[image: image3.png]Collins

&2\ Consulting, Inc.

Providing information solutions



DOL049RP00051

Information Technology Training, Documentation and Configuration Management

[image: image4.wmf] 

 

DOL049RP00051

Information Technology Training, Documentation and Configuration Management


Table of Contents
11.
Executive Summary


42.
Experience and Past Performance


42.1
Collins Consulting


42.1.1
White House Communications Agency, Training & Documentation


52.1.2
US DHHS, HIGLAS, Training, Documentation; and Change Management


62.2
AIM


62.2.1
DoL, OSHA IT Training, Documentation, and Configuration Management Support



93.
Implementing Performance Work Statement (II, III, IV)


93.1
Understanding the Requirements


163.2
General Approach (IV, 1a-p)


163.3
Training Support (IV, 2a-p)


173.3.1
IMIS Microcomputer System Knowledge (IV, 2a)


173.3.2
IMIS Training (IV, 2b)


173.3.3
Training Material Familiarity (IV, 2c)


183.3.4
Training Material Development And Updates (IV, 2d)


183.3.5    Training Services To All OSHA Sites (IV, 2e)


183.3.6    Training Activity Documentation And Tracking (IV, 2f)


183.3.7    Analyses and Documentation Preparation (IV, 2g)


183.3.8
Application Testing Support Prior To Training Release (IV, 2h)


183.3.9
Multiple Training Method Delivery (IV, 2i)


193.3.10
In-House and MS Office Training (IV, 2j)


193.3.11
Daily Help Desk Status Meetings (IV, 2k)


193.3.12
Application and Documentation Problem Support (IV, 2l)


193.3.13
Help Desk Interface (IV, 2m)


193.3.14
Hardware And Software Systems Testing Implementation And Support (IV, 2n)


193.3.15
OSHA Training Web Page Maintenance (IV, 2o)


203.3.16
Contract Modification Negotiation to Support OSHA Special Requests (IV, 2p)


203.4
Documentation Support (IV, 4a-k)


203.4.1
Training Support Documentation and Materials (IV, 4a)


203.4.2
Software Development and Field User Partnership (IV, 4b)


203.4.3
Hardware And Software Change Documentation (IV, 4c)


203.4.4
Application Systems Efficiency Techniques Dvlpmt and Documentation (IV, 4d)


213.4.5
General User Documentation (IV, 4e)


213.4.6
Training Material Development (IV, 4f)


213.4.7
New Technology and Product Evaluation (IV, 4g)


213.4.8
Configuration Management Documentation (IV, 4h)


213.4.9
Contract Modification Negotiation (IV, 4i)


213.4.10
Help Desk Meeting Participation (IV,4k)


213.5
Configuration Management (IV, 5a-o)


223.5.1
Change Control Board Chairmanship (IV, 5a)


223.5.2
National Configuration Management Board Meetings (IV, 5b)


223.5.3
Establishment, Implementation, and Control of IT Change Management (IV, 5c)





223.5.4
Configuration Management Operations Development (IV, 5d)


233.5.5
Configuration Management Policy (IV, 5e)


233.5.6
System Component And Element Control (IV, 5f)


233.5.7
Configuration Management Change Control Development (IV, 5g)


233.5.8
Configuration Management Training (IV, 5h)


233.5.9
Configuration Management Auditing And Coordination (IV, 5i)


233.5.10
IMIS Technical Document Analysis (IV, 5j)


233.5.11
User Collaboration and Polling (IV, 5k)


243.5.12
PVCS Operation (IV, 5l)


243.5.13
Operations and Development Change Management Procedures (IV, 5m)


243.5.14
Change Management throughout OSHA/DIT (IV, 5n)


243.5.15
Execution And Support Of Configuration Management Functions (IV, 5o)


243.6
OSHA Support Background Requirements (II)


253.6.1
New In-House OSHA Applications Testing (II, 2, b)


253.6.2
Remote Training Services (II, 2, c)


253.6.3
New and Existing Application Version Control (II, 2, d)


253.6.4
As-Needed Tasks (II, 7)


253.7
Additional Requirements Applicable to Contract Performance (III)


253.7.1
IMIS Host Documentation Support (III, 1)


263.7.2
NCR IMIS Process Change Management (III, 2)


263.7.3
Field End-User Training (III, 4)


263.7.4
National Office Special End-User Support (III, 5)


273.7.5
Special Technical Projects (III, 6)


273.7.6
Current Environment Change Support (III, 7, 1-6)


273.7.7
OSHA Support Challenges (III, 8, 1-4c)


273.8
Management


283.8.1
Organization (IX)


293.8.2
Contract Manager (IV, 6)


293.8.3
GFE (V)


303.8.4
Deliverables (VI)


313.8.5
QA Plan (VII)


353.8.6
Performance Requirements


373.8.7
Privacy (XI)


373.8.8
Section 508 (XII)


384.
Project Personnel


384.1
Labor Categories


414.2
Key Personnel


424.3
Skill Levels and Education (XV)


434.4
Selection and Assignment (XIV)


45APPENDIX A - Resumes




1.
Executive Summary
The Collins Consulting, Inc, (Collins) approach to providing the Occupational Safety and Health Administration (OSHA) professional IT Training, Documentation, and Configuration Management support is simple: we will continue to provide the same experienced staff that has been performing this work for over nineteen years, as well as, additional staff from our highly qualified team to enhance the current services provided to OSHA.  By entering into a subcontracting arrangement with Automated Information Management, Inc. (AIM), the current staff has signed exclusive-use-of-resume agreements with AIM, and they are already in place to continue working under a new contract.  The benefits to OSHA are no disrupting transition period, no learning curve, low risk, and no loss of corporate knowledge.

Collins, founded in April 1992 and ISO 9002:1994 certified, is a service-disabled veteran-owned small disadvantaged business providing superior quality IT services and program management support to the Federal government and private industry.

Collins is experienced as a Prime Contractor and has successfully managed projects and programs that require subcontractor(s).

Collins mission since day one has been to provide superior-quality senior-level services at a competitive price.  It is the intent of Collins to provide for the financial and personal growth of our employees while ensuring future growth.  In order to provide these quality employees at a reasonable price we realize that we must develop and nurture our staff and their personal goals. Collins is continuously reviewing and evaluating current technology trends. As a result our service offering is constantly being upgraded to make sure Collins is offering the best services for the widest range of clients. As a result Collins has been providing quality configuration management and support services to a variety of private and public clients since inception, including the Department of Labor.

Collins has a demonstrated ability to provide high-quality personnel across a broad spectrum of skills.  This success resulted in a nomination for SBA Subcontractor of the Year for 2004.  This nomination culminated in Orlando, Florida with being named as the SBA Region 5 Subcontractor of the Year. 

Collins has also demonstrated the ability to provide high quality services to a wide range of federal agencies from a current engagement with the Department of Labor to providing highly classified configuration management and support to the White House Communications Agency.

Our subcontractor, AIM, a subsidiary of RGII Technologies, Inc. (RGII), a Computer Horizons Company, was founded in 1983 to provide high quality technical services and business process management support to the federal government.  They have been successfully providing IT Training, Documentation, and Configuration management services and support to the Occupational Safety and Health Administration (OSHA) and its Directorate of Information Technology (DIT) for over 19 years.  In this proposal, we will outline our approach to continuing this excellent performance.

Together, Collins Consulting and AIM provide:

· Outstanding Performance.  We understand better than anyone else the OSHA training, documentation and configuration management challenges because we are there – no transition, no start up, no learning curve.

· Lowest Risk.  There is no risk to OSHA in selecting Collins/AIM.  Our OSHA experienced personnel are on-site working now.

· Best Value.  Our direct experience supporting OSHA enables us to provide highly experienced staff at competitive prices.  No start up or hidden costs.   

We currently have 20 staff members at the U.S. Department of Labor providing on-site, hands-on support to more than 500 end-users in the OSHA National Office; and telephone help desk support to nearly 4,000 end-users in over 250 OSHA field offices throughout the nation and territories.

We fully understand the OSHA requirements and environment, and are already providing knowledge and experience at all levels of the organization to assist OSHA in achieving the objectives of it mission statement as defined by the OSH ACT of 1970, which states:

"To assure safe and healthful working conditions for working men and women; by authorizing enforcement of the standards developed under the Act; by assisting and encouraging the States in their efforts to assure safe and healthful working conditions; by providing for research, information, education, and training in the field of occupational safety and health; and for other purposes..."

We are already enhancing the OSHA mission by supporting the development, implementation and maintenance of distributed management information systems known as the Integrated Management Information System (IMIS) and the OSHA network (OSHANET). 
Our target goal is to continue enhancing the OSHA mission and decision making capability by supporting the education of end users, the consistency of IT and operational environments and processes in both the National Office and in the field, and the continued development, implementation and maintenance of distributed management information systems known as the Integrated Management Information System (IMIS) and the OSHA network (OSHANET).   Through a philosophy of teaming with OSHA federal staff, we will maximize OSHA mission effectiveness and end-user satisfaction.

We certainly recognize the challenges that OSHA will experience as requirements and services are expanded in its complex IT and management environments.  We understand that to move OSHA’s vision and business objectives forward will require a strategic, systematic and focused approach to, and implementation of new technologies, such as the updated approach to CBT/Web training and the constant enhancement, update and maintenance of the Oracle-based PVCS application into the OSHA infrastructure.  Collins/AIM will assist OSHA in taking the next steps.  We do not and will not rest on our past performance laurels.  We look for continuous improvement in our processes.  We will analyze, assess, recommend, and implement streamlined, flexible, and innovative solutions to enhance the efficiency and reliability of OSHA IT Training, Documentation, and Configuration Management throughout the agency.
Fostering a partnership for success supports our continued achievement in providing excellent IT Training, Documentation, and Configuration Management support services, while emphasizing fresh approaches, quality performance, and flexibility in meeting OSHA’s needs.  In this way, we become a partner in the success of OSHA, and in the accomplishment of the OSHA mission.  This proven, client focused approach emphasizes our use of professional, efficient, trained, motivated, and responsive team members, supported by a dedicated, experienced management team, innovative tools, and the latest collaborative technology.

In conclusion, we will demonstrate that together as Collins, AIM, and OSHA, we offer a winning combination of genuine added value, diversity, and dedication to continuing excellence.  We look forward to continuing our long, successful partnership with the Occupational Safety and Health Administration and the Department of Labor.  We will apply our proven capabilities to provide the OSHA/DIT with IT Training, Documentation, and Configuration Management services: resulting in the benefits described in Exhibit 1-1.
	Collins/AIM Proven  Capabilities
	Benefit to the Directorate of Information
Technology and OSHA 

	· 19 years experience supporting the Directorate of Information Technology and OSHA.
	· No risk of having a contractor that is inexperienced in the federal contracting industry or the OSHA environment.

· Complete familiarity with the people, structure, policies, processes, and systems throughout OSHA.

· Seamless management and service transition.

	· A keen understanding of the missions of the Directorate of Information Technology and of OSHA.

· A complete familiarity with the uniqueness of the OSHA information systems, software and environment.
	· Better rapport, better communications and better understanding of OSHA’s requirements and people which results in lower cost and excellent support.
· No environmental, process, or systems training required.

	· Existing Collins/AIM staff is currently providing IT Training, Documentation, and Configuration Management services to the Directorate of Information Technology and OSHA/OMDS. 
	· Proven capabilities in the delivery of excellent services and deliverables in a professional manner that meets or exceeds OSHA contract requirements.

· Continued excellent service evaluations and satisfactions levels reported by OSHA employees and management staff.



	· Collins/AIM professional internal management, benefits, and overall employee care.
	· Qualified, dedicated, satisfied support personnel.

· Seamless transition from existing contract.




Exhibit 1-1:  Collins/AIM Benefits
2.
Experience and Past Performance

Collins/AIM has extensive experience providing performance-based training, documentation, and configuration management support in tiered and multi-location environments for various Federal agencies including:  Department of Labor, Department of Defense, Department of Commerce, Department of State, and Department of Housing and Urban Development.  Specifically, we are currently providing training, documentation and configuration management support to Occupational Safety and Health Administration (OSHA), Directorate of Information Technology (DIT). 

2.1
Collins Consulting
2.1.1 White House Communications Agency, Training & Documentation
	Project Title:  White House Communications Agency, Training & Documentation

	Prime/Sub:     Sub to IBM
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	1. Customer:
    White House Communications Agency/IBM

   400 Maryland Avenue, SW

   Washington, DC 20202   
	2. Contract No./Type:
    GS-35F-4984H   

    IBM: 4901T40074
 

	
	3. Period of Performance: 
   Sept 2002 – July 2003    
	4. Contract Value:
    $295,000    

	
	5. Contracting POC:
    Ms. Bonnie Harper   

   (202) 283-2865
	6. Technical POC:
    Ms. Gene Duffie    
   (301) 803-2667



Scope of Work:   

IBM Corporation is responsible for the overall execution and performance of the Computer Network in support of the President.

Relevance to Core Functions:

Collins Consulting, Inc. personnel were selected to provide technical and administrative support to the White House Communications Agency (WHCA) in several skill areas.  

Senior Training Specialist - Collins Consulting, Inc. analyzed and coordinated the implementation of vendor enhancements to meet business requirements and management improvement objectives.  Subsequent end user training was provided to ensure smooth implementation.

Senior Documentation Specialist  - Collins Consulting, Inc. participated in the full change control life cycle including application control, training, audits, briefings, technical documentation review and design in addition to development of methods and processes to support change management.

CM Coordinator - Collins Consulting, Inc. participated in the configuration management control for new and existing applications and systems for the WHCA.  This control included such tasks as CM application control, training, audits, briefings, technical documentation review and design in addition to development of methods and processes to support change management.

Quality Awards or Certifications: 2004 SBA Region 5 Subcontractor of the Year

2.1.2
US DHHS, HIGLAS, Training, Documentation; and Change Management
	Project Title:  US Department of Health and Human Services, HIGLAS; Training, Documentation, and Change Management

	Prime/Sub:     Sub to IBM
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	1. Customer:
    U.S. Department of Health and
   Human Services/IBM
   1306 Concourse Dr, Suite 100

   Linthicum, MD 21090
	2. Contract No./Type:
    500-03-0014    

   IBM: SOW #4903FS0172

	
	3. Period of Performance: 
    6/18/03 to Present    
	4. Contract Value:
    $515,000+   

	
	5. Contracting POC:
   Bart  C. Smetana

   (410) 412-7909

  
	6. Technical POC:
    John Moeller
   (410) 786-5841



Scope of Work:   

IBM has a contract with the Centers for Medicare and Medicaid Services (CMS) for Healthcare Integrated General Ledger and Accounting System (HIGLAS).  Phase I of the project will deliver the capability to execute the claims payment processing cycle including the inbound claim (837), payment generation with AP/AR Netting, and the outbound notification (835).  Phase I will also prove the business flow in the Pilot Contractor setting.  IBM will provide the technical and functional foundation on which to add business functionality and scalability.  Collins Consulting, Inc. has been engaged to provide staffing support for the delivery team.

Relevance to Core Functions:

Senior Training Specialist:  Collins is providing personnel to test and document the systems for compliance to established functional requirements and business processing activities.  Develop and execute test scripts, identify and report test problems, and document test results. Update the requirements traceability matrix, and share relevant business process knowledge.

Senior Documentation Specialist:  Collins is providing personnel to document the systems for compliance to established functional requirements and business processing activities.  Develop and execute test scripts, identify and report test problems, and document test results. Update the requirements traceability matrix, and share relevant business process knowledge.

Quality Awards or Certifications: 2004 SBA Region 5 Subcontractor of the Year
2.2
AIM
2.2.1
DoL, OSHA IT Training, Documentation, and Configuration Management Support
	Project Title:  Department of Labor, OSHA IT Training, Documentation, and Configuration Management Support

	Prime/Sub:     Prime
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	1. Customer:
    Department of Labor

    Occupational Safety and Health Administration
	2. Contract No./Type:
GS-35-F-0568L

 

	
	3. Period of Performance: 
    Oct 2003 to Sep 2004

Continuous annual renewal 1985-2004
	4. Contract Value:
    $1,802,713

	
	5. Contracting POC:
    John Huotari

    202-693-4578

    Huotari.mjohn@dol.gov
	6. Technical POC:
    George Robertson

    202-693-4587

    Robertson.george@dol.gov


Automated Information Management (AIM), Inc. is providing administrative and technical support to the Occupational Safety and Health Administration (OSHA) and the Directorate of Information Technology (DIT) at the U.S. Department of Labor.  AIM has approximately 20 staff members at the U.S. Department of Labor who provide DIT with on-site, hands-on support to more than 500 end-users in OSHA's National Office; and telephone help desk support to nearly 4000 end-users in over 250 OSHA field offices throughout the nation and territories.  Nationwide coverage requires that AIM extend hours of operation to 5:30PM (EST) for Administrative Support, 5:30PM (EST) for Training, Documentation, and Configuration Management support, and 7:00PM (EST) for Help Desk and Technical support.

AIM is supporting the development, implementation and maintenance of the distributed management information system known as the Integrated Management Information System (IMIS) and the OSHA network (OSHANET).   In partnership with OSHA/DIT, AIM is maximizing end-user effectiveness by leveraging centralized help facilities to coordinate and facilitate computing solutions in three (3) primary categories:

· Help Desk/User Support
· Training, Documentation and Configuration Management Support 

· Administrative Support
HELP DESK/USER SUPPORT FUNCTIONALITY: Our staff is currently providing hands-on support to OSHA National Office end-users, and telephone help-desk support for OSHA field office end-users. We receive and log incoming calls and respond with immediate solutions to the end-user computer-oriented problem. Calls that can not be closed immediately are forwarded to second level help-desk staff members for research & resolution, or to third level organizations (such as application programmers, level 3 network administrators or third-party hardware vendors). AIM staff members provide knowledge & experience on all levels of functionality and during all coverage times. Our goal is to increase customer service by minimizing the response time to resolve in-coming cases.

TASK BREAKDOWN: The tasks performed by our help desk staff has included:

· Tracking all OSHA in-coming requests for assistance using a commercial help-desk software package called Top of Mind (TOM). Our staff updates TOM's knowledge base with technical information that provides accurate & timely solutions to the entire end-users’ problem.  In addition, we maintain TOM's software and database. 

· Assessing and evaluating alternative helpdesk solutions and performing tradeoff analyses.

· Preparing to implement BMC Remedy helpdesk solution into the OSHA/DIT helpdesk.

· Providing field office end-users with solutions to computer-related questions regarding OSHA specific applications (Enforcement, Consultation, Discrimination & PC CSHO Applications) as well as DOS based applications that run on PC workstations & laptops such as LOTUS-123 and Travel Manager.  We also assist end-users with database administration by providing solutions to questions or issues regarding Informix SQL, Oracle, Access and Excel.

· Supporting field office NCR UNIX & NT System Administrators with tasks such as:   user administration, system backup & restore processes, system cleanup & file maintenance, batch file End-of-Day/Start-of-Day Processes, database administration, data verification/validation of mainframe host rejects, etc.

· Assisting national and field office end-users with solutions to questions regarding Windows95 and commercial software packages such as:  Lotus-123 & Lotus Approach, Microsoft Exchange, Power Point, WordPerfect 6/8, as well as OSHANET (LAN) applications such as; MS Exchange, Travel Manager, Netscape, Lotus-123, Louts Approach, Word Perfect, SMS, as well as questions regarding Windows95 & 98, ME, 2000, and XP.

· Setting up end-user PC workstations, relocating hardware, memory upgrades, disk scan & virus cleanup, replacement of minor internal monitor or CPU components, install internal & external CD ROMS, resetting printers, modems, digiboards, terminals, etc that have failed due to software concerns. Install LAN workstations, trouble-shoot routers, concentrators, network connectivity, UPS, Juke-box CD ROMS. As well as resetting network printers, print servers, and terminals configurations, etc.

· Performing disaster/recovery projects. Evaluate crashed systems and provide recommendations for data recovery and/or hardware rebuilds and restorations.

TRAINING/DOCUMENTATION/CONFIGURATION MANAGEMENT SUPPORT FUNCTIONALITY:  Our training and documentation staff is currently conducting the research necessary to develop and revise training courses and prepare appropriate training catalogs. AIM training staff develops all instructor materials including:  course outline, background material, and training aids.  They also develop all student materials such as:  course manuals, workbooks, handouts, completion certificates, and course critique forms.  We provide training for OSHA personnel through formal classroom courses, workshops, seminars, and computer based/computer aided training.  The AIM training staff is extremely experienced in teaching both OSHA specific and state-of-the-art applications.

TASK BREAKDOWN: The tasks being performed by our training and documentation staff include:

· Gathering documentation requirements, prepares project plan and schedule. 

· Developing training courses, modules, and other training materials and user manuals, including writing step-by-step procedures, preparing student in-class workbooks, and developing visual presentation materials.

· Assisting with “final phase” testing of software prior to training to ensure integrity of the classroom environment.  Document and report any problems encountered.

· Reviewing and becoming completely knowledgeable of all features and application of the IMIS.

· Maintaining total familiarity with all training materials developed to train OSHA office managers, compliance officers and other staff members who operate the IMIS system.

· Responding to questions from end-users regarding forms, system operation, hardware, error correction and provide on-site trouble shooting of the IMIS applications as required.

· Coordinating the preparation of systems maintenance, programming and operations documentation, and methods, including user manuals, reference manuals, telecommunications manuals, etc. 

· Coordinating all documentation production (binding, Internet, CD ROM, etc.). Confers with and advises on administrative policies and procedures, technical problems, priorities and methods 

· Evaluating and assessing training practices and student input from the previous training class for the enhancement of the upcoming training classes.
· Assist in updating the change control tracking software (PVCS) by either submitting documents to the system, retrieving documents, and returning documents with notations or corrections and revisions.


ADMINISTRATIVE SUPPORT FUNCTIONALITY:  Our administrative staff is currently providing support for all levels of administrative assistance, Inventory, and software maintenance and development, as required, in the Occupational Safety and Health Administration (OSHA).  We also support special projects, such as: identifying problems with current procedures or software to correct and/or improve OSHA applications or operations; and configure, install, and/or maintain, as requested, any hardware, software or system identified. 
TASK BREAKDOWN: The tasks that are performed by administrative staff members include:

· Providing clerical, secretarial, administrative and analytical support to various OSHA offices as requested.

· Assisting OMDS in the establishment and maintenance of a query support system and maintaining and keeping current files on query request and actions on that system.

· Providing the proper monitoring assessment and evaluation of data handled by OMDS to ensure that the office is adequately supported. 

· Supporting requirements to operate the microcomputer, support data base management applications, and generating documents using word processing software.

· Supporting OSHA in the preparation of acquisition documents and updating the E-Property system (DOL Oracle Property Assets), E-Procurement System (EPS), and DIT Requisition Tracking (DRT).

· Providing assistance to Office Directors and staff in areas of general office support.

· Maintaining any OSHA related program or data base as required by OSHA Office of Directors and staff.

· Reporting any problems with current procedures or software and correcting and/or improving the same as directed by OSHA Office Directors and staff.

· Documenting all administrative systems that have been developed and/or modified under this contract.

3.
Implementing Performance Work Statement (II, III, IV)

Our subcontractor, AIM has been providing IT Training, Documentation, and Configuration Management support to the OSHA/DIT for over 19 years, and fully understand the requirements, environment, and challenges involved.  Collins is knowledgeable in providing IT Training, Documentation, and Configuration Support services to its clients.  In fact we not only fully understand the challenges, but are on record as having already met them and solved them.  The current IT Training, Documentation, and Configuration Management Support staff has consistently won meritorious and outstanding customer service awards for “Beyond the Call of Duty” support to OSHA.

Our technical approach to providing this support is detailed in the following sections.

3.1
Understanding the Requirements

We have been providing IT Training, Documentation, and Configuration Management support for OSHA personnel and users of the OSHA Integrated Information Management System (IMIS) and OSHANET for over nineteen years, and fully understand the requirements, environment, and challenges involved.  In fact we not only fully understand the challenges, but are on record as having already met them and solved them.

Our OSHA training staff recently received recognition and letters of appreciation for their participation in the Texas Consultation Reconcile project and for their role in the 2004 Systems Administration Training Classes.

For example we are experienced with providing support for all the different hardware and software configurations and LAN/WANs in use by the States and Consultation Projects, and travel within the U.S. and territories to provide training and assistance.  We have also shown that our staff are experienced with handling change and demonstrating adaptability, and have a record of working through the technical challenges of introducing new technologies to achieve a satisfactory solution.

We are also experienced in handling the uncertainties of annual budget allocations, and respond flexibly in response to cost cutting and process facilitation to ensure continuous operation.  

Collins/AIM personnel provide training, documentation, and configuration support to OSHA.  Collins/AIM personnel provide system and user documentation, flow charts and diagrams, processes and procedures diagrams and other documentation.  We create training material and provide distance learning for remote training solutions.  As an example, Collins/AIM personnel also provide regularly scheduled training sessions with field office staff on OSHA data reconciliation process user training.  Collins/AIM training staff provided over 150 OSHA field site staff remote training via WebEx and teleconferencing for a web based application.  AIM planned, managed and facilitated the OSHA System Administration Training Conference in 2002.

Specifically, we are conducting the research necessary to develop and revise training courses and prepare appropriate training catalogs.  Collins/AIM training staff develops all instructor materials (course outline, background material, and training aids).  They also develop all student materials (course manuals, workbooks, handouts, completion certificates, and course critique forms).  Collins/AIM training staff members are training OSHA personnel by conducting formal classroom courses, workshops, seminars, and/or computer based/computer aided training.  Our training staff is extremely accommodating in learn & teaching OSHA specific applications as well as state-of-the-art.  The tasks that are performed by our training, documentation, and configuration/change management staff members include:

· Gathering documentation requirements, prepares project plan and schedule. 

· Developing training courses, modules, and other training materials and user manuals, including writing step-by-step procedures, preparing student in-class workbooks, and developing visual presentation materials.

· Assisting with “final phase” testing of software prior to training to ensure integrity of the classroom environment.  Document and report any problems encountered.

· Reviewing and become completely knowledgeable of all features and application of the IMIS.

· Maintaining total familiarity with all training materials developed to train OSHA office managers, compliance officers and other staff members who operate the IMIS system.

· Responding to questions from end-users regarding forms, system operation, hardware, error correction and provide on-site trouble shooting of the IMIS applications as required.

· Coordinating the preparation of systems maintenance, programming and operations documentation, and methods, including user manuals, reference manuals, telecommunications manuals, etc. 

· Coordinating all documentation production (binding, Internet, CD ROM, etc.). Confers with and advises on administrative policies and procedures, technical problems, priorities and methods 

· Evaluating and assessing training practices and student input from the previous training class for the enhancement of the upcoming training classes.
· Participating in PVCS document version control.
· Coordinating, analyzing, and reviewing technical change proposals.
· Participating in Configuration Change Board (CCB) decision making (voting).
AIM staff members have provided support to OSHA’s IMIS Microcomputer System since 1986.  AIM Training staff members traveled to OSHA’s federal and state sites to provide installation and training support for OSHA field office system upgrades of their Altos 586 & 686 Systems to Altos 1086 & 2086 Systems.  In the early 1990’s the Training staff again participated in the upgrade of all sites to the current NCR Systems.  The Training staff installed the NCR Systems, performed data migration and provided User Training to the field offices general end user staff, as well as System Administrator training to the administrative staff members.  In 2002 and 2004, AIM staff members provided Systems Administrator training to OSHA field systems administrators.  In 2003, AIM’s training staff provided customized training for OSHA’s new web-based application called the “Whistleblower Application”.  In 2004, AIM’s training staff is conducting training for OSHA’s newly developed web-based application the “SHARP Application”.

AIM training staff also conducts on-site training under special circumstances for OSHA, for example in the case of the Florida Consultation site where the office was opened with all new employees, AIM staff members traveled to the field site to conduct custom training.  AIM staff also provided class room training at OSHA’s training facility in Virginia, the Tyson’s Corner Training Facility and currently conduct training at the new OSHA Training Institute (OTI) facility in Chicago, IL.  AIM staff members have also conducted class room and desk-side training for OSHA National office staff.  The AIM training staff developed the OSHA Training Registration web page, which allows all OSHA staff members to register for upcoming training.
Our employees will support the entire 4-tiered OSHA Organization as shown in Exhibit 3-1.
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Exhibit 3-1:  OSHA Structure

OSHA’s Directorate of Information Technology (DIT) operates and provides support to systems and processes critical to the function of National Office users and Field (regional, area, consultation, monitoring, and district) office users. Collins/AIM employees will be responsible for providing IT Training, Documentation, and Configuration Management support to the entire OSHA and DIT structures, directly affecting the national, regional, federal area offices, 18(B) State Plan offices, and OSHA Consultation Project offices.  DIT is configured into sub-groups as shown in Exhibit 3-2.
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Exhibit 3-2:  OSHA/DIT Divided Into Sub-Groups

At approximately 250 field sites, Federal and 18(b) State offices personnel perform IMIS data entry and report-retrieval activities.  

The following list categorizes these processes.   Processes are for either enforcement or consultation compliance assistance.

IMIS Performed on NCR (brand name) Micro Servers at Field Sites

· Forms processing

· Micro report processing

· Micro-to-Host report processing

· Citation processing

· Written Report processing

· Form letter processing

· Time and Accounting processing

IMIS Performed on the Internet (aka IMIS on the Web)

· Safety and Health Assessment Worksheet

· SHARP (release imminent)

· Whistleblower Discrimination

We understand that the OSHA Enforcement and Consultation process must be supported by the DIT.  Our IT Training, Documentation, and Configuration Management staff will be supporting the entire OSHA user base encompassing the National Office, field sites, and other stake holders to ensure that these processes and the user base are operating at the highest level of efficiency.

Our understanding of the entire IMIS environment and the forms process is comprehensive.  We understand the IMIS is a functionally integrated system for collecting and storing OSHA information. This information is available to each Area, District, State, and Regional Office as well as the National Office.

Each Area, District, and 18(b) State Office has an NCR microcomputer with forms data entry (see “Entering the Data” below) and retrieval capabilities (see “Retrieving the Data” below).  Information about current OSHA enforcement and consultative activities is entered into the office's microcomputer.  In addition, limited forms processing is available for CSHOs and Consultants using the Oracle stand-alone application on their PCs which is compatible with the NCR application.

NOTE:   Web-based applications (written in Oracle and linked to Sungard host servers) are available for entering Safety and Health Assessment Worksheet (Form 33) and Whistleblower investigative data previously entered via the NCR.

Data entered via the stand-alone Oracle application is checked by the software for accuracy, saved and later transmitted to the NCR computer for further verification and subsequent transmittal to the host computer’s National database.  The PC Oracle application which provides an alternative data entry option for remote access to forms processing also provides the CSHOs/Consultants with citation/written report generation capabilities. [Refer to Exhibit 3-3:  “Typical IMIS Data Flow” to see a workflow diagram of this process.]
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Exhibit 3-3:  Typical IMIS Data Flow

The host computer is the repository of historical data from every OSHA office.  OSHA activity information must be on file at the host and available for reporting requirements as soon as possible.  When an office requires information which is not on their local database, they may request reports from the host computer.  The information for many reports is as current as the latest successful transmission.  Therefore, timely transmission of data to the host computer is critical.  

Reports are available on the NCR for retrieving data from the local database and for generating report requests for transmission to the host computer for data retrieval from the National database.  In addition, specific reports are provided by DIT to regional and/or area offices on a regular basis as well as in response to specific requests.  Also reports are provided periodically to validate the accuracy of data on the micro and host databases

OSHA activity data is entered into the microcomputer via individual data processing screens formatted for “fill in the blanks,” “make a selection,” or invoke word processing for entering text data.  Information captured on audio and videotapes, in photos, from note taking, partially completed forms, etc. may be entered directly into the microcomputer and a hard copy printed for storing in the case file.  Several special features have been developed to facilitate data entry; e.g., choice lists, search tables, and pop-up windows.

Not all case file information entered on the NCR is transmitted to the host computer.  In addition to the information required at the host computer, some information is captured for local use only (e.g., the OSHA-168, Inspection Assignment, the OSHA-1A, Narrative Report, etc.).

The data input at the field office level is transmitted to the host computer over telephone lines or network connections via a process call End-of-Day.  Each weekday night, an Edit/Update procedure at the host checks the validity of the data for each process and either accepts or rejects the record.  The field office retrieves the transmittal statistics and a listing of any rejected record(s) along with a message stating why each record was rejected via the Start-of-Day procedure.  The office prints this information as the final step of the Start-of-Day procedure.  

The office can then access and correct any rejected record(s) through the “Correct Host Rejects” option on the Forms Processing Menu.  The record will again be sent to the host during the next End-of-Day process. 

If the office does not understand the error message received for a record or is unable to correct the record for any reason, it can call the Field System Support Branch (FSSB) for assistance.  FSSB staff can access the rejected record on the host computer where it is held in a temporary file for acceptance into the host database.  After determining why the record is being rejected, FSSB will either correct it or explain to the field office what is needed to get the record accepted into the host database.

If OSHA is to achieve its mission successfully, offices must have access to up-to-date information on which they can base management decisions.  The IMIS supports systematic management by providing immediate access to information stored locally as well as access to the host database.  Whenever information is not available on a local database, an office may request it from the host database by transmitting a report request via their End-of-Day process.  Normally the requester will receive a response the next day during their Start-of-Day process.  In an emergency, data can be retrieved in 15-30 minutes by calling the FSSB HelpDesk and asking for the priority to be increased.  The host computer contains the data of all the field offices beginning with July 1992.  

An example of the OSHA forms process workflow that is supported by the OSHA/DIT and the IMIS system is shown in Exhibit 3-4.
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Exhibit 3-4:  Example of OSHA Forms Process

Our continued IT Training, Documentation, and Configuration Management support to OSHA will assist in making the aforementioned and other critical processes possible.

The Collins/AIM understanding of the OSHA DIT and user environments is comprehensive.  We know what is required to support the people, processes, operations, systems, and locations. Collins/AIM staff will support the Department of Labor, Occupational Safety and Health Administration mission of “Safety in the Workplace” by providing excellent IT Training, Documentation, and Configuration Management support to the OSHA/DIT, OSHA National Office users, employees nationwide and in the Territories.
3.2
General Approach (IV, 1a-p)
Collins/AIM understands the general framework required by the Government for its training, documentation and configuration management contractor.  Collins/AIM proposes to place Glenn Pearson as head of training, Cynthia Rucker to lead documentation support and Lisa Rosser as our proposed configuration control manager.  Glenn and Cynthia have worked at FPB in DIT for OSHA as AIM contractors.  Glenn has been performing training and documentation for the current task order for the past five years and has approximately forty years experience in federal contracting.  Cynthia formerly supported DIT with security logistics under Maria Jones and will be returning to Collins/AIM after a missed absence. Lisa Rosser is an AIM employee who has performed configuration control for the Federal Aviation Administration.  She is qualified, experienced and knowledgeable of change management, data management, and configuration management, as well as, Federal contract work.

All understand the “ground rules” including the importance of excellent customer relations with external users (OSHA and State officials outside of FBP) and more frequently, on a day-to-day basis, with internal customers.  This latter group includes working with DIT management and staff, the development group (FSDB) under Lynda G., the network group and their various teams (communications, Exchange, security, etc.) under Marcus Steele, the Office of Statistics under Joe DuBois, IMIS support (Jerry Bigsby, Dick Lynch et al.), Web services with Jim Kallenborn locally and our SLC group), as well as other OSHA directorates, e.g., State Operations, Enforcement, Construction, etc.  All AIM employees are frequently complimented for their courtesy and genuine respect of others.  Glenn Pearson received a commendation letter from Grayson Gregory , the Hartford Connecticut System Administrator, for his excellent support on the 2004 system administration training.
The proposed personnel realize their normal work venue is the FPB during weekdays within normal business hours unless extraordinary circumstances warrant--which must be approved (two weeks) in advance by the COTR.  All proposed personnel are prepared to travel 50% of their time if necessary to support customers at their sites.  They will use incident reporting including BMC Remedy to report all security incidents and to log in requests for assistance.  They will use their considerable skills to assist coworkers, resolve problems at NO or at the field, and add to improve others’ skill sets.  They meet the qualifications as outlined in Appendix A of the SOW, will pass muster for required security background checks and follow all governmental/department regulations, guidelines, and procedures.

Lisa Rosser, proposed Change Management Coordinator, brings to OSHA considerable configuration management skills, Cynthia Rucker, proposed Senior Documentation Specialist, is highly regarded and respected at OSHA, and Glenn Pearson, Senior Training Specialist, receives missives acknowledging his work almost daily.  Their knowledge and demonstrated skills (e.g., Glenn generated an employee primer for Help Desk personnel to understand OSHA, improve worker knowledge, and lessen the time it takes uninitiated new employees come up to speed) make them all valuable assets for OSHA DIT. 

3.3
Training Support (IV, 2a-p)
Our experienced personnel are currently providing training and documentation support to OSHA.  We are providing system and user documentation, flow charts and diagrams, processes and procedures diagrams, and other documentation.  As examples, AIM personnel provided regularly scheduled training sessions on OSHA data reconciliation process user training for field office staff.  AIM training staff provided over 150 OSHA field site staff remote training via WebEx and teleconferencing for a web based application. Collins/AIM generated an executive level presentation on IMIS for the DOL’s assistant secretary (OSHA director’s) office and have subsequently used the presentation for visiting foreign labor dignitaries, OSHA regional office representatives and field office system administrators.  We recently assisted three OSHA doctors in making remote presentations to over 100-invited field offices and are engaged in training all ten regions on the IMIS SHARP application via distance learning.  AIM planned, managed and facilitated the OSHA System Administration Training Conference in 2002 and staffed the 2004 OTI system administration conference.

Our approach to the training support requirement follows.
3.3.1
IMIS Microcomputer System Knowledge (IV, 2a)

Collins/AIM has through knowledge of (field) office hardware supporting IMIS and the hardware configuration and architecture used by OSHA.  Glenn Pearson’s documentation of such was used by the OSHA communications group as handouts at the 2002 System Administration Conference, as part of AIM’s New Employee Primer for support personnel, and was taught by the proposed to a New York systems administration class in Albany.

Collins/AIM’s knowledge is and has to be greater than IMIS support equipment of the hubs, patch panels, switches, routers, modems, digiboards, printers, print servers, serial to parallel converters, NCRs, transceivers UPSes, surge protectors, telco frame relay boxes and associated cabling (RJ12 & 45s, v.35, RS-232, parallel port printer, host-to-digiboard, etc).  Collins/AIM’s knowledge extends to the OSHANet LAN equipment (e.g. servers, CD towers, printers, and PCs) and configuration as office desktop PCs function as NCR terminal emulators for CSHOs and consultants, and the Help Desk needs knowledge of LAN hardware/configurations to assist with call-in questions.

In addition, Collins/AIM staff members currently provide training support of IMIS applications such as; EOD/SOD Communication, NCR Tape Backup & Recovery, User Account Administration, Form Letter & IMIS Menu Customizations, Standard Report processing, Database Cleanup & Reconciliation, Communications via network & modem.  We will interface with OSHA’s development staff, field office staff and IT Help Desk staff to continually update our knowledge of IMIS Systems.

With Collins/AIM, the Government will realize the benefit of a complete package of hardware and software knowledge specific to OSHA.

3.3.2
IMIS Training (IV, 2b)
Collins/AIM staff members will continue to provide IMIS Training to OSHA’s federal and state field office staff (including office managers, compliance officers, State Consultation staff and other staff) on topics which include Basic IMIS Skills, Enforcement Processing, Consultations Processing, Informix ISQL, IMIS system components, and peripheral equipment and software.  As required, we will continue to conduct classroom training in OSHA training facilities, Collins/AIM training facilities as well as teleconferenced training using tools such as WebEx, MCI Instant Net Conference and MS NetMeeting.  Collins/AIM training staff has provided customized training for field office systems administrators, as well as conducted desk-side training for OSHA National Office staff on MS Office Products.

3.3.3
Training Material Familiarity (IV, 2c)
Collins/AIM’s training staff continuously maintains familiarity with training materials developed to train OSHA staff (including office managers, compliance officers, State Consultation staf and other staff).  Collins/AIM staff currently develops training course modules, user manuals, step-by-step procedures, student handbooks, tip sheets which are maintained on OSHA’s Training & Documentation website.  

3.3.4
Training Material Development And Updates (IV, 2d)
Collins/AIM training staff currently develops training materials, user manuals, step-by-step procedures, workbooks, course modules, handbooks and tip sheets as required.  Collins/AIM training staff member understand that training materials which incorporate OSHA’s policy and procedures for forms processing must be submitted to and approved through OSHA’s Directive System before they can be published. We currently enter new materials into the PVCS and in the future will provide documentation control with BMC Remedy or successor-selected application databases.

3.3.5    Training Services To All OSHA Sites (IV, 2e)
Collins/AIM training staff members will provide on-site training services to all of OSHA’s field offices as requested by DIT.  Training will be delivered at OSHA’s approved Training Institute or at any of approximately 250 sites throughout the continental US, Alaska, Hawaii, Puerto Rico and Virgin Island where Federal and State safety and health offices are located.  Collins/AIM’s staff will be prepared to conduct on-site training for customized requests, classroom training for entire office staff, or desk-side training for specific tasks.

3.3.6    Training Activity Documentation And Tracking (IV, 2f)
Collins/AIM understands the need to track training experiences, e.g., the documentation of activities, problems encountered, on-site representative contacts, a list of participants, frequently asked questions, requests for assistance, suggested enhancements, student evaluations, and miscellany (local hotels, eateries, and area attractions).  This helps with future training venues, can identify useful trends and assist students.  Collins/AIM will establish a folder on the NO system’s Q: drive for training experiences. We will populate the folder with files on each experience using various COTS, e.g., MS Word documents, MS Access databases, tiff/jpeg/gif/bmp images of scanned documents, etc.  Requests for assistance as negotiated in the Service Level Agreement will be recorded in TOM and its successor BMC Remedy.

3.3.7    Analyses and Documentation Preparation (IV, 2g)
Collins/AIM training staff will prepare workflow analyses of offices during on-site training and document all office visits in a detailed trip report. Any software problems, discoveries encountered, recommendations, or relevant comments made during on-site training will be reported to the OSHA’s manager, network, software development, Help Desk and/or Configuration Management Team.  We recently prepared such a trip report for Help Desk management on this year’s OTI system administration training conference.
3.3.8
Application Testing Support Prior To Training Release (IV, 2h)
Collins/AIM’s Training staff will test OSHA application software for the purpose of generating accurately training materials and to ensure the integrity of the classroom environment.  Any hardware or software problems encountered during these test will be reported to the OSHA’s manager, network, software development, Help Desk and/or Configuration Management Team.  

Recently, we performed such testing before NCR training at this year’s OTI system administration conference and is currently providing developers valuable feedback on software issues with the IMIS SHARP program.  Application and course testing is and will continue to be a normal training preparatory activity with Collins/AIM.
3.3.9
Multiple Training Method Delivery (IV, 2i)
Collins/AIM’s staff has provided training on-site in the OSHA field offices, OSHA’s Training Facilities, Collins/AIM’s training facilities.  At OSHA’s discretion, training has been conducted via classroom presentations, hands on training, teleconference calls, WebEx, NetMeeting, MCI Net Conference, MS Remote Assistance tools, step-by-step training guides, and workbooks.  Collins/AIM training staff is exceptionally accommodating in learning & teaching using state-of-the-art tools; such as CBT and distance learning technology.  For example, MCI Net conferencing and WebEx offer voice and video capture of remote-distance training presentations making easy the generation of CBT materials without the purchase of costly equipment.  Collins/AIM will continue to show the government innovation and flexibility in meeting training requirements.

3.3.10
In-House and MS Office Training (IV, 2j)
Collins/AIM’s training staff provides customized desk-side training for OSHA staff on MS Office Products and in-house developed applications.  Collins/AIM training staff will also provide training to the Help Desk staff on new OSHA applications as we did for the Oracle standalone, Form 33, Whistleblower, SHARP and the CNS Reconcile Process.  We will provide regular in-house MS Office Suite training by computerized scheduling/registration and also consider individual ad hoc requests.  Collins/AIM realizes that internal customers are as important as field users; we are one team supporting OSHA third strategic objective of providing and delivering excellent OSHA programs—be it with government, our own Collins/AIM co-workers or with other supporting contractors.  

3.3.11
Daily Help Desk Status Meetings (IV, 2k)
Collins/AIM training staff will continue to attend daily Help desk staff meetings and provide an update on upcoming release of applications or special projects that the training staff is either developing or participating in.  Collins/AIM training staff will continue to provides to the Help Desk staff to communicate the status of testing, training, documentation, current issues, and planned work efforts, etc.  Ms. Winnie Sojka, Help Desk federal manager, will attest to the contributions our training staff continue to make with the daily Help Desk status meetings.
3.3.12
Application and Documentation Problem Support (IV, 2l)
Collins/AIM training staff will provide assistance and problem support to OSHA IT Help Desk for application and documentation related questions submitted by local and remote OSHA Federal and State, Enforcement and Consultation end-users.  The Training Staff will provide Tier I or Tier II support to the Help Desk staff on IMIS related topics as we do presently with IMIS NCR processing; Oracle, Form 33, SHARP, Whistleblower, MS Office Suite applications; the CNS Reconcile process and hardware issues.

3.3.13
Help Desk Interface (IV, 2m)
Collins/AIM training staff will refer end-user problems to the OSHA Help Desk Staff to ensure problems are resolved quickly and effectively.  As required, the training staff will provide solutions to end-users.  All solutions will be logged into the Help Desk call tracking application.  The training staff will provide application and documentation problem support to the Help Desk to assist in resolving problems that the Help Desk staff may be unfamiliar with. Collins/AIM training staff will also provide training to the Help Desk staff on new OSHA applications.  Interfacing with the Help Desk staff also alerts the Training staff to problem areas that can be further emphasized in training modules, tip sheets or FAQs. 

3.3.14
Hardware And Software Systems Testing Implementation And Support (IV, 2n)
Collins/AIM’s Training staff will conduct and support the testing of each new or modified hardware or software system before full-scale implementation; and develop test plans as directed.  Any hardware or software problems encountered during these test will be reported to the OSHA’s Software Development Team and/or Configuration Management Team.  
3.3.15
OSHA Training Web Page Maintenance (IV, 2o)
Collins/AIM’s training staff will maintain the efficiency, effectiveness, timeliness and accuracy of OSHA’s Training Web Page with updated documentation, tips, tools and shortcut techniques.  Collins/AIM’s staff will update the Training Registration Web page with upcoming classes, and follow up with students who have registered with confirmation numbers via e-mail, calls and face-to-face visits (in-house).

3.3.16
Contract Modification Negotiation to Support OSHA Special Requests (IV, 2p)

Collins/AIM will participate in negotiations with OSHA to make contract modification to support OSHA special requests; such as support new technical duties and support special requests as required.  We are eager to support OSHA, retain our lead in training, improve processes, and satisfy any other special requests that OSHA may require.
3.4
Documentation Support (IV, 4a-k)
Our documentation efforts led by Cynthia Rucker, and supported by Lisa Rosser, Glenn Pearson, and other proposed personnel, will recapture DIT’s documentation capabilities, which for the past six months have been diminished by the retirement of (federal employee) Lola Reily.  With the efforts of three people, Collins/AIM will be able to address IMIS’ considerable documentation needs.  Cynthia and Glenn are already familiar with OSHA documentation; and Lisa Rosser brings to the table excellent version control skills to assure that documents are kept up to date and not lost.  

Below we specifically offer Collins/AIM’s approach to meeting the government’s documentation support requirements.

3.4.1
Training Support Documentation and Materials (IV, 4a)
Collins/AIM documentation staff will prepare documentation and materials to support training and to be used on-site in support of field users, including writing directives and manuals in conformance with OSHA’s standards.  The Collins/AIM documentation staff will also interface with the Configuration Management staff to enter new or modified documentation into the change control tracking system.

Glenn Pearson currently supports this effort as exampled by his (13 chapter and two appendices) documentation of the CNS reconcile process and his updates to the IMIS Sharp user’s guide and tutorial.  With the addition of Cynthia Rucker, Documentation Lead, Lisa Rosser, Document Control, and other proposed personnel, Collins/AIM will provide even more superior support.
3.4.2
Software Development and Field User Partnership (IV, 4b)

Collins/AIM’s documentation staff will partner with OSHA’s Software Development staff for OSHA applications and Host processing to analyze projects and help determine alternative systems or solutions, including preparing specifications for systems, working with programmers to design, test and implement new or improved systems in the field and national office.  

Collins/AIM partnered with software developers prior to launch of the Oracle standalone application, the CNS reconcile process, the Whistleblower application, the IMIS SHARP application and other applications which led to successful systems deployment and documentation.  Glenn’s experience as a former senior analyst of NASA software applications and the ability to capture OSHA field-user feedback continues to pay dividends to the government.

3.4.3
Hardware And Software Change Documentation (IV, 4c)

Collins/AIM will work with OSHA’s Help Desk and National Office applications development staff to ensure that changes OSHA’s hardware installation and application software are documented.   The Collins/AIM documentation staff will also interface with the Configuration Management staff to enter new or modified documentation into the BMC Remedy change control tracking system.  With Lisa Rosser as part of the documentation development team, instead of solely managing a control system such as PVCS, assures the government that necessary document changes are known, performed and tracked.

3.4.4
Application Systems Efficiency Techniques Dvlpmt and Documentation (IV, 4d)

Collins/AIM documentation will discover, develop, document and track techniques for improving the efficiency of application systems.  Many such techniques are discovered or suggested by Help Desk support, or learned about from user feedback during training or calls for assistance.  Often times users develop their own “shortcuts” or aids, and Cynthia Rucker will lead the effort to document these techniques and continue to populate the “how to” section of Help Desk’s OSHANet web page.  Lisa Rosser will track the techniques in the change control tracking system.
3.4.5
General User Documentation (IV, 4e)

Collins/AIM staff members update and maintain OSHA’s general user documentation; such as Frequent Asked Questions (FAQs), installation guidelines, process maps, Basic IMIS Skills, Enforcement Processing, and Consultations Processing manuals, Informix ISQL, etc.  Collins/AIM’s training staff understands that training materials which incorporate OSHA’s policy and procedures for forms processing must be submitted to and approved through OSHA’s Directive System before they can be published.  Other materials, such as Collins/AIM’s-produced Windows NT server documentation for OSHA system administrators, must first pass the review of selected subject-matter experts within DIT prior to duplication.

3.4.6
Training Material Development (IV, 4f)

Collins/AIM documentation staff currently develops training materials and updates course modules, user manuals, step-by-step procedures, visual presentations, student exercises and tip sheets as required.  Collins/AIM’s training staff understands that training materials which incorporate OSHA’s policy and procedures for forms processing must be submitted to and approved through OSHA’s Directive System before they can be published.  Cynthia and Lisa Rosser will work with and assist Glenn in developing, documenting, and tracking required training materials.   This will improve the current situation in which Glenn works alone in developing, documenting and submitting work to PVCS.

3.4.7
New Technology and Product Evaluation (IV, 4g)

Collins/AIM documentation staff, as necessary, will conduct product searches, evaluations and comparisons in order to make recommendations to the Government for possible procurements.  An example of past performance with this task was the product comparison and evaluation that the documentation staff conducted in an effort to recommend to OSHA a vendor and product for Microsoft Office 2000 computer based training CDs and training guides.

3.4.8
Configuration Management Documentation (IV, 4h)

Cynthia, Glenn, and other proposed personnel will work with Lisa Rosser to ensure that all documentation is correctly versioned, new documentation is entered, and modified documentation is returned in/to the BMC Remedy control repository.  As an integral team working closely together, the proposed staff will create synergy, complement each other’s skill sets, and complete training, documentation and control configuration tasks.
3.4.9
Contract Modification Negotiation (IV, 4i)

Collins/AIM will, as necessary, negotiate modifications to the contract in order to support new technical duties and support special request as required.  Collins/AIM’s considerable experience of working with the government includes recognizing needs, suggesting better ways of doing business, and increase of scope and addition to scope contract modifications.

3.4.10
Help Desk Meeting Participation (IV,4k)
Cynthia will attend daily Help desk staff meetings to communicate the status of testing, training, documentation, current issues, and planned work efforts, etc.  She will use the venue as an opportunity to present new documentation, solicit techniques, and listen for areas where needed or useful documentation is currently missing.  
3.5
Configuration Management (IV, 5a-o)
Collins/AIM understands OSHA’s requirement for document version control and configuration change management of applications.   Collins/AIM currently provides the government these services for critical systems (i.e., affecting human life) through other contracts and plans an excellent approach for providing OSHA DIT/IMIS Configuration Management (CM).  

At OSHA Collins/AIM’s training/documentation lead is familiar with configuration management, but currently is a user rather than managing the OSHA DIT/IMIS effort.   Glenn places new documents into the existing PVCS system; retrieves other documents, updates and returns them; and notes and votes on application change requests as a member of the change control board.  He briefs the Help Desk on application issues (bugs!) and provides field users with such information, e.g., at the recent OTI administration conference. However, the role is to lead DIT’s CM efforts and Collins/AIM is proposing to meet this requirement by providing DIT with an experienced certified CM specialist--Lisa Rosser. 

Working with Glenn, Cynthia, FSDB and DIT IMIS staff, Lisa Rosser will quickly become familiar with OSHA’s IMIS documentation and applications.  Her background shows progressive responsibilities and knowledge. Lisa Rosser has knowledge of and familiarity with the BMC Remedy control package replacing PVCS—a requirement facing all prospective contractors, including the incumbent.

Our understanding and specific approach is outlined below.

3.5.1
Change Control Board Chairmanship (IV, 5a)
Lisa Rosser will act as a chairman of the OSHA Change Control Board and will support new and existing application version control, change management, demo and training on CM applications, control and auditing of the automated Change Management system, which currently is PVCS.

Lisa Rosser currently leads a CM team of three people for FAA systems and is a Collins/AIM deputy program manager.   She has demonstrable management lead skills and CM lead experience required of the CCB chair.  Lisa Rosser developed a web-based configuration management tool for the Federal Aviation Administration’s national office.

3.5.2
National Configuration Management Board Meetings (IV, 5b)

Lisa Rosser will oversee conduct and facilitate national Control Management board meetings.  The Collins/AIM staff will be responsible for scheduling meetings, acting as the meeting facilitator, providing agenda topics and updating the automated Change Management system with the meeting outcome.

Lisa Rosser currently manages and coordinates configuration control boards that evaluate change proposals for their technical adequacy, accuracy and feasibility.  She will provide OSHA the same services as required.

3.5.3
Establishment, Implementation, and Control of IT Change Management (IV, 5c)
Collins/AIM  will establish, implement and control change management for in-house developed micro-, mini- web and host-based applications, system engineering and environmental changes, network changes with the objective to maintainability, reliability, and documentation and version control as required by OSHA/DIT.

Lisa Rosser can suggest other CM systems to DIT if desired and will work with OSHA NO and SLC staff to provide the government these required services.  She currently provides document control and assesses proposed product and program impact on existing systems as part of her lead of a CM team.  She will provide DIT exceptional value with her knowledge and experience.

3.5.4
Configuration Management Operations Development (IV, 5d)

Collins/AIM will oversee and assist in the development of CM Change control requirements, documents and processes by interfacing with OSHA/DIT’s management, development, and documentation staff to incorporate input as necessary to fulfill the requirement.

3.5.5
Configuration Management Policy (IV, 5e)

Collins/AIM will participate in the development of Configuration Management Policy, Process, and Procedures at both the National Office and Field Level by interfacing with National Office Directorates, Regional & Area Offices, as well as OSHA/DIT’s management, development staff, documentation staff to incorporate input as necessary to fulfill the requirement.

Lisa Rosser’s strong CM background, her experience with developing/evaluating a national CM tool which is now widely used by the FAA and her expertise as a deputy program manager shows her ability to successfully work with different organizational entities for the development of approved policy, processes and procedures.
3.5.6
System Component And Element Control (IV, 5f)

Lisa Rosser will participate in the application of IMIS related Change Management policies to ensure appropriate control of OSHA system components and elements as currently being done for the FAA.  Collins/AIM will update the OSHA’s configurations control documentation repository (currently PVCS) which will be used as a guiding principle for establishing system control policies.

3.5.7
Configuration Management Change Control Development (IV, 5g)

Collins/AIM understands the requirements of managing change control development.  We will approach this requirement by using the demonstrated skills of Lisa Rosser.  Specifically Collins/AIM will be responsible for directing and participating in the development of Change Management (CM) change control requirements, documents and processes by interfacing with OSHA/DIT’s management, development, and documentation staff to incorporate input as necessary.

3.5.8
Configuration Management Training (IV, 5h)

Collins/AIM will oversee and conduct Change Management training for OSHA/DIT’s configuration management tracking system, including version control manager modules, management tracking tools, as well as; reporting and querying tools.  Lisa Rosser is a college communications professor at the University of Maryland.  She has performed training and development for Collins/AIM, is supported by Collins/AIM’s training and documentation team, and is a certified configuration management specialist.   Collins/AIM is offering these valuable assets to the government to meet this requirement.

3.5.9
Configuration Management Auditing And Coordination (IV, 5i)  
Collins/AIM will conduct Change Management (CM) audits, provide briefings on CM issues, and coordinating change proposal development by interfacing with OSHA/DIT’s management, development, and documentation staff as necessary to fulfill the requirement.   Currently Lisa Rosser provides FAA similar services, e.g., analyzing configuration status accounting, participating in functional and physical configuration audits and interfacing with diverse organizational hierarchies within FAA.  Collins/AIM is offering OSHA/DIT the same support services.

3.5.10
IMIS Technical Document Analysis (IV, 5j)
Collins/AIM will develop and participate in the analysis of technical documents supporting the IMIS by providing practical input and working with OSHA/DIT technical staff to ensure accurate depiction of technical documentation.  Collins/AIM will update the OSHA’s configurations control documentation repository (currently PVCS).   Collins/AIM’s training and documentation staff will assist Lisa Rosser in this endeavor.

3.5.11
User Collaboration and Polling (IV, 5k)

Collins/AIM will collaborate with multiple user and staff to provide feedback and suggestions for improving products and services.  Collins/AIM staff will maintain an understanding of OSHA/DIT changing needs and recommends incorporating newly developed technology that can more effectively meet OSHA’s change management requirements.  Collins/AIM pursues an open collegial approach to customers and coworkers including other contractors to provide the government best value.

3.5.12
PVCS Operation (IV, 5l)

Collins/AIM will continue to maintain familiarity of the Change Management tracking (currently PVCS) using the Oracle relation database repository where CM records are maintained.    We will maintain fluency and expertise with successor applications, e.g., BMC Remedy’s configuration control module, and can suggest alternative databases if required.  The normal adding, retrieving, and modifying of records, and the teaching of the CM system assures the government that Collins/AIM will meet this requirement.
3.5.13
Operations and Development Change Management Procedures (IV, 5m)

Collins/AIM will develop processes and procedures for maintaining changes to the operations and development environment including packaging configuration data and promotions from lower environments to production for each tool such as version control manager modules, management tracking tools, as well as; reporting and querying tools.    Lisa Rosser demonstrates this ability at the FAA as a leader of the CM team, and Collins/AIM offers OSHA the same support and services.

3.5.14
Change Management throughout OSHA/DIT (IV, 5n)

Collins/AIM will design and develop methods and processes to support change management taking place in OSHA including designing and developing control mechanisms for Change Management (CM) only environments, developer environments, system and network environments, and other DIT environments by interfacing with OSHA/DIT’s management, development, system and network staff as necessary to fulfill the requirement.   We propose to do this by offering OSHA/SIT the exceptional support capabilities of Lisa Rosser.

3.5.15
Execution And Support Of Configuration Management Functions (IV, 5o) 

Collins/AIM has a through understanding of OSHA CM requirements and currently demonstrates this at other federal contracts.  We plan to bring a senior CM specialist to this task as shown above to support this task as we currently support other federal agencies.  Lisa Rosser will execute and support rigorous configuration management and system administration functions managing change across all of the tools in OSHA, including the execution and support of CM only builds in development, and promotions from development to acceptance, and acceptance to productions.

3.6
OSHA Support Background Requirements (II)

Collins/AIM understands the diverse and disparate work situations of its customers.  Some like Jerry Bigsby or Lee Elderidge work from their homes in Michigan or New England.  Other NO users, like Deidre Williamson or Winnie Sojka work at home some days and at FPB others.  Some of our customers work for their states, e.g., Jack English of Maryland, but use computers on the federal OSHANet WAN.  Others like Nat Richmond of New York support both federal and state programs.  Some of our customers are several time zones away, e.g., those in Hawaii or Guam. The successful contractor must likewise make distinctions of those who work on enforcement, discrimination cases or provide consultation services to employers.  One needs to understand distinctions between state offices, area offices, district offices and regional offices.  And the contractor needs to know the IMIS.  We have close to 5,000 potential customers.  All must be supported.  OSHA government personnel will tell you that it takes new office employees on the average two years to understand OSHA and IMIS before they start to be truly productive.

Collins/AIM has more than 19 years experience supporting OSHA.  We are offering the government advantage by supplying personnel already knowledgeable of OSHA, DIT or are specialists in a known discipline requested by the government.  We plan to add value to DIT by having our personnel immediately productive upon contract award since most are currently working in DIT or have previously supported OSHA.

3.6.1
New In-House OSHA Applications Testing (II, 2, b)

As new in-house OSHA Applications are developed, Collins/AIM’s Training and Documentation Staff will work with the development staff to perform limited testing for the purpose to document and for the development of application training materials.  New application documentation will be added to the Change Management system.  We currently perform this function for the government and will continue this support.  Past examples include working on the development of the revised Form 33, the Oracle stand alone application, the Whistleblower application, the CNS reconcile, the SHARP IMIS application and others.
3.6.2
Remote Training Services (II, 2, c)

Collins/AIM will provide remote training on-site, through distance learning, computer based training, web-enabled, and other delivery methods as required by OSHA.  Collins/AIM proposed personnel traveled to many user sites to provide FORM 33, Oracle, and system administration training, and have used several remote distance training packages to teach users OWA, CES, Whistleblower, CNS reconcile process and IMIS SHARP. We have provided Web (OSHANet) training materials, user guides, tutorials, and how tos documentation.  As funds became constrained and DC area-training venues were eliminated, Collins/AIM personnel showed innovation in continuing to deliver user training with on-hand resources.
3.6.3
New and Existing Application Version Control (II, 2, d)

Collins/AIM’s Configuration Management staff will support new and existing application version control, Change Management, demos and training on CM applications, quality control and auditing of the automated Change Management system. Please see Collins/AIM’s section on Configuration Management for specific details on our approach.

3.6.4
As-Needed Tasks (II, 7)

Collins/AIM understands that OSHA requires the Training, Documentation and Configuration Management staff to perform other tasks on an as-needed bases including software application product research, evaluations and recommendations.  For example Collins/AIM’s staff assisted DIT locating nationwide training facilities & training materials such as CBTs and Quick Tip Cards in an effort to teach OSHA’s field end-user staff COTS software such as MS Office.  Collins/AIM also assisted OSHA in generating and testing installation instructions for DIT 2003 PC Workstation Replenishment project, providing senior OSHA management executive overview presentations on IMIS and recently facilitating distance learning presentations for OSHA doctors to remote offices via webconferencing.

3.7
Additional Requirements Applicable to Contract Performance (III)
Collins/AIM’s experienced team understands the need to provide training, documentation development, and configuration management control for the breadth of DIT’s coverage.  We currently provide such support and propose to continue with such assistance with the proposed staff.  Specific examples and details follow. 

3.7.1
IMIS Host Documentation Support (III, 1)
Collins/AIM’s Training, Documentation and Configuration Management staff will provide documentation for changes in the IMIS host mainframe system.  Collins/AIM will work with end-user and application development staff to define content, format, and syntax of host input; for application such as Micro to Host reports, and End of Day processing.  Collins/AIM Configuration Management stall will maintain documentation and track changes made on the host system.

3.7.2 NCR IMIS Process Change Management (III, 2)
Collins/AIM understands that in support of standalone PC applications, that Training, Documentation and Configuration Management support services are required for version control, testing, documentation, training and change management.

3.7.3
Field End-User Training (III, 4)

Collins/AIM understands the need for end-user training in the following areas: basic hardware configurations and functionalities; office, PC, E-mail and system security; NCR user/system administration (including forms processing, reports processing, EOD/SOD processing, and administrative utilities), LAN server administration/Active Directory, and E-mail (Exchange accounts, developing facility with Outlook, the DOL CES, making GALMOD inputs, remote access [OWA], and generating personal file folders [.pst files]).

Collins/AIM understands that end users may need training using licensed COTS, e.g., Kermit95 or QVTerm file communication applications or MS Office Suite applications and with the features of operating systems, e.g., Windows XP Professional.

Collins/AIM understands that end users need training on registering and using non-COTS OSHA-specific applications such as the revised Safety and Health Worksheet, the Whistleblower application, the CSHO and Consultant standalone applications, the IMIS SHARP application and others.

Collins/AIM understands that end users need to know specific OSHA procedures, e.g,, for LAN and e-mail account additions/separations, perform  installations (such as adding/removing the Oracle applications from laptops, installing PenCillin virus-protection software to laptops, upgrading Windows 95/98 machines to XP Professional operating system, and how to re-image PCs when needed).

Collins/AIM understands that end users need to know what supporting documentation is available and how it may be accessed, whether it is how to guides, step-by-step illustrated procedures, CR “bug” listings, FAQs, user guides, tutorials, or IMIS communication, forms processing, reporting, or utility manuals.

Collins/AIM knows that its personnel must prepare instruction, exercises, and evaluations for end users and a variety of teaching methodologies be employed.

Collins/AIM currently offers such instruction desk-side, at NO conference rooms turned into classrooms and at remote locations via travel to the sites and at conferences.  Collins/AIM also has shown to be adept at providing remote training via Web conferencing and MS O/S features (e.g., remote assistance and NetMeeting to cite two).  We have provided guides and CBT as well.

Our understanding is clear, we currently provide these training services to our end user customers. We propose to continue add value to the government by utilizing our proposed trainer, documentation specialist and configuration manager as a coordinated team effort while interfacing with supporting NO and SLC elements.

3.7.4
National Office Special End-User Support (III, 5)
Collins/AIM will provide desk-side, classroom and on-demand training for OSHA 600 federal and contractor staff members in the National Office staff in the Washington DC office.  Collins/AIM will provide support for audio-visual equipment setup, presentation development, laptop configuration for travel, and executive application support.  Currently support is usually for OSHA specific applications, e.g., the Form 87 Whistleblower Application BO reports or COTS MS Office Suite products.  Ad hoc requests can vary such as the aforementioned IMIS overview or assisting OSHA doctors make remote distance presentations by using Web-based conference software.  Collins/AIM plans to continue such support utilizing the proposed experienced personnel.

3.7.5
Special Technical Projects (III, 6)

Collins/AIM will provide support for system-wide upgrades, technology deployment, disaster recovery/business continuity planning and testing, technology evaluation and recommendation, planning and coordination with other efforts, working groups an task forces as required by OSHA.

3.7.6
Current Environment Change Support (III, 7, 1-6)

Collins/AIM currently provides Training and Documentation support to meet the requirements outlined in the environment statements.  As changes are required, we will continue to provide training and documentation, as well as enter changes into the CM repository.  

For example in the recent past, to adapt to reduced budgets, diminished staffing and constant workloads, Collins/AIM’s training lead took on Help Desk duties as well as training tasks.  When travel funds dried up, Collins/AIM’s training team switched to remote distance-learning training.   When new technologies surfaced, e.g., the movement of OSHA’s E-mail to DOL’s CES, Collins/AIM generated a training PowerPoint presentation on the new procedures and provided field offices remote Web conferencing instruction.

Collins/AIM continues to show effective adaptive qualities to posed challenges.  This is indicative of the value Collins/AIM offers the government for the future.

3.7.7
OSHA Support Challenges (III, 8, 1-4c) 

Collins/AIM currently provides Training and Documentation support to meet the requirements outlined in the challenges statements.  As changes are required, we will continue to provide training and documentation, as well as enter changes into the CM repository.

3.8 Management
The Collins/AIM Team offers an organizational structure designed to ensure a partnership with the OSHA/DIT staff; providing a flexible  project and senior management team with decision making authority and the ability to make available adequate resources immediately for normal and contingency operations to perform all tasks with high quality results to further the OSHA mission.

Overall, Collins/AIM management philosophy provides a structured yet flexible approach to managing administrative, technical and professional activities in the dynamic, multiple-task environment of OSHA/DIT.  Our proposed organization has been developed to be fully responsive to all requirements of the proposed effort and to provide sufficient management to ensure a proper and effective span-of-control.  In addition, the program organization is structured in a modular format to readily accommodate fluctuating workloads.

Collins/AIM program management philosophy is to assure successful achievement of the overall objectives of ALL tasks undertaken.  Two important elements of our management approach consist of 1) a strong organization for program management and control entailing a comprehensive timekeeping and labor-cost accounting system, reliable cost estimating and production standards, and 2) an independent quality control and assurance function.  These elements combine to provide a total program management system that is easily adapted to the administrative, industrial, professional and technical requirements of individual customers.

Collins/AIM program management policies will provide the following:

1. Assignment of a highly qualified Program Manager who has responsibility, authority, and accountability for the efforts.  This Program Manager reports directly to the President of Collins to ensure corporate-wide availability of resources for the effort.

2. Program management planning documentation, such as the Work Plan, is periodically reviewed and used by the Collins/AIM for measurement of progress and as an aid to decisions regarding coordination of resources.  

3. Adherence to technical reporting schedules agreed upon between the Customer and the Collins/AIM to ensure strict adherence to original requirements and program objectives.

4. Delivery of detailed technical progress reports to the Customer COTR depicting the current technical and schedule status and any problems related to the effort.

Our Management philosophy provides for maximum control and visibility while not encumbering the progress of the effort.  Collins’ performance relies significantly on its personnel, program organization, management structure and Team.  The fundamental philosophy of the proposed organization is to centralize all program support personnel under a Program Manager, dedicating them to assigned program tasks.

Quality Control and Assurance is predicated upon a formal ISO 9002 Quality Control function and through participation by all levels of management from lowest level to the Corporate President.  This ensures all deliverables undergo comprehensive documented reviews and are in concert with the Collins/AIM high standards of performance.

3.8.1 Organization (IX)

Collins has successfully managed numerous federal projects and programs over its 12 year history.  Collins/AIM's management organization will ensure performance efforts resulting in top quality, reliable IT Training, Documentation, Configuration Management, and user support.  Collins/AIM shall continue to apply the strong management policies and practices that have contributed to the success of the current OSHA/DIT support environment for 19 years.

There will be clear and concise lines of communication between Collins/AIM, OSHA and DIT.  Clear communications will ensure a thorough understanding of each task.  Collins/AIM shall provide continual task monitoring and continuous quality reviews of work in progress.  Collins/AIM Program Manager and the Project Lead will ensure that there are clear lines of communication.  Collins/AIM has an excellent reputation for being flexible, open and always accessible to its customers.

Strength in leadership is one of the most important components in the Collins/AIM management approach.  Collins/AIM selects its management team based on strong qualifications, industry knowledge, outstanding accomplishments and past performance.  Collins/AIM management team has more than 25 years of combined experience in designing, developing, maintaining and managing similar type projects.  A real advantage is that the Collins/AIM management team already has substantial knowledge and understanding of the requirements, personnel and procedures.  Collins/AIM management team also has the valuable and unique benefit of past experience and "lessons learned" in working with OSHA and DIT.  Collins/AIM management team has a proven track record of delivering high quality products, support and responsiveness to its customers.  Collins/AIM assures OSHA and DIT of the delivery of high quality products, superior support and outstanding responsiveness.

Our overall proposed organization is shown in Exhibit 3-5. 
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Exhibit 3-5:  Collins/AIM Proposed Management Organization

3.8.2
Contract Manager (IV, 6)

Mr. Glenn Pearson has a BA in Sociology and a MSA in Information Systems Technology.  He has more than 40 years of experience as a training instructor, and has managed two NASA visitor centers and their training programs.  During his five years with AIM on the OSHA/DIT contract, he has performed desk-side, classroom, web-based, distance training to personnel in both the OSHA National Office and field offices.  He has received numerous commendations from OSHA for outstanding support and services.  He is an experienced manager and knowledgeable of government contracting.

As part of our management plan, we are proposing that Glenn Pearson, Senior Training Specialist, will oversee day-to-day IT Training, Documentation, and Configuration Management activities.  He will have the authority to assign tasks.  In addition, Glenn will:

· Provide project management for technical projects
· Act as a liaison to Federal staff

· Advise the change Control Board of planned changes to the end-user operating environment

· Develop targeted OSHA announcements

· Inform Federal Managers of system incidents and outages

· Plan and Support Testing and validation of business continuity, disaster recovery, and emergency preparedness plans

· Provide Federal management a daily and weekly status report using Microsoft software tools

· Prepare a monthly overall performance analysis using Microsoft software tools

· Support periodic special requests for performance analysis and incident tracking.

3.8.3
GFE (V)

Collins/AIM understands OSHA will provide all necessary office space, telephones, computer hardware, applications, DOL directives, and connections to OSHA systems necessary for our IT Training, Documentation, and Configuration Management staff to provide the required on-going support, assignments, and special projects.  We will be responsible and accountable for all GFE provided under the contract, and will comply with Federal Acquisition Regulation (FAR) Sub Part 45.5, as in effect on the date of this contract.
Collins/AIM understands that the Government will provide specific support items such as:  training for Collins/AIM personnel on OSHA in-house developed applications, in-house training on customizations of the BMC Remedy support system, pertinent DOL directives and memoranda regarding IMIS and training operations and troubleshooting, existing documentation describing current systems and/or procedures including training escalation procedures, desks, telephones, and office space for all on-site contract employees, computers necessary to connect to IMIS host systems, and access to any systems or applications software as necessary to perform contractual duties.

3.8.4
Deliverables (VI)

Collins will provide overall contract deliverables to OSHA National and Field Offices in a seamless manner with the consistent level of quality, integrity, courtesy, and staffing as is currently being delivered under the existing contract.  Additionally, through our constant team interface with OSHA DIT staff, end-users, and OSHA management, we will continuously identify areas for improvement and enhancement of the contract services we are providing.

Collins has an established track record of providing Federal government IT Training Programs, multiple Documentation assignments, and Configuration Management support, and will continue to staff, manage, and maintain the current OSHA solution to provide reliability, service, and customer satisfaction as detailed in Exhibit 3-6.  Collins/AIM provides DIT currently a myriad of reports, many of them ad hoc, from the Top of Mind Help Desk software and the Oracle Discoverer reporting tool.
	IT Training, Documentation, and Configuration Management Deliverables

	Function
	Collins/AIM Approach / Feature
	Benefit to OSHA/DIT/OMDS

	· Onsite Training, Documentation, & Configuration Management
	·  Will Provide Desk side Training in OSHA National Office and Field Office (onsite) locations.

· Classroom Training

· Ad Hoc Training

· Instruction, Process, Procedure, and Policy Documentation

· Document Revision Control

· Proposed Change Review to Applications

· Tracking of Application Versions
	· Increase End-User Knowledge and Facility to Achieve More Efficient Work Flow

· Capture of Most Current Documentation

· Version Control of Applications and Documentation 

	· Revising IMIS, CNS, OSHANet LAN & Sys Admin Skills Manuals
	· Will identify Needed Changes

· Will perform change revisions

· On-line OSHANet Web Posting

· Hardcopy Availability of Manuals

· Version Control Management


	· Capture of Process Flows, Procedures, and Methodologies for Reference and Use

	· Providing assistance to the field for data entry, report generation and office support
	· Provide Data  Entry Support

· Provide Report Generation Support

· Provide General Office Support
	· Increases Timeliness of Input to IMIS

· Provides User Skills

· Adds  Value to Users’ Offices

· Supports OSHA Goals

	· Respond to user questions
	· Answer IMIS Form Questions

· Answer System Operation Questions

· Answer Hardware/Software Questions

· Answer Questions on Rejects
	· Resolves User Issues

· Transmits Uniform Methodologies to the Field

· Validates IMIS Data 

· Adds to Office Intervention Mission


Exhibit 3-6: Collins/AIM Deliverables and Benefits to OSHA
3.8.5
QA Plan (VII)

Collins/AIM is quality-conscious.  We emphasize to our clients that Collins/AIM’s approach to quality is to build it in at the start of a program and to recognize that quality should not be “inserted in the middle” or "inspected into" a program.

To continue the quality assurance partnership between OSHA/DIT and the existing on-site support staff, we will utilize the current OSHA/DIT Quality Assurance and Surveillance Plan that provides oversight of the IT Training, Documentation, Configuration Management support and other support operations.  In addition to the existing effort, Collins/AIM will apply our internal quality assurance and performance programs to ensure that our continued performance remains excellent and continues to enhance the services provided to OSHA.

Our organization, with ISO9001:2000 certified processes and procedures, is dedicated to the delivery of quality information services that meet or exceed the support expectations of OSHA, are timely, and are provided at a competitive price. Our Quality system satisfies these objectives through the implementation of a series of standards and procedures requiring continuous monitoring and review.

As a provider of information and support services, but not being a manufacturer of equipment, Collins/AIM’s products are typically the supporting documentation and services for increased capability and efficiency.  Typically, our measure of quality is not in achieving Six Sigma success in product improvement. The quality of our products is determined by the success of our customers and by the usefulness of our service to the customer.  It is extremely critical for our personnel to understand and deliver the type of information and services that OSHA needs to make the best decisions, meet the OSHA mission, maintain system and user efficiencies, and provide excellent customer service and satisfaction levels.  Our approach to achieving our vision of excellence is based on quality people using quality processes and quality tools. The use of quality processes (well-defined, documented, standardized, and integrated) yields repeatable, managed, and optimized results. An important feature of achieving quality is the ability to measure both process quality and product quality, and to provide quantitative feedback from the process and from implementing innovative ideas and technologies. Our six-step quality process is illustrated in Exhibit 3-7.
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Exhibit 3-7:  Collins/AIM Quality Process

We use sound technical practices established through the process illustrated in Exhibit 3-8 and to be documented in contract files. The Project Leader is responsible for training the team as necessary and for establishing policies, standards, methodologies, and procedures used to conduct the support effort. The Project Leader works closely with OSHA in continuing to understand the practices to be used and the requirements to support its needs.
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Exhibit 3-8:  Practices Are Established to Provide a Standard for Quality

In addition to existing customer policies, instructions, and guidance, the task team will maintain cognizance of new technology developments and work with OSHA to incorporate new practices and requirements as they become available and acceptable. After defining the accepted procedures, methodologies, and standards applicable to the project, the Program Manager conducts or arranges for training of assigned task personnel if needed. This ensures all task personnel are knowledgeable of the accepted processes and standards for the task.

Collins/AIM’ approach to quality assurance is to build in quality, not inspect for and repair deficiencies. A through review process is illustrated in Exhibit 3-9. The process begins with clear requirements and guidelines established through a Project Plan. The task team then implements the plan using practices established by Collins/AIM’s operations documentation and the project plan. The task team maintains a continuing diary of steps taken, methods used, intermediate results, problems encountered, problem resolutions, coordination, and other implementation information in the project folder. Each functional area of the project maintains subfolders of the project. The project folder consists of both electronic information and information on paper.
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Exhibit 3-9:  Our Approach to Quality Includes A Controlled Review 
and Approval Process

The Project Folder method facilitates technical and progress review while it enhances continuity in the event of personnel changes. It is reviewed regularly by the Project Leader for compliance with the practices established in Collins/AIM operations procedures and is periodically audited by the Project Leader’s vice president. Products generated by the project are reviewed by the functional leader, if assigned, or by a peer, if no functional leader is assigned, before formal approval and acceptance by the task leader. Critical deliverables may also be reviewed and approved by the vice president responsible for the task. Aggressive communications and review processes are central to searching for potential and real problems. These reviews identify process improvement techniques. One of the most powerful means of quality assurance is by employee empowerment through the practice of Total Quality Management.

Empowered employees are proactive in identifying and avoiding problems before they become management issues. When potential quality problems are identified, avoidance actions are added to the Project Plan. When real problems do occur, aggressive management takes immediate action to resolve the problem through workarounds, implementation and revision of policies and procedures, realignment or redistribution of resources, direct consultation with OSHA offices, and tracking of resolution until deficiency is corrected and non-recurrence is assured.

Quality Control and Total Quality Management

Collins/AIM approach to internal quality control includes elements of our Quality Control (QC) system and our internal quality assurance (QA) system.  Our Quality Assurance Plan for this contract describes in sufficient detail how we will conduct the QA system, what frequency or when the QA activities will be performed, where the QA activities will take place, and by whom the QA process will be accomplished.  

Competition and tighter budgets are pushing both Government agencies and private sector firms toward developing and implementing a better and more effective quality control system.  Some of the benefits of our system are:

· Problems get solved permanently;

· The quality of work-life is improved;

· Everyone is able to do better work;

· Communications and coordination are improved; and

· Both technical and management staffs are involved through the TQM bottom-up approach; therefore, the whole staff buys into the changes and participates in the implementation.

Our QA/QC Plan includes a number of goals; however, first and foremost is "customer alignment."  By this, we mean working with our customers and defining, or redefining, the customer's needs, then developing/realigning our processes to conform to the customer's needs.  As with any QA/QC system, the Collins/AIM approach is systemic improvement oriented.

Collins/AIM QA/QC program will include the ability for any employee to make recommendations through Quality Improvement Initiatives (QII's).  Once a QII is received, Collins/AIM will put together a Quality Action Team (QAT) to analyze the QII and develop new or improved processes to enhance the area affected.  This will include surveying, sampling, checklists, Pareto charts, and fishbone diagramming.  Collins/AIM corporate management tracks the process of all QII's and QAT's.  In addition, each of our Program Managers is required to include QA/QC activities in Weekly Activities Reports.

Quality Assurance

The objective of the Collins/AIM Quality Assurance plan is to ensure responsiveness by providing the highest quality of service to our customer.  We have an aggressive, proactive QA plan that ensures satisfaction by establishing quality standards, detecting deficiencies at the early stage, initiating quick corrective actions, and monitoring performance in a disciplined manner to ensure compliance with quality standards.  The primary QA/QC Manager for every project is the Program.  It is our corporate policy, implemented in the early years of our existence to place the QA function at the highest feasible level of the corporate structure.  

Collins/AIM believes in a conscientious program consisting of established procedures, ongoing personnel training, review of system reports and logs, management reviews, review of trends, maintenance management, QII's, QAT's, and user feedback to update QA standards and procedures that will ultimately improve operations. The QA/QC Manager will be personally responsible for initiating the QA process during contract start-up, and monitoring its success throughout the period of performance.

Our personnel will remain attentive to these quality-related issues through Collins/AIM’ established QA/QC organizational structure, standards and procedures, inspections and reviews, problem identification and resolution, and reporting vehicles.  These elements combine to provide a comprehensive and project-oriented QA program that consistently anticipates operational issues before they become impediments to the continuity of services.

QA/QC Internal Reviews

The QA program reviews will be administered by the Program Manager and will focus on assurance that adequate technical and performance requirements are established; products and services provided to users meet those established requirements; and support service and/or product performance is not degraded.  Many factors affect support services including absenteeism, scheduling problems due to delays, staffing levels, lack of training, and/or insufficient resources.  In the case of materials, we must ensure that handling; storage, maintenance, rework, repair, overhaul, operation, or training is not allowed to become a problem.  The internal reviews will be conducted at least bi-weekly at the program site.  

To conduct an effective QA review, our Program Manager will use a structured audit methodology to ensure that satisfactory performance is achieved.  The Program Manager will conduct scheduled program reviews to ensure that each functional area supporting this contract is following established operating standards, policies and procedures, and is providing the services and products prescribed in the Statement of Work (SOW).  He/she will use a question and answer procedure to conduct the review.  This review will allow proper visibility to the client and Collins/AIM management on the quality of service delivered by our personnel.

QA/QC External Reviews

External Reviews will be conducted every three months by Collins/AIM’s corporate management.  The QA/QC Team will consist of the President, the Division Vice President, and the CFO and the meeting will normally be held at the corporate headquarters.  They will include examination of both project management QA issues and functional support QC issues. 

Our Program Manager will represent Collins/AIM project personnel at a quarterly Program Management Review conducted by the Collins President.  He will have all required technical, scheduling, and financial information available at this review and will record minutes for the session.  In the absence of the Program Manager, the QA/QC Manager or Division Vice President will perform these duties.

Collins/AIM Quarterly Project Review is a comprehensive internal audit of a project's progress towards the objectives outlined in the technical work and QA plans and in subsequent briefings from the Collins/AIM.  A quarterly review QA checklist is used to verify that all relevant topics have been examined.  This internal audit also examines the history of problem resolution (QA file) in the account and verifies that appropriate corrective actions have been completed for Collins/AIM.

3.8.6 Performance Requirements

Collins/AIM will provide IT Training, Documentation, and Configuration Management services to the OSHA/DIT at performance levels that meet or exceed those specified in Exhibit 3-10.

Collins/AIM is committed to providing OSHA with support services that meet task order objectives and requirements within established cost and schedule constraints.  We employ sound performance based management techniques including the principles of Earned Value Management (EVM) to accomplish OSHA/DIT tasks.  

Our performance-based management technique is used to objectively evaluate cost and schedule efficiency, thereby facilitating better project management and communication of status and risk to OSHA.  Collins/AIM work is planned, base-lined, and tracked in accordance with earned value industry best practices and procedures. This includes establishing measurable milestones and accurately assessing our progress and status.  All baseline changes are subject to change control procedures.  Key milestones, deliverables, and resources are tracked in the Integrated Master Schedule (IMS).  Progress against the baseline plan is objectively measured, and management is provided with useful and timely information to aid in the decision-making and evaluation process.

	Performance

Requirement
	Performance Standard
	Maximum

Allowable Degree of Deviation
	Method

of Surveillance
	Performance

Incentive/

Disincentive

	Provide training to Federal & State OSHA Enforcement Managers, CSHO Officers, State Consultation staff, other OSHA staff and IMIS micro computers System Operators 
	Provide friendly and courteous customer interface when conducting training.  Demonstrate patience and have the ability to effectively communicate with users; travel up to 50% of the time.
	None
	Random inspection
	Outstanding performance reference for work which exceeds requirements; deduction of up to 5% of applicable labor categories for non-compliance (depending on severity of deficiency) during the month in which the non-compliance is found.

Unresolved problems which affect a larger scope of DOL activities shall be subject to a deduction larger (3% or more) than those which affect only one DOL office (2% or less).

 

	Review, study and maintain all training materials 
	Develop and update all training documentation, course materials, modules including user manuals but not  limited to writing step-by-step procedures, preparing student workbooks and creating visual presentation materials.


	None 
	Random inspection
	Same as above

	Conduct and support training for new or modified hardware or software.


	Develop training plan for all assignments as directed.
	None
	Random inspection
	Same as above

	Provide support for documentation of software development, utilization and training
	100%
	None
	Random inspection
	Same as above

	Document user instructions, frequently asked questions.


	100% As needed
	None
	Random inspection 


	Same as above

	Provide configuration management services for maintainability, reliability, documentation and version control, resulting in appropriate control of OSHA system components and elements


	Provide effective configuration management services so that OSHA knows the configuration of all in-house developed micro-, mini-, web-, and host-based applications, system engineering changes and network changes
	None
	Random inspection
	See above

	Provide effective management of projects, contractor, and vendor personnel
	Provide effective management and maintain liaison to Government through meetings and daily/weekly/

monthly reporting as required
	None
	Random inspection
	See above


Exhibit 3-10:  OSHA Performance Requirements Matrix

3.8.7
Privacy (XI)

All Collins/AIM personnel assigned to the IT Training, Documentation, and Configuration Management Support contract are briefed on the provisions of:

1. The Privacy Act, Title 5 of the U.S. Code, Section 552a

2. FAR Clauses 52.224-1 and 52.224-2

3. All applicable agency rules and regulations

In addition, the Collins/AIM personnel currently providing IT Training, Documentation, and Configuration Management Support meet the security requirements of the DOL and have passed background screening.  Additional or replacement personnel required in the future will also be subjected to the same security requirements.  

3.8.8 Section 508 (XII)

As established Federal agency contractors, Collins/AIM has considerable experience in providing for, and meeting the requirements of:

1. Title 29, U.S. Code, Section 794(d), Section 508 of the Rehabilitation Act of 1973 as amended

2. Title 36, Code of Federal Regulations, 1193, Telecommunications Act Accessibility Guidelines

4. Project Personnel
Collins/AIM has exclusive use of the current OSHA IT Training, Documentation, and Configuration Management staff and they are already in place to continue working under a new contract.

Our approach to providing OSHA with training, documentation and configuration management support is simple: we will continue the high quality, professional process of providing experienced staff that AIM has been performing for the prior 19 years.  Additional staff over and above the current contract requirements will be provided from our internal pool of highly qualified resources or through our comprehensive recruiting and evaluation process, fully prepared, oriented and periodically evaluated and reviewed to ensure continued long-term success.  The benefits to OSHA are: no disruptive transition period, no learning curve, and no loss of corporate knowledge.

Collins/AIM’s success is a result of one overriding factor—the quality of our workforce.  Collins/AIM is committed to providing the most highly qualified people in a timely manner.  Collins/AIM enhances its ability to recruit, retain, and motivate elite personnel with a competitive compensation package encompassing wages, benefits, and training.  We provide paid training for approved technical courses, seminars, and conferences to stay abreast of industry standards.

Mr. Richard H. Allen, the Program Manager (PM), with his 22 years of successfully managing multiple tasks and diverse environments, is empowered to make all necessary staffing decisions.  He has the corporate commitment and direct access to the Collins President & CEO, Mr. Robert Collins and to the AIM Vice President, Bette Burgess responsible for support at OSHA.

Collins/AIM has an average annual retention rate of 91% (9% turnover).  This excellent retention rate springs from treating personnel fairly and a competitive, total compensation plan with better than average benefits.  These include:  wellness insurance (medical, dental, vision, disability, and life); annual leave (vacation); sick leave, jury duty, and military duty leave; and 401(k) matching retirement plan.  We pride ourselves in recognizing achievement and our sense of family.  Employee recognition consists of quarterly luncheons, certificates of appreciation, holiday parties, and end of year bonuses to share company successes.

Our established track record of providing IT Training, Documentation, and Configuration Management services to the Federal Government and our current ability to staff, manage, and maintain the OSHA training, documentation and configuration management support solution will ensure reliability, service, and customer satisfaction at levels that meet or exceed OSHA expectations.  Our current team has shown a great capacity for exceptional technical capability, customer service, adaptability, learning, and flexibility.  They have demonstrated “above and beyond” efforts on many occasions and have responded with excellence to recent budget fluctuations and constraints.  Our concept of sharing staff and resources with OSHA/DIT staff to provide support during recent reductions and throughout our experience at OSHA has been a successful approach.  We will continue to utilize the current team with any additional staff as required; and our shared resource / responsibility and teaming concept throughout the life of the contract and our relationship with OSHA.
4.1 Labor Categories

All of the Collins/AIM proposed personnel are available now, are currently working on-site supporting OSHA or will come on board immediately upon award, and will require no start-up time or learning curve.  They are thoroughly experienced and knowledgeable in OSHA procedures and systems, have proven their ability to work in a tiered multi-location environment, and are cross-trained to work in a matrix fashion to share responsibilities and work loads as necessary.  This professional executive level support staff is shown in Exhibit 4-1
Resumes of all current and proposed staff may be reviewed in Appendix A.

	Company
	Category
	Name
	Skills
	OSHA Experience

	Collins
	Training

Specialist
	Charles Douglas
	Over ten years experience as a trainer including COTS packages
Developed training programs for both Information Systems and end-user personnel
Functioned as a Trainer of Trainers
Cross-functional experience in Help Desk Support
	

	AIM
	Senior

Training

Specialist
	Glenn Pearson
	Current OSHA Training

OSHANET

IMIS

ORACLE

OSHA Applications

BA Sociology

MS Information Systems

40 years Federal
Contracting Experience
Managed and Operated Training of 2 NASA
Facilities

	5 Years

	Collins
	Senior

Documentation Specialist
	Cynthia Rucker


	BA Univ of PA
20 years Documentation, Management and Control
OSHA IT Security

Training Development


	2 Years

	Collins
	Documentation Coordinator
	Eric Esslinger
	Over five years experience in the preparation of documentation, presentations and graphics
Cross-functional experience in administrative assistance and support
Familiar with the complexities of federal contract performance.
	

	AIM
	Change

Management Coordinator
	Lisa Rosser
	MA Communications
15 years Program and Configuration Management Experience

Assistant Professor, Univ of MD

	

	Collins/AIM
	Special Support Tasks
	Charles Douglas

Glenn Pearson

Cynthia Rucker
Eric Esslinger

Lisa Rosser
	
	5 Years

2 Years




Exhibit 4-1:  Collins/AIM Current and Proposed Staffing

A complete overview of our current personnel on-site at OSHA performing IT Training, Documentation and Configuration Management services follows in Exhibit 4-2; detailing their individual roles, the current services they are providing, and the OSHA staff with whom they regularly interact.  The resumes of all current and proposed staff may be reviewed in Appendix A.

	IT Training, Documentation, and

Configuration Management
	Title
	Current Duties
	Client

Interface

	Glenn Pearson

(Duties and Responsibilities shared with DIT Help Desk Staff)
	IT Training,
Documentation,
 Configuration Management & Special Projects
	Training & documentation support, flow charts and diagrams, processes and procedure diagrams. Training via WebEx and teleconferencing for web based applications.  Support software residing on OSHA standard secure workstations, Desktop software including MS XP Office suite, in-house development applications and COTS Desktop applications.   Provide training and documentation support for field system administrators.  Training staff may be required to travel within U.S. and territories to support request for on-site training.   Create & update training schedules, Hints & tips, FAQs and other user  education on the OSHA intranet site

Configuration Management Board and PVCS Support.

Windows XP - Provide desk-side, scheduled classroom courses and on demand training is required for National Office users.

Be prepared to travel up to 50 % of the time

Development and operation of distance learning, CBT, web-based training or other approaches to remote training.

Provide support for technical projects.  

In addition to training & documentation and CM, other support tasks are required including installation of microcomputers, user support and user software testing.  Contractor must provide professional and technical ADP Training and documentation services support of IMIS systems, and user and workstation application.  Provides support to NCR servers.  ADP support for forms letters, documentation creation.  EOD/SOD processing.  Test, document, training and change management be implemented by contractor.

National office users may require audio-visual equipment setup, presentation development, laptop configuration for travel, executive application support, etc.

Provides DIT/OMDS managers with ad hoc reports on a recurring basis.

· Mainframe support

· Host Rejects

· Remote NCR server support

· Field System Office Support

· Field End-User Support

· National Office End User Support

· Technical Projects

· Hardware PC Support

· Desktop PC Support

· Printers

· Email

· Account Logon

· In-House Applications

· Network Access

· EOD/SOD

· Restore/Rebuild Informix

· Reconcile (CNS/Enf)

· Citation Processing

· Form Letter Processing

· M-T-H Reporting

· Penalty Payment

· Error Correction

· Est. Processing

· WordPerfect 5.1

· Standard Micro Rpts

· Oracle Web Apps

· NCR DB Config

· Hardware Config & Maint

· Unix  NCR Scripts

· NCR Backups

MS XP

Office desktop Apps

Hardware support


	DIT – Director

DIT- Deputy Director

OMDS – Director

Branch Chiefs

Federal Team Leaders

Federal Staff

Other Contractor Staff

National Office Staff

Field Office Staff




Exhibit 4-2:  Overview of Collins/AIM Personnel Currently Providing Similar Services to OSHA

4.2 Key Personnel

Collins/AIM has an established group of highly talented and professional individuals on-site at OSHA.

In addition to this staff we will be offering Mr. Richard H. Allen to assume the role of overall Program Manager.   Mr. Allen, our Program Manager, is a Senior Account Executive with over 28 years industry experience with 22 years in management related positions.  Mr. Allen has extensive experience interfacing with the public sector from his job as Associate Director, Business Operations, National Veterans Business Development Corporation (NVBDC).  Mr. Allen’s role at NVBDC necessitated his involvement at multiple organization levels across multiple federal agencies.  His extensive experience in these areas will bring significant benefit to the OSHA/DIT because of his ability to interface at multiple organizational levels simultaneously.  Mr. Allen has direct access to the corporate officers of both Collins and AIM and has been given the authority to act on their behalf to ensure that this highly important contract is adequately resourced.  Mr. Robert Collins, the Collins President & CEO, is committed to providing OSHA outstanding support and services and Mr. Collins will make himself available for consultation with the OSHA staff as needed.

To support directives from the Program Manager while continuing to provide IT Training, Documentation, and Configuration Management services, Mr. Glenn Pearson will assume the role of Project Lead.  

Mr. Pearson has been providing excellent support to the OSHA/DIT for five years and has a complete understanding of the current environment and what is expected by OSHA to support future initiatives.
Within DIT, Glenn has performed extensive formal and ad hoc training; documentation of IMIS manuals, procedures, processes, exercises, FAQs, and meetings.  He participates in the current control configuration management.  His work receives almost daily recognition from users for excellence; he was awarded a government agency medal for public service in the contracting sector and is known for his innovations and customer service demeanor.  He holds a masters in information systems technology from George Washington University, is a recipient of a grant in public administration, and was a senior analyst for NASA software programs.  He is has been a supervisor for a 24/7 data processing unit, managed four U.S. teams attending overseas competitions, and has managed federal contracts and facilities as a sole-proprietor company owner. He has approximate 40 years experience as a government contractor and adds exceptional value to the government.

4.3 Skill Levels and Education (XV)

Collins/AIM will continue to utilize the highly qualified and experienced staff currently providing training, documentation and configuration management support.  They already have the necessary education, training, and certifications to service their assigned tasks.  As is inherent in our company policy, we expect these individuals to maintain their skill levels and promote the advancement of their education and knowledge to support the OSHA/DIT environment.  Additional staff, over and above the current personnel required to support the task, will have levels of education, training, and certification that meet or exceed those required by OSHA/DIT.  Newly selected, additional, or temporary replacement staff will also be fully qualified and prepared to perform at excellent service levels.

Regular training, continuing education, and certification to enhance the services provided to OSHA will be accomplished with as little disruption as is possible.  Proper scheduling, communication, and approval will be arranged with the OSHA/DIT to establish the least disruptive times for a staff member to receive training.  Our intent will be to provide training at times convenient to OSHA and most probably, after general working hours.  While a staff member is participating in a training, education, or certification session, we will provide a fully qualified and briefed staff member to continue supporting the OSHA/DIT.

Collins/AIM will bear the cost for all staff continuing education and/or periodic re-certifications, training, education, and certification programs.  We understand that the DOL will bear the cost of any necessary training for DOL-unique applications not found in the commercial marketplace, through on-the-job-familiarization at the Government expense.

4.4
Selection and Assignment (XIV)

The staff we are proposing for training, documentation and configuration management support are already working in the OSHA/DIT environment, and their experience ranges from two years to six years supporting OSHA.  They will maintain their current work hours and assignments as specified by the DIT.

In the event of the need to temporarily or permanently replace an existing staff member or the need arises to add a staff member, our selection process is a proactive one.  Because Collins/AIM supports so many Federal projects, our full-time recruiters continue to build a highly qualified pool of qualified candidates in the event that certified and experienced staff are needed in a hurry.  

Over the past 12 years supporting numerous Federal projects, Collins has demonstrated its ability to successfully recruit qualified professionals.  Our recruiting process, shown in Exhibit 4-3, is designed with the flexibility to accommodate unanticipated requirements by taking advantage of both the wealth of talent Collins/AIM possesses and multiple hiring paths to quickly and efficiently assign a qualified individual to the OSHA support tasks.  We expect to fill any temporary critical vacancy in less than 3 days and any permanent vacancy in less than the customary 10 days expected by OSHA.


Exhibit 4-3:  Collins/AIM Selection and Recruiting Process

We will utilize our pool of trained and experienced Temps and part-time staff to handle any unforeseen shortfalls or staff illness.  Collins/AIM also continually recruits within the marketplace for highly qualified professionals, and has established a personnel database of 80 to 100 qualified pre-screened candidates for full time employment if needed.  All Collins/AIM staff will sign a nondisclosure agreement before being employed on support duties.  All assignments or placements, skill verifications, and security evaluations performed by Collins/AIM will be presented to the OSHA/DIT for review and approval to ensure that the desired customer service levels and quality of performance will be maintained by all new staff coming onto the OSHA/DIT support team.

APPENDIX A - Resumes

NAME:  Richard Allen

POSITION:  Program Manager

EDUCATION

Armstrong College- Berkeley, California, B.S. Accounting, 1976

SKILLS

· Twenty-seven years experience in small business creation and development

· and management of distribution centers with multi-million dollar sales

· Program management experience of some of the largest projects in Maryland;

· National Archives Building, Redskins football stadium, IRS National Headquarters

· Formed cohesive work environments with diverse personalities

· Proven ability to work well under pressure

· Excellent written and oral communicator

· Experienced instructor at home and abroad

· Fund raising and event planning

EXPERIENCE

Collins Consulting, Inc.





05/2003 to Present

Senior Account Executive 

· Established relationships with federal government contracting offices 

· Established relationships with federal prime contractor SBLOs and delivery teams

· Responsible for the successful delivery of performance of contract personnel in support of federal contracts to selected federal prime contractors

National Veterans Business Development Corporation

04/2001 to 01/ 2003

Associate Director, Business Operations 

· Developed contacts in over 1000 of the largest private sector corporations in the U.S.

· Developed contacts in every state Chamber of Commerce

· Established relationships in dozens of federal government contracting offices 

· Established relationships with minority business development organizations throughout the U.S.

· Established relationships with 76 veteran service organizations in the U.S.

· Created, developed and managed a program for consortia of disabled and other veteran-owned businesses for the acquisition of federal government contracts in the hundreds of millions of dollars

· Development, coordination and management of national FastTrac® Entrepreneurial Training Program

· Nationwide public speaking engagements

Lord and Company Construction




03/2000 to 04/ 2001

· Supply all areas of residential construction

· Sales and estimating

Sons of Thunder- Instructor





02/2000

· Developed curriculum and presented leadership program

· Fund raising

International Training Consortium, Inc.




07/1999 to 03/ 2001

Director of Marketing, Consultant

· Marketing- public and private sector

· Public speaking instructor

L & W Supply Corporation





1976 to 1999 

Center Accountant, June 1976 to January 1978

Financial Manager, January 1978 to June 1981

Center Manager, July 1981 to July 1997

Technical Sales- Exterior Systems, 1997 to 1999

· Performed and coordinated all aspects of building material supply, including large commercial construction job-site project management, e.g., Redskins Stadium, IRS National Headquarters, National Archives Building

· Accounting, financial analysis, sales and collections

· Inventory and material purchasing

· Personnel management

· Training seminars

NAME:  Glenn Pearson

POSITION:  Senior Training Specialist
EDUCATION

MSA, information system technology; BA sociology
SKILLS

Word Perfect 5.2 for Unix, MS 2002 Suite of Software (Microsoft Word, Microsoft Excel, Microsoft Access, Microsoft PowerPoint, Microsoft Outlook), Travel Manager, WordPerfect for Unix, Corel, , Top of Mind Help Desk, NCR Systems, Unix, Windows OS 95, 98, NT, ME, XP, various printers, scanners, digi-boards, and modems

EXPERIENCE

Automated Information Management 



July 1999 – present

Training Instructor

Responsible for the development and delivery of training to OSHA federal and state representatives (National Office staff, Regional Officers, Compliance Safety and Health Officers, Consultants and Discrimination Officers) on IMIS proprietary software applications.  Also provide training for COTS—most frequently MS Office products and Windows NT administration.

Development consists of the generation of agendas, guides, step-by-step process documentation, frequently asked questions, exercises, lessons, and presentations.  Tasked also to perform documentation generation, keeping concert with 
PVCS tracking requirements, and posting of OSHANet Web files relating to training.

Training is performed desk-side, in classrooms, via remote teleconferences or by prepared text made available via hardcopy, electronic files or Web postings. Training may be as small as one-on-one situations to several hundred people at one time.  

Various training and presentation packages are used including MS Remote Assistance, MS Net Meeting, MCI Net Conferencing, MS PowerPoint, and WebEx.

Also required to supplement AIM Support Staff at the Help Desk by logging in calls, stepping forward to first-call resolution opportunities, and acting as a  subject expert for promoted (second-level) calls relating to Form 33, CNS Reconcile, IMIS SHARP, and Whistle Blower applications.

Tasked to assist CNS offices needing help with Reconcile process.

Tasked to provide weekly statistics and bar charts to OSHA management.

Specific examples relating to the above are:

· May use MS Remote Assistance to show an office system administrator how to install OSHA security patch template on users’ desktops in response to a Help Desk call. 

· Used Net Meeting to show more than 50 system administrators how to generate personal archive files (i.e., .PST files) in CES.

· Used Net Meeting and PowerPoint presentations to show Consultant system administrators how to perform the Reconcile process.   This was performed this past year in weekly telecon classes for all consultant offices with an NCR (more than 50).

· Used WebEx software to teach management (Local Security Manager), administrators (Local Security Administrator) and users the Whistleblower IMIS application.  More than 150 trained.

· Was the primary computer instructor (attended all field OMDS presentations) for the Revised Safety and Health Assessment Worksheet—Form 33.  Instruction required travel and live presentations and demonstrations.  Taught approximate 500 CNS officers in classes throughout the country.

· Presently conducting remote training demonstrations of the IMIS SHARP application for more 20 field offices using PowerPoint and Net Conferencing software.  Have completed training for NO personnel and Region VI and demonstrated the application to 22 system administrators at OTI.

· Taught NT system administration to approximately 200 system administrators in classroom type environment during 2002 conference.

· Taught CSHOs and CNS system administrators IMIS, SHARP (CNS only) and Oracle standalone applications to approximately 50 individuals in 2004 system administrator classes at the OSHA Training Institute in Illinois.

· Taught CNS Oracle Application and CSHO Oracle Application to more than 200 office trainers in classes held in the Washington, DC area and throughout the country.

· Generated documentation (exercises, presentations, online postings, books, or guides) for all the above examples.  And more.

As shown in the example, extensive travel may be required (50% of time) or training conducted via remote electronic means.

Technical and Administrative 



April 1990 – June 1999

Services Corporation (TADCORPS) 

Project Coordinator

Was responsible for logistical support in setting up government agency (NASA) training classes at a remote training site (Wallops Island, Virginia) and secondarily at other locations.

Support entailed enrolling participants, acquiring instructors, generating agendas, securing rooms for lodging and instruction, putting together and mailing manuals, i.e., all the background operations required to hold classes.

Support required travel and some instruction classes (on NASA Web Site the resumed developed and software).  Courses were on program and project management, and executive management (SES).

For senior-level speakers, whose schedules made them unable to attend, would operate Picture-Tel hardware and software so that remote instruction would occur on NASA programs.

Classes ranged generally from 20 to 45 people from agency-wide sites.  Supported approximately 60-65 classes annually.  Occasionally organized larger sessions, e.g., for an NGO (child care and teaching organization) organized a weeklong conference for more than 700 participants in a D.C.-area hotel.

Control Manager

Was responsible for maintaining NASA Code SL (space exploration), document and viewgraph libraries.  Provided documents to requestors and tracked locations.  Maintained viewgraph library and researched requests for appropriate images for proposed presentations.  Also generated educational materials for the public, e.g., posters and photo handouts (selected images and generated educational text).

Previous Experience (before 1990):

Spent two years as an independent consultant helping National Air and Space Museum and Anacostia Museum generate educational materials and performing teaching to children enrolled in summer programs at the museums (1988-1989).

Operated two NASA visitor centers.  Work required facility management, development of educational materials and delivery of more than 500 talks/tours annually.  In charge of teacher’s resource library for publications, visual and electronic media. Performed for nine years (1977-1985).   Initially worked for CSTA (contractor), then self-ownership (six years), and last year to Sachs-Freeman (sold company to another contractor).

Spent twelve years performing a variety of tasks relating to NASA satellite telemetry processing.  First two years summer work only.  Left work (to manage visitor centers) as a supervisor of a 7/24 data processing unit for a NASA satellite and as a senior telemetry analyst.  (1965-1977 for various NASA contractors chosen in successive contract acquisitions).

NAME: Cynthia M. Rucker


POSITION: Senior Documentation Specialist

EDUCATION

B.A. Indiana University of Pennsylvania, 1984

EXPERIENCE

Automated Information Management, Inc. (AIM)   



2002 – Present

IT Security Coordinator

· Designs and implements a computer security alert distribution, tracking and reporting system that details virus activities for several computer networks
· Coordinates annual IT security training for all U.S. Department of Labor/OSHA employees nation-wide in compliance with Congressional Legislation and Executive Order
· Tests on-line IT security training deployed throughout DOL
· Monitors and reviews all IT Security 8(a) set-aside contract deliverables and schedules
· Reconciles IT security budget
· Coordinates roles and responsibilities class at annual systems administrators training conference
· Coordinates IT security training open house and registration for web-based IT security library
· Performs routine administrative support duties including maintaining security logs for ID badges, software library, and access key cards
WorldSpace Corporation






    1997 – 2001

Security Manager/Risk Analyst

· Designed, implemented and managed integrated risk management and assessment program for corporate office and business offices in Africa, Europe and Asia
· Developed wrote and managed strategic plan for risk management and avoidance
· Wrote operational and management practices for risk categories
· Identified existing and potential vulnerabilities and provided recommendations for solutions. Reviewed business processes for security implications
· Assessed document control and computer security
· Assisted in operations of crisis management, and multi-lateral continuity planning
· Organized corporate safety awareness training program
· Implemented, transitioned and programmed new and upgraded computerized security access badge system for employees and all building tenants (approximately 2500), this included determining levels, areas and times of access
Freelance Writer/Marketing Consultant




    1991 – 1997

· Various Positions, Homicide: Life on the Street/NBC 

Westinghouse Electric Corporation, Plant Apparatus Division

    1983 – 1990

· Interacted with engineers to incorporate text and illustrations for nuclear navy’s fleet support training manuals in the areas of mechanical, instrument and control, heat transfer and refueling

· Compiled monthly status report on manual changes/updates/deletions

· Held Top Secret Security Clearance

NAME: Eric Esslinger

POSITION: Documentation Coordinator

EDUCATION

George Mason University   -Business Administration
SKILLS

· Highly proficient in proposal writing, editing, and process management

· Expert administrative skills to include: advanced spreadsheets, database management, and reporting

· Sharp verbal and written communicator

· Refined ability to multi-task

· Technical: Windows 2000/NT/XP, MS Office (Word, Excel, Powerpoint, Access), Visio, Adobe Illustrator/Photoshop/Acrobat/InDesign/PDF InFusion, Lotus Notes, Rational ReqPro/ClearCase, Dreamweaver, Peoplesoft, Resumix, Oracle databases

EXPERIENCE

BOSS Consulting, Bethesda, MD




  6/03-8/2004

Technical Writer/Desktop Publisher/Proposal Specialist

· Performed technical writing, desktop publishing, and proposal related work for multiple clients in the Washington D.C. metro area. 

· Rewrote and edited a Department of Labor forms guide and converted some of the material into web-enabled documentation.


· Edited, formatted, and ensured quality compliance on a multi-volume government proposal, as well as, designing elaborate charts, tables, and graphics for the document.

CACI, Inc., Arlington, VA





    10/02-5/03

Program Control Analyst
· Performed within a telecommunications group on concurrent FAA and Coast Guard contracts. 

· Responsibilities consisted of coordinating implementation actions to include: site surveys, hardware installations, and site maintenance. 

· Served as a technical point of contact to clients and field engineers. 

· Other duties involved analyzing equipment needs for projects, program management, and contract database administration. 

SAIC, Falls Church, VA





      3/01-9/02

Technical Writer

· Operated within a contract business development group. 

· Performed advanced technical writing and editing of high priority deliverables and task order proposals. 

· Duties performed within the defined process included: proposal analysis, compliance matrices, guideline formatting, visual aid production, and final proofreading.

· Worked in collaboration with various intercompany departments as well as subcontractors on a diverse range of documents for a broad spectrum of business sectors. 

· Performed efficiently under pressure in a high volume and fast-paced environment in accordance with multiple submittal deadlines. 

· Produced superior quality documentation and proposals for a wide variety of clients in the federal, state, environmental services, and commercial communities.

DELTEK Systems, Inc., McLean, VA



      7/99-3/01


Design Specialist

· Administrative support of division executives including: spreadsheets, 

· reports, databases, and presentations

· Marketing strategy group member involved in the design of 

· sales/marketing literature and the planning of promotional events

· Sales operations coordinator, responsible for resolving client inquiries

· Software performance documentation and quality control reporting

· Desktop publishing, graphic design, website design and maintenance

WinStar Communications, Inc., Vienna, VA



      9/97-7/99

HR Administrator

· System administrator on HRIS personnel databases

· Administrative support of human resources executives and recruiters

· Jr. Recruiter for general office positions including candidate sourcing

NAME: Lisa K. Rosser


POSITION: Change Management Coordinator

EDUCATION

MA, Organizational Communications, Bowie State University, Bowie, Maryland - 1996

BA, Communication Studies/Public Relations, UNC – Greensboro, Greensboro, North Carolina 1991

SKILLS

Certified International Configuration Manager, International Society of Configuration Management, 1998

Certificate in Contracting Basics for Support and Administrative Personnel, USDA Graduate School, 1997

EXPERIENCE

University of Maryland University College (UMUC),



2001 – Present

Department of Communication

Adjunct Assistant Professor

Responsible for curriculum development and teaching undergraduate courses in the Department of Communication.

Develop syllabus, select course readings, evaluate student progress, conduct student conferences, prepare lectures, in-class exercises, writing assignments and examinations.

Provide face-to-face and On-Line instruction.

Serve as exam proctor/assistant.

Automated Information Management, Inc. (AIM) 



1991 – Present

Federal Contractor – Federal Aviation Administration (FAA)

Project Management

Deputy Program Manager reporting directly to the Vice President.

Performed technical writing for Technical Assistance Contract II that resulted in a $340 million contract award for 10 years supporting the FAA.

Participate in reviews of contract proposals.

Responsible for daily administrative and management tasks of the contract; recruitment, staffing and scheduling of employees.

Participate in bi-weekly staff meetings regarding contract.

Supervise a small staff and guide their professional development.

Initiate marketing efforts.

Review and prepare task order proposals.

Configuration Management Lead

Manage all En Route (ER) Program Operations life-cycle CM activities.

Lead a Configuration Management team of three (3) responsible for processing changes, maintaining baselines, practices, procedures and charters.

Manage and ensure that CM Intranet Website reflects current information.

Oversee CM database to ensure data integrity and accuracy.

Manage and coordinate configuration change boards (CCBs) that evaluate change proposals for technical adequacy, accuracy and feasibility.

Assist CCB Chairperson with the facilitation and conduct of configuration board meetings.

Coordinate, analyze and review technical change proposals. 

Review products and programs to identify areas that are affected by configuration management requirements and ensure they adhere to existing and appropriate configuration management policies and procedures.

Document configuration management processes and operating procedures that result from analyses, lessons learned and improvement efforts.

Develop proposed plans to establish and implement improvements to configuration management through new or revised tools, processes and procedures.

Perform and analyze configuration status accounting.

Participate in Functional and Physical configuration audits.

Training and Development – (Tool selected for National Implementation at FAA)
Served as lead trainer for web-based tool pilot program. 

Served as an organizational liaison between pilot participants and contractor.

Coordinated class arrangements, conducted training classes and developed criteria for evaluating effectiveness of training activities.

Designed and administered surveys to measure pilot effectiveness.

Edited user screens and training curriculum for web-based tool.

Troubleshot user operating problems.

Participated in testing activity.

COTR, Team Lead

Managed contract deliverables from receipt through response.

Coordinated the receipt, review, disposition and response preparation to contractor correspondence.

Prepared requisitions for the purchase of Government Furnished Equipment/Services.

Researched and tracked procurement requests from commitment to obligation.

Documented travel guidelines to reduce travel cost and control meeting attendance.

Participated in weekly contract issues meeting.

Performed contract status accounting.

Prepared and presented contract briefings.

Communications Analyst

Initiated and coordinated the company’s first corporate video.

Served as Editor-In-Chief of company newsletter.

Planned and participated in an international marketing trade show in the Far East.

NAME: Charles Douglas

POSITION: Training Specialist

EDUCATION

1999 Community Colleges of Baltimore / Currently pursuing a degree in Computer Science. 

1979 Graduate of East Anchorage High School / Anchorage, Alaska

SKILLS

Windows 95/98/2000 / Office 97 to include Word, Excel, Access, Power Point /

FrontPage / Microsoft Office 2000 to include Word, Excel, Access, Power Point /

WordPerfect 7/8/9 / Lotus Notes R5 / Lotus 1-2-3 / Quatro-Pro
EXPERIENCE

Administrative Office of the Courts



                  05/01/02 - present

Applications Trainer III / Information Specialist IX / Commercial Off the Shelf Trainer

· Assess training requirements and develops user procedural documentation based on the PROGRESS application implemented within the Courts of Maryland. 

· Create and implement course materials, database setup and maintenance based on assessed needs. 

· Assists Programmer/Analyst in development and maintenance of testing and quality assurance measurements including investigation and evaluation of systems problems and subsequent solution proposal and implementation. 

· Provided training to Trainee level trainers. 

· Assisting Analyst/Programmer with ongoing development, maintenance, testing, debugging, and database setup of systems. 

· Preparation of training course materials, user manuals, customized documentation, and database setup. 

· Training at on-site court locations and at the Judicial Training Center. 

· Provides on-site, direct call, and help desk system support. 

· Coordinating with management, court personnel, micro technicians, analyst/programmers, complex technicians. 

· Through complex and micro technicians instruction provides on-site modifications to hardware and software. 

Administrative Office of the Courts / Judicial Information Systems (Commercial

Off the Shelf - COTS) 

· Responsible for training users in the use of Commercial Off the Shelf (COTS) software that is in use throughout the Circuit and District Courts of Maryland. 

· Assess training needs. Recommend training program(s) and develop user-training modules and manuals for Circuit and District Court users. Provides PC support for commercial software packages to include: WordPerfect 7, 8, 9, Lotus Notes R5, WORD 2000, MS Excel 2000. 

· Provided on-site hardware and software training and documentation support for all levels of the Judiciary.

Administrative Office of the Courts




    11/01/01 - 04/01/02

Help-Desk Technician

· Take end user telephone calls on encountered problems and offer assistance under limited supervision to resolve same, refer to second level support or call vendors for service. 

· Monitor communication networks for all counties in the State of Maryland for possible failures affecting end user accessibility and take corrective actions. 

· Track problem calls to expedite resolution with assigned personnel and/or vendors. 

· Document closing information on problem calls to use as future reference on related problems. 

· Coordinate flow of work between shifts to ensure continuity. 

· Perform daily problem determination as related to abnormal system condition on batch applications, online applications and/or system hardware/software. 

· Monitor mainframe/midrange/mini-computer systems and peripherals. 

· Take corrective action on hardware/software malfunctions as specified by documented department procedures. Initiate schedule input/output processing for end user requirements and assist users on identified problems. 

· Experience with Mainframe, Unix, AS-400, UCS application, McAfee help desk support software, Windows 95,98,2000,MSWord, Excel, PowerPoint, FrontPage, WordPerfect 7, 8, 9, Lotus Notes (email). Ability to adapt/learn quickly new platforms such as Oracle, and Magic help desk support software.

Administrative Office of the Courts 




    06/01/01 - 10/01/01
Commercial Off the Shelf - COTS

· Responsible for training users in the use of Commercial Off the Shelf (COTS) software that is in use throughout the Judiciary. Assess training needs.

· Recommend training program and develop user-training modules for District Court users. Provides PC support for commercial software packages, including WordPerfect 7, WordPerfect 8, WordPerfect 9, Lotus Notes R5, MS Excel 2000, Desktop Publishing. Also, provide on-site hardware and software training and documentation support for all levels of the Judiciary.

Kelly Services (Temporary Employee) 




  03/01 - 05/01

· Assignment at Johns Hopkins University involving statistical survey data and data entry utilizing MS Word, and Excel. 

The Charles H. Hickey Jr., School 





    11/00 - 3/01

Computer Instructional Specialist

· Provide computer training to juvenile offenders ranging from Windows 98, Office 97, GED & Adult Basic Education Programs. 

· Also, maintain computer lab, computer troubleshooting, hardware and software maintenance, and basic security for all computers within the lab.

Maryland State Department of Education / 




    3/94 - 10/00

Occupational Skills Training Center & Maryland Transition Center School  

Computer Instructional Specialist/Network Administrator

· Provided the installation and administration of twenty networked stations (Gateway E-3200's - Pen II-350MHZ) and one NT Server (Gateway E-3200 – Pen II-400MHZ) utilizing Windows 98 for clients and Windows NT 4.0. 

· Provided support for fifty additional computers in the form of computer repair, upgrade, and software installation. 

· Provided computer training to incarcerated adults and administrative staff ranging from Windows 95/98, Windows NT, Office 97/2000, GED & Adult Basic Education Programs. 

· Additional duties include hardware upgrade & installation, software upgrade & installation, computer troubleshooting, hardware maintenance, recommendations for hardware upgrades, and new computer acquisition. 

Maryland State Department of Education (Administrative Specialist III) 

· Responsible for supporting staff development and microcomputer training programs for the department, facilitating contracts for computer training, computer hardware/software acquisition, multiple vendor solicitation, bid negotiation, contract origination, provided desktop publishing support for the department, pre-and post-assessments to measure impact of vendor solicited computer training, fiscal monitoring, and report fiscal budget information to department heads. 

· Experience dealing with state procurement law, COMAR regulations, information technology procurement: skills include knowledge of microcomputer hardware and software, instruction of WordPerfect 6.0/6.1(Windows), Lotus 4.0/5.0 (Windows), Quatro Pro 5.0/6.0 (Windows), Windows 95/98, Office 97, and multiple software packages.
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