, meet or exceed all the education and experience requirements,  and each have participated in efforts similar to the Smithsonian Institution Customer Support Services requirement.  Many of our proposed personnel have held similar positions in both the Government and private sectors, which provides a balanced pool of staff members from which to draw the right expertise.  All MarLaw personnel being proposed for this Smithsonian Institution support requirement have at least five years current experience with appropriate degrees and/or certifications.

2.4 Deliverables and Documentation (C.4.2.3, C.4.2.4, C.4.2.5)

MarLaw will deliver all documentation in accordance with the standards set out in the Smithsonian Institution Life Cycle Management (LCM) Technical Standard and Guideline (TSG).  All LCM deliverables will be delivered in an electronic format approved by the SI.  

Effective technical documentation provides benefits to the client by enabling the organization to get the most from their investment in sophisticated business systems.  In order to provide effective documentation that provides benefits to the SI, MarLaw will provide people who can quickly grasp new concepts and use the power of information technology to do their jobs more productively.  Our development methodology will keep all documentation projects on track from initial planning through implementation.  

The MarLaw approach to technical documentation requirements is to analyze who's going to use the system, how they will use the technology to do their jobs, and what they need to know to get the job done.  We then develop technical manuals and user guides so users can find exactly what they need, when they need it.  Upon completion of the writing phase, we review the compiled text, prepare the art work, merge the text and art, prepare the final editor’s draft, review and edit, submit for client review, and finally publish the finished copy.  

Quality Control

MarLaw is dedicated to delivering quality services that meet or exceed the Smithsonian Institution’s Performance Requirements and Objectives.  Key elements of our Quality Control program for contract task orders are:

· Meeting Performance Objectives.  Internal audit, analysis, and reporting of daily performance to meet and exceed the Performance Objectives of call servicing, problem resolution and user (customer) satisfaction.

· Accurate Record Keeping.  Contract and Project Manager records and files, Standard Operating Procedures, data to track problems, problem resolutions, and lessons learned.

· External Reviews.  MarLaw corporate management will be involved to ensure client satisfaction and completion of program performance objectives.

· Ongoing Improvement.  Procedures and processes to ensure continuous operational improvement will be employed.

Our quality system satisfies these objectives by implementing a series of standards and procedures and through continuous internal and external monitoring as shown in Exhibit 2-2.  
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Exhibit 2-2:  MarLaw Quality Control Project Work Plan

The quality control review process begins with the establishment of clear requirements and objectives from the Project Work Plan.  The project team maintains a continuing diary of steps taken, methods used, results, problems encountered, problem resolutions, coordination, and other important information in the Project Folder.  The Project Folder consists of both electronic and paper information, and each functional area maintains a sub-folder of the project.  Our Project Folder method facilitates technical and progress reviews, and maintains continuity during personnel changes.  MarLaw’s project staff will work together as an integrated Team.  

The MarLaw internal quality control, inspection, and feedback system facilitates internal and external monitoring and auditing in the areas of Project Management Reporting, Operations Review, and Customer Satisfaction Surveys.  The Project Manager is responsible for reviewing our day-to-day performance, evaluating quality problems and implementing changes.  Proactive planning will not only ensure services are satisfactorily delivered, but will also provide a foundation to correct the deficiencies early and implement preventive measures for their recurrence.

2.5 Personnel Security (C.4.2.6)

MarLaw recognizes and understands the importance of safeguarding information through our defense community connections that stem from extensive experience working with various agencies.  All MarLaw and team member personnel to be employed on Customer Support Services will be properly briefed and will sign a Non-Disclosure Agreement.  

MarLaw has standard safeguards already in place to ensure that information is accessed only by authorized persons with valid need-to-know, is used only for its authorized purpose, retains its content integrity, is available to satisfy mission requirements, and is marked and labeled as required.  

MarLaw will perform security related background checks and investigations on all candidates for IT positions as required by the Smithsonian Institution IT Security Controls Manual. Within five days after a new hire, MarLaw will provide the COTR with a completed Standard Form 85P, Standard Form OF 306, and a Standard Form 87.  Termination or resignation of personnel will be reported to the COTR within one day.  In addition, MarLaw screening checks for IT personnel includes Citizenship, FAR 1352.237.72, Fingerprinting, Special Agreement Check, National Agency Check, Drug Screening, Criminal History Inquiries and Credit Checks.

3 Past Performance (M.1.2)

3.1 Past Experience (M.1.2)

MarLaw and its team partner are providing help desk services and management support, using HEAT and Remedy for trouble ticket tracking, for a number of Government agencies that include Department of Defense, NOAA, Department of Justice, and Department of Housing and Urban Development.  We also operate and maintain HEAT databases and provide help desk database support for all our developed applications.  Our staff generates, compiles, and produces reports on relevant database metrics using Crystal reports.  

For example, we manage and staff 18 separate 24x7 Help Desks within NOAA that includes timely responses to over 10,000 users in the Metro DC area via telephone, intranet, and walk-ins for on-site hardware and system problems.  We provide Levels 1 and 2-problem resolution and provides hardware and software upgrades for operating systems and user applications, including version upgrades, platform changes, “bug fixes” and patches, and application conversions using Microsoft SMS. Commercial applications supported include the Microsoft Office Suite (Word, Excel, PowerPoint), Microsoft Project, Access, Internet Explorer, Outlook Mail and Calendar (including Web Access), Corel Office Suite (WordPerfect, Quattro Pro, and Paradox), Lotus Spreadsheet and Notes/Domino, Netscape Browser, Communicator and Calendar, Perform Pro Form Filler and Designer, InForms and Designer; various viewer applications, access applications such as File Transfer Protocol (FTP), Telnet, Virtual Terminal, Citrix screen capture, and other TCP/IP Services.

We are also operating the U.S. Coast Guard National Pollution Fund Center Help Desk, responding to over 800 help calls per month from approximately 2,000 users.  Our help desk technicians assists end-users with problems involving Windows 98/2000/NT/NTAS, SMS, Oracle 7.0, Citrix, Remedy 4.0 change/asset management tool, and Oracle financials, including loading, testing, training, and operation of software. As an additional responsibility under this task, we established and manage a documentation library and a software library.  The documentation library includes installation instructions and reference and user manuals for all hardware and software.  The software library consists of the original electronic media for all software operation on the systems.

3.2 MarLaw Contract Descriptions (M.1.2)

	Project Title:  NSWC Aegis Computer Center Customer Support Services

	Prime/Sub:     Prime Contractor.  No Subs
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	1. Customer:
    Naval Surface Warfare Center

    Aegis Computer Center

    17320 Dahlgren Road

    Dahlgren,  VA 22448
	2. Contract No./Type:
    N000178-96-C-20-6
    FFP Performance Based

	
	3. Period of Performance: 

    Oct 2000 – Sep 2005 
	4. Contract Value:
    $5,000,000



	
	5. Technical POC:
    Ms. Gail Bushrod COTR

    (540) 653-8498  Tel

    (540) 653-2092  Fax

    gbushro@nswc.navy.mil
	


Description of Effort: MarLaw provides support services to the Naval Surface Warfare Center (NSWC), AEGIS Computer Center (ACC) on a variety of projects. MarLaw has been providing support to the NSWC since 1992. Contract activity supports approximately 600 local users, and over 1,000 users nationally.  This omnibus contract provides a variety of services to the NSWC that includes: network operations support, network cabling support, help desk and contact center support; and database administration and support. 
Customer Support Services: Contact Center is web-based with e-mail, telephone, and Fax support.  FAQs are posted on a web-based application.  Data is managed through an ORACLE knowledge base, and statistical analysis is performed for all Contact Center functions and activities.  We also employ Interactive Voice Response Systems (IVR), CRM tools, and Broadcast FAX technology.  Applications are resident on a Microsoft Windows 2000 operating system on a main server.  A secondary server, configured running Windows XP, is also maintained.  Upgrades to both operating systems are applied, local and remote backups are executed, and a disaster recovery plan is in place.  We currently staff a “Help Desk” daily for routine inquiries and respond to requests within thirty (30) minutes; train each new employee on NSWC computer equipment and application software when they are provided an account on the system; monitor computer user activities such as: formatting disks; creating files, folders, directories; copying and deleting files, folders and solutions.   Analyze, troubleshoot, and advise callers for solutions to computer and peripheral equipment malfunctions; maintain the integrity of the NSWC automated system to enter/log assistance for requests as the calls are received; provide appropriate professional assistance and follow-up to all help desk callers; provide technical support and representation in acquisition of equipment; perform evaluation and testing of all software applications and equipment.  Maintain equipment status, maintenance and repair records.  Serve as center representative and coordinator of equipment in need of repair to vendors.  Maintain and enhance existing COTS, GOTS, and custom software applications.  Create end-user documentation, and maintain software development methodology documentation.  Conduct design reviews for COTS, GOTS and custom application roll-out. 

	Project Title:  USDA CSREES Customer Services Support

	Prime/Sub:     Prime Contractor.  No Subs
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	1. Customer:
    U.S. Department of Agriculture

    Waterfront Building, Floor 4

    800 9th Street, SW

    Washington, DC
	2. Contract No./Type:
    53-3K06-2-0200

    FFP Performance Based

	
	3. Period of Performance: 

    Oct 2000 – Sep 2005 
	4. Contract Value:
    $2,300,000



	
	6. Technical POC:
    Mr. Art Pridemore

    (202) 257-6291

    apridemore@reeusda.gov
	


Description of Effort: Primarily responsible to provide network administration support, PC systems integration, office automation, programming and end-user support to include: daily technical support, system administration and other technical services for the Cooperative State Research, Education and Extension Service (CSREES) computer resources.  Maintain continuity and integrity of the existing systems, while implementing new enhancements and upgrades.  Monitor application performance and perform routine information technology functions.  We operate and maintain the CSREES information technology resources 24 hours per day, seven days per week.  We staff the helpdesk daily between the hours of 7:00 AM – 5:00 PM, and provide on-call service at other times.  We perform maintenance repair, database software services, systems security, and systems administration services for all IBM and IBM-PC compatible microcomputers, fileservers, and peripheral equipment located onsite at CSREES locations.  The average number of seats is 500.  Maintain personnel expertise in the following areas: file server set-up, repair, and maintain as appropriate: IBM, IBM-PC compatibles, SUN Unix, Linux, and Windows NT file servers.  Submit and maintain a Quality Control Plan.  
Help Desk Services: Staff a “Help Desk” daily for routine inquiries and respond to requests within thirty (30) minutes; train each new employee on CSREES computer equipment and application software when they are provided an account on the system; monitor computer user activities such as: formatting disks; creating files, folders, directories; copying and deleting files, folders and solutions.   Analyze, troubleshoot, and advise callers for solutions to computer and peripheral equipment malfunctions; maintain the integrity of the Action Line automated system to enter/log assistance for requests as the calls are received; provide appropriate professional assistance and follow-up to all Action line callers; provide technical support and representation in acquisition of equipment; perform evaluation and testing of all software applications and equipment.  Maintain equipment status, maintenance and repair records.  Serve as center representative and coordinator of equipment in need of repair to vendors.  Maintain and enhance existing COTS and custom software applications.  Create end-user documentation, and maintain software development methodology documentation.  Conduct design reviews for COTS, GOTS and custom application roll-out.  
Systems Administration: Conduct morning and afternoon physical checks of the computer rooms.  Document in writing all configuration changes made to operating systems, ensure operations log book is accurate and up to date.  Install and maintain latest service packs (patches), ensure that installation of service packs do not negatively impact the systems operations.  Perform all services necessary for the efficient and effective operation and maintenance of the CSREES system backbone/infrastructure on a 24 hour, 7 day a week unattended bases; install, configure, and maintain file servers, network operating systems,  routers, hubs, switches and related items; resolve network malfunctions within one hour; create batch administration scripts as required to improve operations; conduct daily system backups; review and analyze requests for network connectivity; install new users within 48 hours of request; maintain the Internet connections as required; assist in developing security and disaster recovery in LAN policies as required.  We manage and control Netware printing, user accounts and log-in security, network file systems and file security, the Netware server console, log-in scripts, network applications configuration,   DNS security, Netware installation, users and group accounts, file and directory permissions, server resources, network printers, maintain and troubleshoot server problems, backup and restore system configuration files.  We also configure UNIX system hardware and software, tune and customize the runtime system to meet local system needs, and administer the routine operation of the UNIX system.  We ensure the health and well-being of the network, install and configure hardware and software, and ensure that the infrastructure of the network is sound.  We provide electronic mail system administration, deploy and configure installations, perform upgrade from previous versions, network addresses, manage day-to-day operations, configure storage, manage users and groups, implement security measures, configure mail services, trouble shoot and perform other vital administrative tasks. We perform research, execute and deploy new methods and trends for system architecture and Internet/intranet interfacing.  Perform client training in new trends and methodologies for Internet/intranet interfacing.  Recommend new policy and procedures for implementation and execution of new methodologies.  Perform all server management and administration.

3.3 RGII Contract Description (M.1.2)

	Project Title:  Defense Enterprise Computing Center, Mechanicsburg (DECC Mech)

	Prime/Sub:     Prime Contractor

	[image: image12.png]& Command WorkStation 4
File Edit Actions Server Window Help

[ Ispooing | |spoclediheld || waiingto process || processing || processediheld || waitingto print [ printing

Adgizt, 2004
WO

| Final Proposal.doc - Microsoft Word
] Pie Chart.doc - Microsoft Word

Fle Bt Wow e Fgmat Dok Data chart window Eep Type @ question o e =
= - — Pin_| Hod | Processiio Dotz | Auchive | Frevien | impose | Properies
D& GBox [ | &E e o B = ? s % EIRE
] [EEREEREE EEER RS R
£ SRR SR RS R Jo Status | user Joo e Dstemine
E Cris Foreman B UiNerk Fls/AMTAMS-Riect sheet 25004 62728
N cris foreman B cdl cover zep. 51412004 1:30:38 PM. s
cris foreman B cdl cover zep. 51412004 1:30:01 PM. b4 1:03Pm
cris foreman % presentation back 21212004 11:41:15 AM oy
i B veleted Ttems - Microsoft Outlook =[x
L File Edit View Favorites Tooks Actions Help Type a question for help o
M ] HNew - & 1Y X GoReply fiReplyto All 4 Forward =% Send/Receive 23 Find %
eI outlook beeted Tiems
i H H oxiook shert. | [Fader et x|[t/B % 8lFon TSt e
1 HUncertified | © contacts [A & Codtes, Lakeesa FW: RGI Helpdesk Proceclres Wed 7/7/2004 1:16 P
inprocess | @ belted ttems
M 7 mDell H & prafts
Microsot | Tt (29) box copr Roter aor e -«
/ St | 7 (%J ‘ @ cooper Robert e Coor Pt Wed 772004 10:19 A
H osun H ournal
- aasco | ] © rae:
H OPeoplesoft | % Calendar G Outbox Foreman, Cris Color Printer Wed 7/7/2004 10:04 AM
1 mHp 1 B Sent Ttems
uf H DORACLE H D Tasks
H H <
7 mRaptor 7 = @ Personal Folders
=Rational M ot Pt 0 petty, Octavia P Business Cards Wed 7/7/2004 10:03 M
i aFoundry .
Shebosk | 7 1o e E Conmniae cume
saissp D ireso O e i, Vorvarh WL ENC Presentaton Wed 71712004 955
| D teroso | et ems
7 1 [ icroso ® B prafts
i [ teroso = 2 Trbox
s aaa——— [ Microso. B Archives Fresland, Greg RE: EMC Presentation Wed 7/7/2004 9:54 AM
1 [ wieroso @ il coxan
[ irosa | Busitess 8 Business cands
[ iross | DEvEREEN! 23 Business Developn Tom Hackett Woscow support & Russs updte Tus 74612008 11145 00
b 0 wierosa @

| [ woroso B chris parrotta
Y BT B commtts A pety, octavia Tue 7j6f2004 9:21 At
N I IFoundy [<] B Company Logos

5 i printea s @ bioma
B pisplay & Angie Foster Jaysoris Bithday Tus 7/62004 8146 AN
T bon Mecarthy/Ad

lunch... 0 Fact Sheats

Av A Ay shorteuts gz“ :”‘“‘"“:S [ @ 0T Work van for ssle Mon 7/5/2004 3:38 PH
reg Frecland v

| Other shorteuts ]

151 Ttems, 6 Unread
Double-cick o Ed: Microsoft Graph Chart

ELEEEE L - T @ oo, | Eaostt. | Moot | | 8 A3%0 QWS 1o7om





	1. Customer:
    Defense Computing Center.

    Mechanicsburg.
	2. Contract No./Type:
    DCA200-01-P-5249/T&M/FP

	
	3. Period of Performance: 

    May 2001 – Apr 2005 
	4. Contract Value:
    $3,291,560



	
	5. Contracting POC:
    Mr. Joseph Jurdana

    (717) 605-4610
	6. Technical POC:
    Mr. Denny Hultzapple

    (717) 605-4316


The DECC Mech facility provides centralized information system processing services to a diverse customer base from Department of Defense (DoD) Agencies, including the Joint Commands, all Military Departments, and other governmental agencies which may obtain services on a reimbursable funding basis.  All information processing, software development, and related technical services are provided to the customers on a fee-for-service basis in accordance with Defense Working Capital Fund (DWCF) guidelines.  The DECC Mech mission depends on the successful, well-maintained operation of the hardware components and interconnected sub-systems. 

We support 100,000 DECC Mech customers with help desk problem management and customer service operations. Working three shifts for 24 X 7 coverage, we provide remedial and technical support to users of DECC Mech computer systems. This performance-based contract supports both mainframe and client-server environments. The operating environment at DECC Mech is volatile as new hardware, software, and application systems are implemented weekly with RGII providing support upon implementation. Ten different programming languages are supported. Communications networks supported include:
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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 assigned to the DECC.  

RGII personnel at the DECC-Mech Help Desk provide maintenance (application fault resolution) and customer training for Windows applications and 14 enterprise applications for both the mainframes and the client-servers. We receive and 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. 

4 Management Approach

MarLaw executive management will ensure that each level of project management has the required autonomy to make on-the-spot decisions, within their areas of responsibility, to provide the Smithsonian Institution with quality, cost-effective, and professional services.  We define autonomy as the ability to make decisions without encountering the bureaucracy inherent in larger organizations with multiple management layers.  Each successive level of management has the requisite authority to make decisions within their area of cognizance, ensuring the autonomy and capabilities necessary to accommodate all the Smithsonian Institution requirements.
4.1 Corporate and On-Site Task Order Management

MarLaw is providing the Smithsonian Institution contract with the high-level corporate management attention needed to ensure high quality support, as shown in Exhibit 4-1.  This attention management is exemplified by the following methodology:

· A Direct Chain of Command to Senior Management.  The chain of command from the Project Manager to the MarLaw Chief Executive Officer is direct, which enhances the visibility of the Smithsonian Institution contract at the highest level of MarLaw management.

· A Commitment of Senior MarLaw Managers to Maintain Personal Involvement.  This project will receive the personal attention of Chief Executive Officer Ms. Gloria LawLah-Walker, and the Chief Executive Officer of our RGII partner Ms. Kathryn Freeland M.B.A.

· Ready Access to MarLaw Management.  These managers will provide the link to MarLaw’s extensive experience, including similar projects that MarLaw is supporting.

Because of the scope and complexity of this contract, MarLaw is providing an overall Contract Manager at no charge to the Smithsonian Institution. Our Contract Manager, Mr. Phillip Nierad, will have total management responsibility and authority for the performance of this contract.  He will have the authority to initiate work tasks without consultation with higher management, and he will have access to the full team resources to meet quick turnaround requirements.
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Exhibit 4-1:  MarLaw Management Organization

The MarLaw Contract Manager, Mr. Phillip Nierad, reports directly to the MarLaw CEO, Ms. Gloria Lawlah-Walker.  This provides the two principal benefits of autonomy and ready access to the combined MarLaw and team partner corporate resource base in the best interest of rapid response and professional performance.  Mr. Nierad has extensive experience managing similar contracts for NOAA, State of Maryland, and the Department of the Interior.
MarLaw uses a structured Management Plan in its approach to the management of multiple task orders under a current contract base.  MarLaw has developed this project management approach based on the principles of total quality management and Earned Value Management (EVM).  This approach to integrated project management is illustrated in Exhibit 4-2.  We use EVM as a general project management methodology that emphasizes accurate tracking of project status and performance, so that intelligent choices and trade-offs among competing project constraints can be made early in the lifecycle.
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Exhibit 4-2:  MarLaw Integrated Management Approach

Our goal is to provide quality deliverables within schedule and budget constraints, and to meet or exceed all contractual requirement.  Our capabilities, experience, corporate policies, procedures, staff qualifications, and management organization all reflect these considerations 

4.2 Task Order Response

Within 15 days of receipt of a Task Order requirement, MarLaw will submit a proposal that includes either a firm fixed price or time and labor proposal depending on the work effort required.  We will execute our standard Task Order Management Process as depicted in Exhibit 4-3.  MarLaw will begin work on each Task Order within ten days of the receipt of an executed Task Order and/or notice to proceed.  
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Exhibit 4-3:  MarLaw Standard Task Order Management Process

The steps within this process map the progress of the Statement of Requirements through Task Planning, Task Award, Task Initiation up to the actual execution of the Task.  The Task Order Management Process is essentially three (3) steps.  The first step is the Plan, Estimate, Bid and Award step.  The second step upon Award of the Task is the Task Initiation, Transition or Startup step.  The third step is Task Order Execution following the approval of the Final Task Work Plan by the Client. 

As part of the initial step in preparing the Task Work Plan, we prepare a Work Breakdown Structure.  This WBS is similar to the example identified as Exhibit 4-4 below, and is used to develop labor requirements, equipment needs, schedule parameters and the initial task budget.

[image: image8]
Exhibit 4-4:  MarLaw Standard Work Breakdown Structure.

We use automated tools such as Microsoft’s Project, Word and Excel to develop a consolidated Task Order Work Plan.  This work plan is prepared to estimate a Task Order for review by management prior to submission.

Once an assignment is under way, MarLaw updates the Task Work Plan to reflect events, if any, not included in the original requirements, and to adjust the schedule as needed.  For complex assignments, the major activities presented in the schedule will be expanded into more detailed activities, as required.  In those instances where activities cross organizational lines, representatives from all groups concerned will contribute to the definition of required interfaces.

Changes or additions to the assignment work plans are reported to the COTR, and to MarLaw project personnel.  We always support three levels of status reporting:  (1) project and assignment milestone reporting on designated personnel; (2) assignment and major activity reporting; and (3) detailed assignment reporting by assignment and resource category.  The level of planning and tracking required is determined by the complexity and number of assignments, and the size of our project staff.  

4.3 Workforce Management

MarLaw, per Task Order, will analyze historical work volume, employee availability, schedule preferences and trends to accurately forecast and schedule staffing resources to meet required and fluctuating workload requirements as presented in Exhibit 4-5.
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Exhibit 4-5:  Workforce Management Process

4.4 Subcontractor Rationale and Rapid Response Capability

In order to supplement the considerable depth and breadth of its capabilities, MarLaw has teamed with RGII Technologies, Inc. who provide tremendous flexibility in responding rapidly to contingency requirements anywhere in the world.  This is a unique asset that can allow us to temporarily leverage proven personnel to handle a short-term need through managers coordinating their assets for synergistic results for Smithsonian Institution support.  For example, we provide a rapid response capability to the Defense Information Systems Agency (DISA) for Command, Control, and Communications equipment maintenance and repair functions at the National Capital Region, DISA Europe (Vaihingen, Germany), and DISA Pacific (Wheeler AFB, Hawaii) on a 24x7 per-call time and materials basis.  The routine premise equipment response criteria for DISA PAC, and DISA EUR is eight hours.  We also provided rapid response to DISA, through the DECC MECH contract, in response to the September 11, 2001, terrorist attacks.  Another example of our capability; When Hurricane Floyd approached the east coast of the United States on September 16, 1999, the NOAA network received more than one million hits per hour and the overload almost rendered the network inoperable.  Our response team provided the rapid response surge effort to resolve the network bandwidth and capacity limitations to enable the flow of information around the clock.

4.5 Communications and Reports

Effective communication is the most critical element of Task Order management.  The Contract Manager has the responsibility to foster open communications throughout the MarLaw and Smithsonian Institution chain of command.  This communication is depicted in Exhibit 4-4.  
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Exhibit 4-4:  Project and Task Lines of Communication

The MarLaw chain of command, from the project team management and technical staff to the corporations presidents, is designed to provide the maximum visibility of all aspects of the Smithsonian Institution Customer Support Services support.  

Reviews

ADVANCE \d3The MarLaw Project Manager will coordinate Task Orders through the following primary meetings with the Smithsonian Institution:

· Weekly Meetings

· Assess status of all task and contract actions

· Review financial and contract compliance matters

· Highlight areas requiring increased coordination

· Identify problem areas

· Monthly Status Reviews

· Technical Reviews

· Coordinate with Client regarding technical performance

· Facilitate timely identification and resolution of potential problem or risk areas

· Quality Assurance Reviews

· Perform work assessment and in-process peer reviews

· Identify problem areas and initiate corrective action

Reports and Deliverables

MarLaw will submit the following deliverables and reports for each Task Order:

· Monthly Status Report.  Written report to the COTR including work accomplished and percent completed.

· Bi-Weekly Status Report.  Written report to the Technical Manager of each Task Order including work performed, objectives met, significant problems and their resolution, time sheets, objectives for next period.

· Task Order Deliverables.  Three copies of each deliverable specified in the Task Order

· Deliverable Schedule.  Deliverable schedule and milestones for each Task Order

All Task Order deliverables will be made to the COTR unless otherwise specified in the individual Task Order contract.  Written reports will be delivered in MS Word.

5 Technical Approach (C.5.4)

MarLaw customer support technicians will utilize best practices approved by the Help Desk Institute to support all Smithsonian Institution IT services including: administrative computing, E-mail, calendaring, networking, telephone services, desk top computing PC/Linux, remote access, and scientific computing.  We will respond courteously to user requests via phone and E-mail and provide outage notification via phone, Web, E-mail, or other mechanisms required by the Technical Manager. 

5.1 Helpdesk Support (C.5.4.1)

The key ingredients to achieving a Help Desk that increases user satisfaction and productivity are to properly define the operating processes, policies and procedures of the Help Desk, and to select the appropriate technology to enable these elements.  MarLaw has successfully combined these ingredients and implemented customer support services that meet the current and future needs of our numerous federal clients.

As directed by the Technical Manager, MarLaw will provide the Smithsonian Institution end users with immediate access to experienced and efficient help desk support, and qualified problem solving support, with all calls being entered into the HEAT and SurveyTracker systems.  This support will be available continuously from 7:00am to 5:30pm local time, Monday through Friday.  Smithsonian Institution employees will have immediate access to qualified Help Desk technician during normal operating hours, and receive courteous and efficient service.

5.2 Desktop Troubleshooting (C.5.4.2)

MarLaw Help Technicians will provide desktop hardware and software trouble shooting and problem resolution including researching and applying vendor fixes/patches, obtaining additional support where necessary, and performing preliminary diagnoses of problems originating in networks or servers.  Based upon our extensive current experience providing Help Desk support to a wide variety of customers in the federal and commercial arenas, MarLaw Help Desk technicians will offer expert and creative solutions to user problems and thus ensure user satisfaction and productivity.  

MarLaw will provide technically accurate solutions to Smithsonian Institution user problems based upon its detailed knowledge of relevant products, current support policies, and methods of support delivery.  MarLaw also maintains Service Level Agreements (SLAs) with many OEMs for Tier 3 support to provide technically up-to-date solutions to Smithsonian user problems.

5.3 Hardware/Software Recommendations (C.5.4.3)

MarLaw will make recommendations for desktop hardware and COTS software to meet specific requirements, and will provide a process for the rapid distribution of knowledge and information.  We will also develop, define, and communicate user/technical information for products supported by the Help Desk.

5.4 Problem Analysis (C.5.4.4)

MarLaw Help Desk technicians will thoroughly analyze and document customer problems and service requests, and provide timely response.  Our technicians will respond to, research, and resolve complex questions received via telephone, E-mail, Web, callbacks, or escalations, and will provide support on electronic services in accordance with service level agreements.  MarLaw has an Information Technology Advisory Group (I-TAG) team to assist Help Desk technicians and clients when there is a problem they cannot solve and/or IT advice is needed,  and we will support the Smithsonian Institution Help Desk with our extensive corporate research and knowledge databases when necessary.

5.5 Operating Procedures (C.5.4.5)

MarLaw develops, maintains, and implements Standard Operating Procedures (SOPs) for all our Help Desk operations at federal facilities.  We will leverage this experience and know-how to assess the Help Desk operating procedures and documentation, and provide feedback to the Smithsonian Institution   The Help Desk  SOPs should provide for the integrity, reliability, and continuity of help desk operations, and we will review them quarterly to ensure SOPs are current and up-to-date. 

5.6 Problem Trend Analyses (C.5.4.6)

Help desk problem trend analysis is very important to ensure that the Customer Support Services Division is kept informed of the problem trend and their resolutions.  MarLaw technicians will perform problem trend analyses on the Help Desk data, including problem statistics from the HEAT and SurveyTracker systems, and provide the results to the Smithsonian staff.  
5.7 Install and Configure Hardware/Software (C.5.4.7)

MarLaw will install and configure desktop hardware and software as required by the Task Manager.  MarLaw has 18 years experience in supporting, managing, configuring and upgrading desktop environments that include both PC and Mac hardware/software.  We upgrade operating systems, user applications, patches, bug fixes, and application conversions using Microsoft SMS, and LANDesk.  MarLaw will verify that the software or hardware product meets the requirements, and to obtain the system owner’s acceptance and approval of the installation or upgrade.  User training will be given to complete the installation process.  MarLaw will evaluate COTS applications to satisfy Smithsonian-specific requirements including the use of other development tools.  MarLaw will also provide updated documentation for enhanced systems, and migration of applications systems to new environments.  

5.8 HEAT and SurveyTracker Maintenance (C.5.4.8)

As an experienced HEAT integrator and FrontRange partner, we are able to provide expert operational support, upgrade support, maintenance, and develop vendor approved customizations.  As experienced operators and managers of help desks and multi-channel contact centers, we have extensive experience with automated customer survey applications including NOBLE, SurveyTracker, and our own custom developed CRM Tool.  
5.9 Management Reports (C.5.4.9)

MarLaw will issue monthly Quality Control metrics reports from the HEAT and SurveyTracker systems that graphically depict the number of calls received, duration of open calls, number of closed calls, calls open over 30 days, and breakdown by organization codes, individual users, problem types and average time of resolution.  Other Help Desk reports will be produced upon request.  The tracking database reports can be categorized by type of problem, or technician name.  MarLaw will evaluate Help Desk reporting requirements and make recommendations for future reports. 

5.10 HEAT Training (C.5.4.10)

Experienced MarLaw Help Desk technicians will provide onsite and remote training (computer-based and/or Web-based) on the use and operation of HEAT, and will also provide training workshops if required.  We also develop and provide technical coaching and mentoring to other Help Desk and corporate employees.  In addition, MarLaw will coordinate Help Desk-wide special projects, and lead or assist other Help Desk staff in support of major or complex COTS products.  We will also act as product liaison for major products, working with other groups as required to solve technical issues.

5.11 Hardware/Software Test and Evaluation (C.5.4.11)

MarLaw will test and evaluate desktop hardware and software products in a user environment using system images, standard applications, user data, and maintain log records of test results.  

5.12 Standard Desktop Images (C.5.4.12)

MarLaw will assist the Smithsonian Institution in the development and maintenance of standard desktop images with a major focus on the use of Best Practices.  MarLaw has successfully used Ghost software, a best industry practice  to quickly and easily set up multiple computers to ensure accuracy and consistency.  This process was used at NOAA, Department of State, Federal Housing Finance Board and Federal Deposit Insurance Corporation. 
5.13 Standard Desktop and Telecommunications Support (C.5.4.13)

MarLaw will perform standard desktop support functions as required by the Smithsonian Institution including the installation of vendor patches, resetting accounts/passwords, modifying configuration/parameter settings, installing client upgrades, and any other tasks as required.

Appendix A – Resumes

POSITION: Contract Manager
NAME:  Phillip Nierad
EDUCATION

B.S., Management, Golden Gate University, 1987

EXPERIENCE

RGII Technologies, Inc.

1997 – Present

Project Manager

Single point of contact with the customer on multiple projects with responsibilities for:

· Day to day operations on all tasks, 

· Program/project cost, schedule, and performance, 

· Customer deliverables, 

· Accuracy of business operations information,

· Resource management, 

· Problem identification, recording, resolution,

· Project status generation and publication.

2004-Present

DIA

Test Engineering

2003-2004

DOC Cams Support Center
Network Administration/db, Administration/Helpdesk Services/Software Configuration Management

2004

NOAA/Acquisitions Management

Records Management

2001-2004

Federal Housing Finance Board

Network Administration/helpdesk Services/ Web

Development/COOP

2001-2004
State of Maryland
Mainframe Programmer/Analysts

2000-Present

NPS, DOI


Boston, Network Administration/ Helpdesk Services

Ellis Island, Network Administration

2001-2003


NOAA/NESDIS
Records Management/Web Development/Disaster, Recovery/Workflow S/W         

CWIPS, dB Development

NPOESS, Purchasing Agent

2002-Present

Nites, NOAA/CIO
Web Development and Management

2002-2003
AWIPS, NOAA
Records Management

2002-2003

FMD, NOAA
Facilities Management

2001

CENSUS, DOC

Records Management

2000-2003

NAVSEA, PMS440D
Records Management

1998-2001
NEXRAD, NOAA/SAO
Records Management
        

1997-1998

USCG, DOT
Network Administration/Helpdesk Services

For Your Information, Inc. 

1996 to 1997

Senior Systems Analyst

A member of a team that converted a 2,000+ user network from CTOS (a Unisys O/S) to Windows NT.  Provided customer support for 2,000+ users in a CTOS/Windows NT environment.  All new workstations are a standard build using the Windows NT O/S with MS Office, MS Exchange and IExplorer and various other specialized applications available when and if needed.  Work was in support of US Coast Guard Headquarters.  Designed, setup and implemented the Help Desk to assist customers during a transition period of seven months.  The system used was adaptable to the final network configuration and received many compliments from users.  Developed a set of Standard Operating Procedures to be used by the Help Desk to ensure consistent, reliable customer support.  Supervised the day-to-day operation of the Help Desk ensuring adequate coverage to meet customer requirements.

Pioneer Technologies Group

1994  to 1996

Project Engineer
Custom computer system design, system integration, testing, quality control, software installation and configuration and product research.  Preparation of Statements of Work, quotes, and build/configuration documents.  Pre-sales technical support for existing and future customer designs. Developed a technical review procedure for system integration increasing customer satisfaction, accuracy, and efficiency. Resolved technical issues under extreme customer pressure. Modified configuration document form to make change implementation more efficient and effective. 

Giant Food, Inc.

1989 to 1994

Department Manager
Responsible for total store operation.  Coordination of multiple service departments.  Responded to continuous business fluctuations and monitored inventory.  Controlled the handling of emergency procedures.  Responsible for customer satisfaction.  Retail store management for outlets with sales of over one-half million dollars per week. Direct supervision over staff of 30 personnel.  Developed work schedules and procedures.

Vitro Corporation

1981 to 1989

Senior Systems Analyst
Maintained communications with the major component of the Department of Defense providing answers and solutions to various technical and safety issues.  Developed training, operations and maintenance manuals for cruise and surface-to-air missiles. Provided changes to written maintenance procedures concerning safety issues so that timely updates could be produced. Coordinated the output of several groups to meet contractual requirements for the timely publication of maintenance documents.

Sperry/Seacor (Unisys)

1978 to 1981

Training Specialist
Coordinated the efforts of a group reviewing a complete technical training program.  Managed a secure facility for developing classified documents.  Provides technical support to the graphics department reducing drawing development time. Developed a system of review for schematic drawing reducing review time.

Cerberonics, Inc.

1977 to 1978

Logistics Engineer
Developed a training program indoctrinating users in the use of a computerized recall system. Developed curriculum, course and lesson plans. Provided cost analyses for comparison of services.

United States Navy

1957 to 1977

Management, Training and Electronics
Twenty years of service with experience in electronics, training and management.  Trained as a radar technician, performed duties as an in-flight radar technician.  Qualified as an Aircrewman in various positions on several different platforms.  Developed and taught classroom and on-the-job courses in aircraft maintenance, electronics and management.

COMPUTER SKILLS

DOS, Windows, WFW, Windows NT, Novell, DECNET/Pathworks, Unix, VMS, MS Office, MS Works, PowerScan, Stageworks 3.3, Alchemy 5.0, software configuration, hardware configuration.

TRAINING

United States Navy AT "A" & "B" Electronics School.

Various "C" Schools in electronics, aircraft and management.

CLEARANCE

Secret 
POSITION:  Sr. Customer Service Technician 
NAME: Rocco Falvello Jr.

EXPERIENCE

Consulting Inc.
8/2002 - Present


Senior Technology Consultant
Complete management of 50+ Hosting Server Environment. Responsible for server build process (quotes, builds, implementation, securing). AD account and group policy administration for client servers running web based applications with SQL DB backend. Server configurations include: Win 2k AS, Win 2k3, SQL 2k, SQL Cluster, Index services, IIS, .NET, and SAN attachment (EMC FC4700 and CX600). Perform MS security patch updates, driver, and software upgrades. Responsible for backup administration of 15 TB of sensitive client data using Veritas Backup Exec. setup and management. Tracking of offsite weekly/month tapes. Administration of Verisign and home grown certificates as well as IIS security configuration. Performed R&D, proposed and implemented fully redundant architecture for load balanced web servers using WSDs, SQL Clustering, and SAN mirroring. Created and posted SOP documentation in Share Point for server build and daily task. Perform and document disaster recovery testing procedures. Consult clients using Casebook web application and Share Point Portal. Perform administrative duties including active directory users, group policies, OUs, Exchange mailboxes, and Casebook user administration for 50+ server, 1500 user environment. Tracked Remedy HD Tracking system. Troubleshoot backend repository database and server functionality issues. Perform queries, database backup and restores via Enterprise Manager.
Digex 
10/2000 - 7/2002


Internet System Administrator

Responsible for complete integration, installation, configuration, and trouble shooting of both hardware and software on hundreds of Compaq servers using Windows NT/2K Server.  Trainer and technical lead for technicians at remote datacenter. Installed and configured numerous application packages such as: SQL 7.0/2k, Exchange 2k, WebTrends, Cold Fusion, Commerce 2000, PC Anywhere, and MS Office 2k. Integration and upgrading of all aspects of hardware including RAID cards, SCSI cards, RIB cards, memory, processors, drives, and fiber cards on multiple Compaq platforms (DL360, 380, 580, 6400, 5500 and 8500). Troubleshooting of connectivity issues, blue screens, and down web sites. Configuration of various Windows NT/2K web, database, and application servers for clients; Setting up of Win2K Active Directory and NT Domain controllers; Creating and configuring of virtual host in IIS with Webtrends; Complete hardware and software configuration of SQL 2k HA Cluster; Documentation of hardware and software install process; Acceptance testing of hardware and software; Racking and cabling of Compaq servers, Nokia firewalls, and Cisco switches.  Tracked all work using Remedy, and Siebel administrative tracking applications.
United States Enrichment Corporation
4/2000 - 9/2000



3rd Tear Help Desk Technician/Administrator
Performed high tier role within help desk, while administrating all user and group accounts, privileges, and securities within a NT 4.0/2K and Novell 4.10 LAN/WAN environment. Responsible for setting up, monitoring, and disabling all users, groups, objects, and printers in Novell and NT, ACL, folders, mapped drives, and intranet access. Administered Borderware 6.x Firewall operations, which included; port, IP, and WWW restrictions/access, as well as mail routing. Administered Shiva LAN Rover console dial-up access. Administered MS Exchange Server 5.5, which included: setting up mailboxes, distribution list, broadcast messaging, implementing and monitoring mailbox size restrictions, receive on behalf rights, and trouble-shooting email issues. Assisted senior engineer with the installation, configuring, and job scheduling of backups with CA ArcServIT. Performed numerous individual back ups, and file restores for head quarter employees. Responsible for administrating print servers in Novell, and NT using HP Jet Admin Utility. Administered DHCP server. Implemented Norton Ghost to standardize network software and configuration methods. Proposed and created standards for numerous images with Windows 95, 98, NT, and 2000 desktops/ laptops. Supported Office 97/2000 suite, Lotus 123, and Citrix Client users. Tested new hardware, software and patches prior to implementation. Responsible for resolving all escalated tickets within help desk. Performed help desk duties via phone support, Proxy Master and/or desktop support. Documented with AHD Help Desk software while keeping supervisor and clients informed about situations with an accurate ETA.
Digital Support Corporation
8/1999 - 3/2000



Network Specialist
Migrated, monitored, and supported a 400+ node network from Novell 3.x & 4.x/Windows 3.1 to Windows NT 4.0 Server/Workstation, along with migrating from Lotus CC: Mail to MS Exchange with Outlook 98. Performed numerous Y2K software upgrades; Installed, and configured NT Server on Dell 4300, and 6300 Servers with Dell Perc II Raid Card; Installed and setup Dell DLT4000 & 7000 Tape Backup’s using Network Associates ArcSERV; Installed, and configured numerous PC’s, and printers onto network; Set up, and administered user accounts, and security privileges. Trouble shot and resolved hardware, and software issues with Dell Latitude, Panasonic CF-25 and CF- 71 laptops, as well as, Compaq, and Micron PC’s. Resolved virus issues using Dr. Solomon’s Anti-Virus Software; Performed duties of Help Desk, including complete documentation, and desktop support, ensuring complete satisfaction to the Client at all times.
Entex Information Systems
1/1999 - 8/1999


Associate Engineer

Responsible for all aspects of warranty work for a major contract, which include: trouble shooting via-phone, supporting customer, and/or technician, dialing in with PC Anywhere and trouble shooting hardware, and/or software issues of over 500 computers nationwide. I was also responsible for the complete assembly, imaging, configuring, installing, and troubleshooting of PC’s in-house, project rollouts, complete inventory and reports using Excel, and Word. I assisted co-workers with network issues, NT Server setup, migration from CC mail to Outlook through Exchange, CD burning, Imaging using Ghost, and field installations. Received high praise and recognition for my dedication and organizational skills.
Computer Institute 
1/1998 - 9/1998



MCSE, CNA, A+
Complete installation of a 40+-node network, built, configured, installed, troubleshoot, and maintained numerous PC’s and servers with NT 4.00 Server and Workstation, Windows 95, and Novell 4.11/Intranetware. Designed and setup client/server and domain style networks, managed system policies, monitoring system performance, fault tolerances, volume sets, stripe sets with parity, add/removed users and, setup rights, established trust, inter-operated with Novell, setup network printers, installed and configured DHCP, WINS, DNS, and IIS. Familiar with NetBEUI, NW Link IPX/SPX, and TCP/IP protocols.
Newport Schools

5/1994 - 8/1997


Specialist
Supervised and managed a lab with two assistants, educated children from 5 to 14 on proper Operation of PC’s. Aided in rebuilding of computer lab: setup network, upgraded hardware, 

upgraded software, configured, trouble shoot, and maintained PC’s using Window 3.x, Win 95, and NT.
SKILLS

NT 4.0, Novell 4.x, Exchange 5.5, MS Office Suite, Windows 2K Server, Win2k A/S, Professional, IIS, Active Directory, 
SQL 2k Admin, Exchange 2k Admin, Compaq, HP Hardware
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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