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1. Executive Summary
The MILVETS Systems Technology, Inc. (MILVETS) approach to providing the Occupational Safety and Health Administration (OSHA) professional IT Help Desk support is simple: we will continue to provide the same experienced staff that are currently performing this work, and have for over 19 years, as well as, additional staff as required 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.

MILVETS, founded in 1986, is a service-disabled veteran-owned (SDVO), small disadvantaged business and certified as an SBA HUBZone firm providing superior quality IT services and program management support to the Federal government.

MILVETS is experienced as a Prime Contractor and has successfully managed projects and programs that require subcontractor(s).
As a rapidly growing 350 person professional and technical services company, MILVETS was founded to offer efficient, cost-effective information technology (IT) services to both commercial and government clients and, as such, was the recipient of the SBA Administrator’s Award for Excellence for contract performance.  Under the leadership of its President, Mr. Bob Daniels, MILVETS has established a solid reputation for delivering quality products and services with a strong commitment to long-term client satisfaction and corporate expansion.

MILVETS has been providing Help Desk Support Services for the Navy/Marine Corps Intranet (NMCI) under subcontract to EDS for nearly four years.  This support consists of help desk and network operations center support for the NMCI program end-users nationwide.  MILVETS has also provided hardware/software desktop validation support for more than 60,000 workstations.  Additional duties included:

· The Generation of Trouble Ticket Reports in direct support of Service Level Agreements (SLA) Compliance

· Assist with the maintenance of Remedy

· Participated in daily Helpdesk meetings

· Assisted and support Legacy Apps and new application testing

· Created and Generated Customer FAQ’s

· Executed and helped Managed Move, Adds, Changes (MAC’s) (Service to Delivery Processing)

· Assisted with the Resolution of Helpdesk related Issues

· Provided and Recorded System Wide Announcements of network modifications

· Complied and reported security violations

· Assisted with Ticket compilation and analysis

· Assisted with Trend Analysis Reporting

· Performed Status reporting

Our technicians provide first and second-level technical support such as documentation, troubleshooting, analyzing, resolving, tracking, and escalating technical problems associated with an end-user’s desktop environment including:

· Interface with tools such as Remedy, Tivoli, Aspect, and internet browsers

· Microsoft Windows 2000

· Microsoft Windows Exchange and Outlook 2000

Under a separate contract MILVETS, performed a network migration design and implementation for 350 users at the Department of State, Office of the Inspector General.  MILVETS’ Systems Engineer also provides high-level Help Desk support.  We also provide Tier 3 and Tier 4 Help Desk support on Mainframe and Web Applications for the Social Security Administration (SSA).

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 successfully been providing IT Help Desk 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, MILVETS and AIM provide:

· Outstanding Performance.  We understand better than anyone else the OSHA/DIT Help Desk Support challenges because we are there – no transition, no start up, any learning curve.

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

· Best Value.  Our direct experience supporting OSHA/DIT 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 OSHA support requirements, environment, and processes and are already providing knowledge and experience from the National Office to the field level of the organization to assist OSHA in achieving the objectives of its 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..."

Our target goal is to continue 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).   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 environment.  We understand that to move OSHA’s vision and business objectives forward, will require a strategic, systematic and focused approach to IT solution development, user support services, and implementation of new technologies, such as BMC Remedy, into the OSHA IT infrastructure.  MILVETS/AIM will assist OSHA in taking the next step.  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 the OSHA IT solution and user support environment.

Fostering a partnership for success supports our continued achievement in providing excellent Help Desk and IT 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 MILVETS, AIM, and OSHA/DIT, 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 Help Desk Support services that result in the benefits described in Exhibit 1-1.
	Proven  Capabilities
	Benefit to the Directorate of Information
Technology and OSHA

	· 19 years experience providing Help Desk services and 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 MILVETS/AIM staff is currently providing IT Help Desk services to the Directorate of Information Technology and OSHA.
	· 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 satisfaction levels reported by OSHA employees and management staff.



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

· Seamless contract transition.



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

MILVETS/AIM has extensive experience providing performance-based IT Help Desk support services 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 IT Help Desk support to the Occupational Safety and Health Administration (OSHA), Directorate of Information Technology (DIT).

2.1
MILVETS Systems Technology
2.1.1
Department of State, Network and Help Desk Support
	Project Title:   Department of State, Network and Help Desk Support

	Prime/Sub:     Sub
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	1. Customer:
Department of State, Office of the
Inspector General (OIG)
	2. Contract No./Type:
LMAQM-00-D-0013/CSI-6-00-01


	
	3. Period of Performance: 
April 17, 2001 to April 17, 2005

	4. Contract Value:
$7,885,814

	
	5. Contracting POC:
Mike Margeson

703-284-2708

margesonm@state.gov
	6. Technical POC:
James Lantzy COTR
703-284-1802

lantzyj@state.gov



Type of work performed:
NT Network Installation/Migration and Help Desk support

General Description of work performed:  

MILVETS Systems Technology, Inc., is currently under contract to perform a network migration design and implementation for 350 users at the Department of State, Office of the Inspector General.

This task includes the migration of the network operating system from Banyan Vines to Windows NT, the standardization of all desktops to Windows NT Workstation and the migration of electronic mail from IM3 to Microsoft Exchange.  The desktop mail client currently uses Microsoft Outlook for sending and receiving e-mail as well as scheduling and calendar functions.  Identify and implement Information Security for OIG network operating.  Implement design, and system architecture and security modifications in support of the Department of State OpenNet Plus program (Internet to the desktop). Identify and document OIG IT budget priorities and plans.

The task also includes developing specifications for network naming conventions, standard server and workstation configuration, installation and setup procedures and security policies for e-mail and calendaring. The scope of work also includes the identification and development of a modern backup system (including the use of hierarchical storage management-HSM) for the State Department, Office of the Inspector General classified and unclassified networks located in Roslyn and the Main State Department Building.

MILVETS Systems Engineer also provides Help Desk systems; Create plans for ongoing OIG IST tasks, Upgrades and special project support as they develop, and; Perform tasks to create Information Systems Technology budget and tracking systems to the OIG network user community.

2.1.2
Navy/Marine Corps Intranet (NMCI)
	Project Title:   Navy/Marine Corps Intranet (NMCI)

	Prime/Sub:     Sub
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	1. Customer:
U.S. Navy

Electronic Data Systems (EDS)

(Prime Contractor)


	2. Contract No./Type:
DTOS59-96-D-00421
SubContract #:  96-SC-MILVETS-ITOP-ISE

	
	3. Period of Performance: 
Oct 1, 2000 to Sep 30, 2006

	4. Contract Value:
$17,000,000

	
	5. Contracting POC:
Amy Clipperton

972-605-0916

amy.clipperton@eds.com
	6. Technical POC:
Bryan Knapp COTR/PM
619-817-3003

bryan.knapp@eds.com



Type of work performed:
Help Desk

Network Operations Center (NOC) support

Technical Support Services

General Description of work performed:
MILVETS is currently supporting the Department of Navy and Marine Corps as a subcontractor to EDS on the Navy/Marine Corps Intranet (NMCI) contract.  MILVETS provides help desk and network operations center (NOC) support for the NMCI program end-users nationwide.  MILVETS has also provided hardware/software desktop validation support for more than 60,000 workstations at locations in Patuxent River, Maryland, Washington Navy Yard, Pentagon, Naval Observatory, Crystal City, Virginia, San Diego, CA, Lemoore, CA, and Andrews AFB.  Our technicians replaced existing, government-owned computer desktop hardware and software with a “seat management” service.  Actions that were carried out by our team were:  Inventory existing desktop computer equipment and software; “Pre-installation” survey that prepares each desktop for the transfer of data to the new NMCI desktop environment; and “Quality Assurance: that required the technician to visit each desktop to ensure that each user is making a successful transition to the new environment. Additional duties included:

· The Generation of Trouble Ticket Reports in direct support of Service Level Agreements (SLA) Compliance

· Assist with the maintenance of Remedy

· Participated in daily Helpdesk meetings

· Assisted and support Legacy Apps and new application testing

· Created and Generated Customer FAQ’s

· Executed and helped Managed Move, Adds, Changes (MAC’s) (Service to Delivery Processing)

· Assisted with the Resolution of Helpdesk related Issues

· Provided and Recorded System Wide Announcements of network modifications

· Complied and reported security violations

· Assisted with Ticket compilation and analysis

· Assisted with Trend Analysis Reporting

· Performed Status reporting

Our technicians provide first and second-level technical support such as documentation, troubleshooting, analyzing, resolving, tracking and escalating technical problems associated with an end-user’s desktop environment including:

· Interface with tools such as Remedy, Tivoli, Aspect and internet browsers

· Microsoft Windows 2000

· Microsoft Windows Exchange and Outlook 2000

MILVETS supports NMCI Government end users with Help Desk phone support using Dell Optiplex workstations. Our help desk support maintains customer service satisfaction levels in accordance with Government established SLA’s for both Latitude and Inspiron laptops. They resolve trouble calls that include system/peripheral setup and testing, removal of end-user computer equipment and associated peripherals, and software for repair/replacement. They developed and conducted tests to demonstrate system and software performance and conformance to vendor and customer specifications; Conduct Remedy Database administration as well as Novadigm remote administration software installation; Complete installation of end user software including the complete Windows 2000 operating system suite RAS, Group & System Policy. MILVETS’ help desk support assisted in recertifying the entire Dell product line for 2001.

2.2
AIM
2.2.1
Department of Labor, OSHA Help Desk Support
	Project Title:  Department of Labor, OSHA Help Desk 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

Continuing 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
· 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, Tier 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 that have been performed by our help desk staff include:

· 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 fieldoffice 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 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.


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
MILVETS/AIM is immediately prepared to continue providing OSHA/DIT with excellent IT Help Desk, applications, desk side, and end user support and will continue to provide the same experienced staff that has been performing this work for over nineteen years. 

Our subcontractor, AIM has been providing IT Help Desk support to the OSHA/DIT for over 19 years, and fully understands the requirements, environment, and challenges involved.  MILVETS is knowledgeable in providing IT Help Desk 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.  Additional staff over and above the current contract requirements will be fully oriented and provided from our internal pool of highly qualified resources or through our comprehensive recruiting and evaluation process.  The current IT Help Desk Support staff has consistently won meritorious and outstanding customer service awards for “Beyond the Call of Duty” support to OSHA.

The benefits to OSHA are: no disrupting transition period, no learning curve, and no loss of corporate knowledge.

We currently partner with all OSHA/DIT/OMDS staff to create a shared resource pool within the entire OSHA/DIT support environment.  Our current Help Desk staff provides numerous IT related support tasks on and off of the Help Desk; from assisting with documentation to traveling to an 18(b) State Plan office.  We are prepared to continue offering these services and expect to continue giving OSHA this capability and adaptability.  This versatility has truly shown through during recent budget constraints where our team has been very helpful in adapting to change and offering support flexibility to OSHA/DIT. This shared support concept and integrated approach will continue to be fostered by MILVETS/AIM to allow for maximum support efficiency and stability to the OSHA IT infrastructure and excellent customer service to the user base.
Our technical approach to providing this support is detailed in the following sections.

3.1
Understanding The Requirement

MILVETS/AIM has been providing Help Desk support for OSHA National Office and Field Location end users for over nineteen years, and fully understands the requirements, environment, and challenges involved.

Specifically, our Help Desk, applications, desk side, and end user support team is already providing support for users of the Integrated Information Management System (IMIS) and OSHANET from standard secure workstation to Host Mainframe.  We not only fully understand the challenges, but are on record as having already met them and solved them.  Our team is prepared to continue supporting OSHA as the user support environment is modernized with BMC Remedy and additional new technologies designed to increase efficiency and enhance the user experience. 

For example, we are experienced with providing support for all the disparate hardware and software configurations and LAN/WANs in use by the 18(B) State Offices and Consultation Projects, and travel within the U.S. and territories to provide training, MACs, and assistance when requested.  We have also shown that our staffs are experienced with handling change, have a record of working through the technical challenges of introducing new technologies, have the ability to achieve appropriate end user solutions, and are able to provide excellent customer service.

Similarly, we have the in-depth experience and operational knowledge of the OSHA networking environment necessary to ensure efficient operation and connectivity with other LAN/WANs, and to resolve problems involving network access.

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.  

Specifically, we are currently providing hands-on telephone help-desk support for OSHA National Office and the field office end-users.  Our staff members respond to incoming calls and provide first call  resolution for end-user hardware or software problems from 7:30 AM to 7:00PM EST M-F.  Calls that cannot be closed immediately are forwarded to second level help-desk staff members for research & resolution, or to third level organizations (such as subject-matter-expert help desk staff, Tier 3 network administrators or third-party hardware vendors).  We are providing knowledge & experience on all levels of functionality and coverage time.  We increase customer service by decreasing response time to effectively resolve in-coming cases. This is achieved by increasing our staff members' understanding of the OSHA environment and lessons-learned, and that customer satisfaction is our top priority.  The tasks we are performing include:

· Tracking all of OSHA in-coming requests for assistance using a commercial help-desk software package called Top of Mind (TOM) (BMC Remedy in the near future). Our staff assists OSHA by updating the TOM knowledge base with technical information that will ensure accurate & timely solutions to all of the end-user problems.  We also maintain and support the TOM software and database.  We look forward to the implementation of BMC Remedy and its continued development in the near future as a new Help Desk application and a tool for the continued excellent support of OSHA end users.

· Providing field office end-users with computer-related solutions to 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. Assisting end-users with database administration by providing solutions to questions or issues regarding Informix SQL, Oracle, Access and Excel.

· Assisting 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, Lotus Approach, Word Perfect, SMS, as well as questions regarding Windows95,98, 2000, and XP.

· Assisting end-user in PC workstation set-up, 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.

· Assisting end-user with disaster/recovery projects. Evaluate crashed systems and provide recommendations for data recovery and/or hardware rebuilds and restorations.

Our staff will support the entire four-tiered OSHA end-user structure 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, 18(B) State Plan, consultation, monitoring, and district) Office users.  MILVETS/AIM employees will be responsible for providing IT Help Desk, applications, desk side, and end user support to these OSHA and DIT structures, directly affecting their continuous operations and efficiency.  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.  We are currently supporting these functions.  

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 staff will be operating the Help Desk to support DIT, OSHA National Office, Field Offices, and other stake holders to ensure that these processes and their user bases are operating at the highest level of efficiency.

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 video tapes, 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 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 Help Desk, applications, desk side, and special projects support assist in making the aforementioned and other critical OSHA processes possible.
The MILVETS/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.  MILVETS/AIM staff will support the Department of Labor, Occupational Safety and Health Administration mission of “Safety in the Workplace” by providing excellent IT Help Desk and Technical support to the OSHA/DIT, National Office users, employees nationwide and in the Territories, and to other OSHA stake holders.

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

3.2
Help Desk and End User Support (II, III, IV)
MILVETS/AIM’s employees will support the Department of Labor, Occupational Safety and Health Administration (OSHA) mission of “Safety in the Workplace” by providing excellent customer support services to OSHA’s employees and stakeholders.
MILVETS/AIM understands OSHA’s commitment to providing first call resolution to its end users.  We support this mission by providing skilled employees capable of providing effective solutions on each of the three tiers of the Help Desk support system.  Calls that cannot be resolved by the Help Desk at Tier 1 or Tier 2 in a timely manner are escalated to subject matter experts on Tier 3 which is comprised of; Help Desk staff, Software Development staff, OSHANET network staff, or hardware contract vendors such as Tricor, Dell, HP, etc.

Refer to Exhibit 3-5 for an overview of the OSHA/DIT help desk process flow.
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Exhibit 3-5:  Help Desk Flow
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We will team with OSHA’s Directorate of Information Technology (DIT) to operate an IT Help Desk that provides process, applications, desk side, and special projects support to OSHA end users in Washington, DC and throughout the US and Territories.  This Help Desk will be operated under the supervision of the DIT/ Office of Management Data Systems (OMDS)/Field Systems Support Group (FSSB) organization as shown in Exhibit 3-6.
Exhibit 3-6:  OMDS/FSSB Help Desk Organization
Our partnership with the OSHA Directorate of Information Technology and FSSB will provide support to OSHA National Office users, Area office users, 18(b) State Plan users, Consultation Projects users, all other Integrated Information Management System (IMIS) applications users, and other OSHA stake holders.

MILVETS/AIM employees will support DIT operation and maintenance of the current IMIS applications by supporting the release of software updates, writing/running reports, creating databases, assisting with the training of end users to work in the NCR/IMIS environment; assisting in the development of IMIS manuals, worksheets, and training tutorials, and by troubleshooting software and hardware issues.

MILVETS/AIM employees will provide support to Federal Local Area Network and Wide Area Network (OSHANET) users and IMIS users by logging all calls to the helpdesk into a tracking system (currently Top-of-Mind with BMC Remedy in the future), troubleshooting software/hardware problems, creating/installing image software locally and remotely when requested, and modifying applications as approved by Change Management.

MILVETS/AIM employees are multi-talented and are tasked with the responsibility of providing customer support on a variety of operating system platforms and various operating environments.  Listed below are the types of hardware / software support that MILVETS/AIM staff will provide to OSHA/DIT customers:

· Hardware / software residing on OSHA’s standard secure workstations. 

· IMIS Host mainframe applications.

· NCR model 3345 Unix servers located in federal/state/consultation projects office (total of 215 NCR servers)

· System Administration (including site administrators who performs local administration duties)

· Support end-users accessibility issues.

We will provide Tier 1 and Tier 2 level support to all of OSHA’s DIT standard secure workstations, interact with vendors when service to workstations or other OSHA equipment are required, and support MS Windows XP operating systems, Windows 95 / 98 / NT/ 2000 / XP operating systems, MS office suite, in house developed applications, and COTS desktop applications housed on 500 local and over 2000 remote standard XP workstations.  In addition, we will support remote users using various means to connect remotely to the OSHANET LAN to access applications and email.  Our team will provide first and second level support for the IMIS Mainframe housed at Sunguard, and work with users to correct content and format syntax errors.  We are prepared to provide Tier 1, Tier 2, and Tier 3 level support to the following mission critical applications on the NCR:

· Form Processing

· Complaint, referral, accident, inspection

· Investigation summary, assignment, program activity

· Health forms, violations, penalty payments

· Form Letter Processing

· Micro-to-Host Processing (NCR and Mainframe platform)

· End-of-Day/Start-of-Day Processing (NCR, Hub Server)  

· Establishment Processing

· Reports Processing
Our team will perform critical functions in the collection OSHA data by fielding questions (approximately 1000 calls per month) regarding entering data into OSHA’s Integrated Management Information Systems (IMIS).   We will support OSHA’s field office activity of entering data into the NCR via individual processing screens formatted for  “fill in the blanks”, “make a selection” from choice list, or invoke word processing for entering text data. The data entered into the field offices is transmitted to the mainframe computer over telephone lines and network connections via a process called End-of-Day.  If the telephone access is interrupted, our staff will escalate the call to Tier 3 level support, where a call will be made to MCI or the current carrier and assist in solving the communication problem.    The data is processed on the Mainframe, and then the data is transmitted back to the NCR via a process called Start-of-Day.  Our staff will assist office users in getting their data transmitted and in retrieving their data form the mainframe computer.  We will also perform a critical function by assisting the field offices in cleaning their rejected data files. Counts of data records rejected by the mainframe can range from a little as 5 records to more than 1000 records.  We will then work diligently with the offices to correct and cleanup this reject record list.  We are currently assisting the field offices in processing citation letters, health forms, processing debt collection letters, processing mainframe Host reports, and Micro-to-Host reports and will continue to provide these services.  We will also continue to provide Tier 1 and 2 IBM 9672 Mainframe applications support as necessary.  An example of the work process flow we will continue to support on the OSHA/DIT Help Desk is shown in Exhibit 3-7.
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Exhibit 3-7:  IMIS Forms Processing Workflow

MILVETS/AIM will also provide support to OSHA’s Consultation Projects by supporting the following applications:

· Request Processing

· Visit Processing

· Written Reporting processing

· Consultation Form Letter Processing 

· Consultation Local / Standard Reports Processing

Our support will include restoring and rebuilding older version of the Informix database and scripts, Assist NCR users to perform data error correction, create databases, and create documents on the NCR system using WordPerfect 5.1.  We will provide Tier 1, Tier 2, and Tier 3 level support on the NCR system, by providing system administration function supports such as:

· Creating User accounts

· Deleting User accounts

· Communication Setup

· Kermit Setup /Eod/Sod

· Hardware configuration and Maintenance

· Restoring NCR 3445 System

· Backup System Data

We will provide Tier 1, Tier 2, and Tier 3 level support to users of the compliance CSHO and Consultation Standalone Oracle Applications.  The following support will be provided to all users:

· Installing the Oracle application on PCs with various operating systems, such as: windows 95/98/2000,ME and windows XP.

· Adding users to the Oracle application.

· Setting up the Communication features of the application.

· Downloading form numbers and cases from the NCR to the Standalone application. 

· Uploading case from the Standalone applications to the NCR Unix systems.

· Coping case files from one standalone PC to another PC (PC-to-PC transfer) so that a supervisor can review the case.

· Training end users to use the application. 

The MILVETS/AIM will provide Tier 1 through Tier 3 level support on OSHA web applications.  Web applications to be supported include:

· Whistleblower applications

· Form-33 Web applications

· IMIS Database Access

· Outlook Web Access (OWA)

· Travel Manager

· Time and Attendance applications

· SHARP application

· Compliance Assistance Log

· Limited Access Page (LAP)

· Learn2 University

· Establishment Search Application 

MILVETS/AIM Team employees were instrumental in the planning, and implementation of the Consultation Reconcile of OSHA’s data on NCR /Host.  This project included over 30 consultation projects and seven years of data.  MILVETS/AIM employees trained site administrators and their alternates to work with the reconcile.  Supporting the reconcile project included performing the following tasks.

· Running reports

· Interpreting data on reports

· Identifying and fix inaccurate data

· Checking NCR System space

· Backing NCR database files

· Generating Reconcile JCL (Job Control Language)

· Send JCL to Host mainframe via End-of –Day

· Retrieve data form the Host fix Start-f-Day

· Interpreting and fixing errors

· Removing old reconcile files

The MILVETS/AIM Help Desk team looks forward to continuing their support of special OSHA projects such as the Consultation Reconcile.

In conclusion, MILVETS/AIM’s knowledgeable Help Desk staff will support OSHA’s mission by providing reliable solutions to IMIS application software, desktop hardware, printers, peripheral devices, etc as well as special project support.   Our multi-talented staff will continue to make every effort to provide first-contact problem resolution to in-coming calls.  They understand the operation of call escalation procedures of OSHA’s three-tiered support system.




3.3
OSHA Tiered Support (IV)
The OSHA/DIT helpdesk support environment operates in a multi-tiered structure where each tier serves a specific function.  We understand that the existing Help Desk structure is providing excellent support.  MILVETS/AIM will continue to provide current support levels and will support OSHA’s future objectives and requirements by providing support services that are flexible and adaptive to changes by means of new technologies, new environments or new policies and procedures.  

The role of Tier 1 Support staff is to provide initial contact with the end user via telephone support.  MILVETS/AIM’s Tier 1 Support staff logs incoming calls, allocates tickets using the call tracking system (currently Top of Mind).  They provide first call resolution on basic support issues for Microsoft XP/Office desktop software products and applications; provide remote user support on issues such as general access to various OSHA systems, connectivity (via network or modem), in-house developed applications and systems, hardware support for devices maintained; provide support for OSHA’s National Office end-users by means of hands-on desktop software and hardware installation and support.  Calls that cannot be resolved during first-contact in a timely manner or which require the attention of hardware engineers, software developers, or special project staff members are escalated to Tier 2 or 3 Support Staff, or to management’s attention as required.

The role of Tier 2 Support is to provide more complex support of application software and/or hardware. Tier 2 Support are more experienced troubleshooters and have an increased number of resources at their disposal.  They will use our internal knowledge base from Top of Mind (BMC Remedy in the near future), and appropriate external knowledge bases such as those provided by Microsoft and Oracle to begin troubleshooting the problem.  MILVETS/AIM’s Tier 2 support is multi-talented and extremely knowledgeable in OSHA applications, COTS software packages, hardware configuration and installations.  They provide second level support OSHA’s legacy NCR hardware; coordinate with network group and external telecommunications contacts for client MAC, relocations, and service changes; provide support to in-house client server and web application software support; provide support to consultation applications; provide resolutions to host rejects; and provide support to application development, database administration, data migrations and configurations.  They provide support for data transfers and system configuration for special projects such as the migration to a new call tracking software (such as the proposed BMC Remedy software application). Tier 2 Support staff members contribute input to the call tracking system to assist OSHA in retaining problem resolution actions its knowledge base repository.

The role of Tier 3 staff is to support more complex hardware, operating system software and management.  Tier 3 Help Desk staff members are our most experienced technicians.  They have very significant application and system expertise.  They specialize in troubleshooting interface and application integration issues.  They have access to the same resources as our Tier 2 personnel, but they also have access to our system integration personnel, as well as knowledge bases from our corporate team members.  Their role may encompass project management, senior management of contractor staff and may report directly to the Federal Help Desk Manager.  They provide third level support as Senior Systems Support; provide system configuration support; provide security profile maintenance, PC image development and maintenance; provide system integration, planning, enterprise development, change management, administration, and configuration support (on projects such as upcoming Remedy data integration project); provide complex IT planning, coordination, change management and acts as a liaison with network team and software development team.  Task assigned to Tier 3 personnel general are defined as “special projects” and are under the close supervision of the Federal Help Desk manager.  Tier 3 Help Desk personnel must receive prior approval from the Federal Help Desk Manager before calls may pursue actions that fall outside the standard operating policies.  Calls may be escalated to applications developers, network administrators, and 3rd party contractor vendors. Tier 3 Support staff members contribute input to the call tracking system to assist OSHA in retaining problem resolution actions its knowledge base repository.  MILVETS/AIM will assist OSHA in maintaining service level agreements with Tier 3 vendors such as Tricor, HP, Dell, etc.   

3.4 Support Challenges (V)
MILVETS/AIM understands the limited control of the user environment that OSHA faces with the multiple operating system platforms used by the State and Consultation Projects vs. the more current operating systems used by OSHA’s Federal offices.   Over the past 19 years, MILVETS/AIM Help Desk staff has provided configuration, migration and hardware replenishment support for OSHA starting with the migration from the Altos 586 systems to today’s NCR systems.  We provided support for OSHA’s move from dumb terminals to today’s Windows XP workstations.  We have also provides support for COTs software packages utilized by OSHA including multiple versions of WordPerfect (5.1, 6.0, 8.0) as well as multiple Windows operating systems (Windows 95, 98, 2000, NT. XP).  Like wise, we have supported multiple levels of connectivity (modem, digi-boards, network, remote access, etc) in accordance with the OSHA’s changing infrastructures and network environments. We have continued to retain staff member who are very familiar with all of these platforms and technologies and can continue to support OSHA legacy systems and well and current operating systems.

3.5
Additional OSHA Support Requirements 

MILVETS/AIM understands OSHA requirements for other tasks on an as-needed basis.  Our multi-talents staffs of professionals currently possess the experience and know how to accomplish additional OSHA support requirements on an as-needed basis.    

3.5.1
As-Needed Tasks (II, 2h)

MILVETS/AIM understands OSHA’s requirement for tasks on an as-needed-basis.  Our staff is currently participating in as-needed projects such as; project planning and management for the implementation of the new call tracking software (Remedy) and development and maintenance of workstation images to upgrade Windows 98 workstations to Windows XP including the standard suite of OSHA software.  Tasks such as product research, evaluation and recommendations are performed regularly.  MILVETS/AIM will continue to analyze our staff’s knowledge and performance to ensure that they are updated on new technologies.

3.5.2
On-Site Support and MACs (III, 4)

MILVETS/AIM understands that an occasional requirement exists for on-site support of MACs or for problem resolution.  MILVETS/AIM staff is available to travel to OSHA sites in support of these requests.  An example of this type of request is when MILVETS/AIM staff members traveled the Texas to assist their IT Coordinator with problems resulting from incorrect end user usage of the PC CSHO Oracle Application.  MILVETS/AIM continues to retain staff members who are experienced with on-site problem resolution in OSHA field locations.

3.5.3
Change Control Board Interface (III, 6)

MILVETS/AIM understands that in order for OSHA to establish strategic goals and objectives regarding new technologies, that OSHA must first analyze existing environments and requirements that necessitate change.  MILVETS/AIM’s current Project Manager currently uses Oracle reporting tools to generate reports that provide trend analysis which assist OSHA in making technology and budgetary projections.   The MILVETS/AIM’s Project Manager will also input activities into the automated Change Management application.

3.6
Contract Deliverables (VI)
MILVETS/AIM will continue to provide all contract deliverables to the OSHA/DIT, in support of (Federal, State, and Consultation 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 and deliverables we are providing.

MILVETS/AIM has an established track record in providing Federal government Help Desk support, and will staff, manage, and maintain the OSHA Help Desk solution to provide reliability, service, and customer satisfaction as detailed in Exhibit 3-8.
	Help Desk Deliverables

	Function
	MILVETS/AIM Approach / Feature
	Benefit to OSHA/DIT

	Provide Help Desk functions
	· On-site staff will provide Help Desk coverage 7:30AM to 7:00PM EST Monday – Friday 

· Calls received by phone or by walk-in will be entered into call tracking system by the Help Desk.  User will receive a tracking number from the technician by e-mail or verbally.

· Every effort will be made to provide first call resolution to incoming calls.  Help Desk staff will use three Tier Support System to escalate calls as necessary.


	· Proven methodologies are already established and brought to the OSHA from other Help Desk contracts

· Rapid problem identification and resolution provided by our incumbent knowledge of the OSHA user community 

· Efficient service and operations by solving more user problems from the Help Desk at the time of call 

· On-site Help Desk staff available to quickly and efficiently resolve issues.



	Provide assistance to OSHA Offices(Federal, State and Consultation offices) in areas of data entry, report generation and general office support
	· Assist OSHA Offices with the generation and submission of Micro to Host reports, as well as the execution and interpretation of Standard Micro Reports and Standard ACE Reports

· Assist OSHA Offices in creating and modifying ad-hoc report using tools such as Informix-SQL and ACE Report Writer in Unix data servers

· Assist OSHA Offices with data correction resulting from Host Reject Report discrepancies

· Assist OSHA Offices with general office support such as desktop related issues, in-house software applications, IMIS on the Web, general connectivity with OSHA systems, operation of hardware such as desktops, logon issues for various system, etc.
	· Build on 19+ years of inside knowledge of the OSHA’s working environment and mission.

· Help Desk currently possess the technical skills and knowledge necessary to provide effective and accurate solutions in support of OSHA’s software applications, report generation and general office duties.

· Help Desk staff support to OSHA multiple platform, multiple application environment.



	Prepare trip reports describing activities at pre-approved off-site assignments, meetings or technical support attended as a representative of OSHA/DIT Help Desk.
	· Act as a liaison or representatives for OSHA and perform duties such as project management, team leads, meeting facilitators, project coordinator, and  technical project support for product research 

· Prepare action plans, status reports, trip reports, meeting summaries, and lessons learned summaries.
	· Allows OSHA’s federal managers and team leaders to make effective decisions in committing resources and project planning. 

· Allows OSHA’s federal managers and team leaders prepare briefings, presentations and overviews for committee meetings and review boards.

	Provide analysis reports on technical solutions evaluations and recommendations as requested by the Federal Manager
	· Conduct product comparisons and technical analysis for hardware and software products

· Prepare comparison charts, graphs or tables.

· Prepare detailed recommendation reports.
	· Provides supporting documentations for decision making. 




Exhibit 3-8: MILVETS/AIM Deliverables and Benefits to OSHA
3.7
Management
MILVETS/AIM offers a management approach and 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.

As a customer-oriented firm, MILVETS/AIM fully understands the importance of consistently providing high-quality, responsive, and cost-conscious performance on all support services contracts.  

MILVETS/AIM has validated large-scale project management experience that reaches back over 19 years on commercial and government system development projects.  We manage, track, and report to our customers on numerous contract vehicles and task orders during every fiscal year.  Since its inception, MILVETS/AIM has delivered more than $95 million worth of system programs and support.

MILVETS/AIM capabilities span the entire system life cycle, from requirements analysis through design to implementation and turnkey delivery.  The successful application of our proven management principles and techniques has been fundamental to the company’s successful performance over the past 19 years as well as to its continued growth and financial stability.  Our fundamental business philosophy, simply stated, is: “Timely Production of Quality Work.” 

Managing a performance-based project requires a different concept than traditional non-performance based project management.  Traditional program management and program control techniques are activity-based and centered on a two dimensional model that includes cost and schedule as the mechanics of project control.  By definition, performance management is a systematic approach to performance improvement through an ongoing process of establishing strategic performance objectives for measuring performance and collecting, analyzing, reviewing, reporting performance data, and using that data to drive performance improvements.  As such, it incorporates a new dimension – managing to performance objectives. The overarching driver for performance management will be the Performance Requirements in the Request for Proposal (RFP) and refined by MILVETS/AIM and OSHA, working as partners.

Partnering Approach

MILVETS/AIM is committed to the establishment of clear and open lines of communication as a basis for our partnership with the government.  With the leadership and participation of the OSHA, we shall transform the traditional effective operating model to one that fosters a partnering environment that is based on achieving shared goals and objectives.  We see this partnership as a means to guarantee the effective multi-level communications necessary to ensure that we deliver the services required to meet the needs of the OSHA and its stakeholders.  Together with our management approach, it will allow MILVETS/AIM and the government to implement the new and innovative ideas, as well as the improved business practices desired by OSHA.  Our goal, as a willing and proactive partner, is to help the government improve the cost, efficiency, and accuracy of the OSHA.

The Performance-Based Statement of Work (PBSOW) describes the goals and objectives that the government has established for our partnership.  MILVETS/AIM has established two additional objectives that relate to partnering:

1. Becoming a “performing partner” with the OSHA and forming a “partnership for success” to meet the project objectives and goals.

2. Making this a “showcase” project that will enable OSHA to improve productivity, efficiency, and quality.

Subcontractor Management

· MILVETS takes a proactive approach to managing our subcontractors, making the contractual relationship transparent to our customers so that we function as a seamless, integrated unit. Our relationship with subcontractors is based on partnership, where information is shared, problem areas are addressed as a team, and resources are shared to meet customer goals. In-process reviews and quality assurance checks and balances provide the Program Manager with a means for measuring and tracking subcontractor performance. MILVETS is responsible for ensuring that all schedule, budget, and technical compliance requirements are satisfied.  In pursuit of that objective, MILVETS employs the following subcontract management procedures:

· Quick and consistent identification of work to be subcontracted, including a clear definition of time-phased roles and objectives, and an explanation of the processes to be used.

· Immediate subcontractor involvement in planning, scheduling, and performance.

· Pass-down to the subcontractor of non-commercial contractual, economic, and social terms and conditions required by statutory regulations, executive orders, and flow-down provisions from the prime contract.

· Direct and continuous Contracts Manager involvement to ensure subcontractors meet performance requirements, deliver supplies and services on schedule, and stay within budget constraints.

· Establishment of effective controls to monitor subcontractor progress consistent with the MILVETS’ contractual obligations; primarily by means of regular progress reports, technical status reviews, and direct communications with MILVETS.  MILVETS employs continual review and analysis of the subcontractor’s progress and problems, and ensures prompt implementation of corrective action.

· A Subcontract Monthly Status Report (MSR) will be required to assure the subcontractor is making satisfactory progress in the performance of work, is meeting milestone and delivery schedules, and is resolving problems that arise.  Information provided by the subcontractor’s MSR is incorporated into the program’s Progress Report.

· Subcontractor performance evaluations are conducted periodically and documented on MILVETS Vendor Evaluation Form.

· The Subcontractor is required to maintain a quality control system.  

Timely problem identification, mitigation, and resolution

The MILVETS/AIM ’s goal is to resolve all problems at the lowest working level – as quickly as possible!  Since teamwork is essential to the successful performance and completion of any project, a key element in our concept of operations is to establish clear lines of communication between the OSHA and MILVETS/AIM.  This organization will foster teamwork and provide a strong program to identify problems and produce resolutions with a minimal amount of effort.

Our problem identification and resolution approach for the OSHA effort will be a continuing problem anticipation process so that corrective action can be taken before problems affect the projects progress.  Our escalation procedures ensure that problems will be anticipated and solved to the maximize extent possible before they require OSHA attention or intervention.

MILVETS/AIM recognizes that the services under this contract are mission critical and vital to the OSHA and as such, they must be continued without interruption.  MILVETS/AIM’ goal is to provide an orderly, systematic, and cooperative transition of responsibilities from the incumbent to MILVETS/AIM.  With the incumbent contractor, AIM, Inc., as our team partner, and the retention of all of the incumbent personnel, we feel qualified to effect a “seamless” transition involving zero risk to ongoing OSHA technical projects.

To provide the continuity between our proposal efforts through to contract start, MILVETS/AIM will immediately provide a transition team upon contract award.  MILVETS/AIM’ Project Manager will lead this team, which will include individuals responsible for contracts/subcontracts, financial administration, and security planning.  This team will contain the senior personnel necessary to achieve the successful continuity from proposal through to start-up.

Innovation

The partnership that the OSHA and MILVETS/AIM will establish, based on this objective-oriented, performance-based contract, will empower us, as contractors, to recommend process and other functional improvements.

The MILVETS/AIM is fully prepared to recommend new methodologies, and given government approval, incorporate improvements and emerging technologies to OSHA operational performance and increase support of OSHA mission objectives.

3.7.1
Organization

Project Organization

MILVETS/AIM’s project organization, shown in Exhibit 3-9, promotes quality performance, responsive service, and the efficient transfer of information at all project levels.  Our approach properly considers flexibility, management span of control, authority and responsibility, management tools, and lines of communication.  Our organization is aligned with the PBSOW and logically aligns functional work assignments and emphasizes efficient cross-usage of experienced people.     

The keystone of our commitment is the authority MILVETS delegates to our Program Manager.  Our Program Manager (PM) will be the primary point of contact for the government.  Our PM’s responsibility is to maximize our contribution to the mission and goals of the OSHA.  These duties include the ones specifically called out in the PBSOW

As a “showcase” project the OSHA Support Services project will receive the personal attention of MILVETS President, Mr. Bob Daniels, and the MILVETS corporate staff.

MILVETS has successfully managed numerous federal projects and programs over its 18 year history.  MILVETS/AIM' management organization will ensure performance efforts resulting in top quality, reliable administrative and user support.  MILVETS/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 MILVETS/AIM, OSHA and DIT.  Clear communications will ensure a thorough understanding of each task.  MILVETS/AIM shall provide continual task monitoring and continuous quality reviews of work in progress.  MILVETS/AIM Program Manager and the Project Lead will ensure that there are clear lines of communication.  MILVETS/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 MILVETS/AIM management approach.  MILVETS/AIM selects its management team based on strong qualifications, industry knowledge, outstanding accomplishments and past performance.  MILVETS/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 MILVETS/AIM management team already has substantial knowledge and understanding of the requirements, personnel and procedures.  MILVETS/AIM management team also has the valuable and unique benefit of past experience and "lessons learned" in working with OSHA and DIT.  MILVETS/AIM management team has a proven track record of delivering high quality products, support and responsiveness to its customers.  MILVETS/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 3-9. 
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Exhibit 3-9:  MILVETS/AIM Proposed Management Organization 

3.7.2
QA Plan (VII)

MILVETS is quality-conscious.  We emphasize to our clients that MILVETS/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 Administrative Services support of the CIO and other support operations.  In addition to the existing effort, MILVETS 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 Team, 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.

Quality Management

Government managers are faced with decisions on a daily basis that impact the organization’s mission performance, effectiveness, and efficiency.  Decisions on allocation of the organization’s limited resources often involve a balancing of the organization’s ability to achieve short-term versus long-term objectives.  Pressures to excel in the short-term can easily affect the organization’s long-term mission accomplishment potential.  Therefore, Government managers need a performance measurement management system that properly reflects performance against the requirements of the Performance-Based Statement of Work (PBSOW).  

Performance management is a systematic approach to performance improvement through an ongoing process of establishing strategic performance objectives; measuring performance; collecting, analyzing, reviewing, and reporting performance data; and using these data to drive performance improvements – and it incorporates a new dimension – managing to performance objectives.   

Using the framework of the OSHA PBSOW, the MILVETS/AIM Team has developed a quality management strategy that will provide easy interaction with these goals and objectives, and enable measuring actual performance and reporting on how well the MILVETS/AIM Team is performing as measured by the performance metrics.  Therefore, our Quality Management Plan covers the following areas:

· Performance Management, including the following:

· Management Information System Reporting Program

· Processes and tools that provide visibility into service delivery performance, customer satisfaction, and status of key activities, as required, to develop confidence, credibility and trust in the partnership; and maintain continuous alignment of priorities, activities, and resources

· Validated processes and procedures that ensure high quality performance

· Risk management

· Continuous Performance Improvement

· Quality Control

· Service Levels (based on the RFP’s Performance Requirements) that will include our Quality Performance Metrics and Incentives Program

The MILVETS/AIM is totally committed to the highest level of service consistent with quality, performance improvement, and cost effectiveness.  Our approach is tied to performance incentives and disincentives that are directly related to meeting or exceeding mission critical performance metrics, including direct incentives and disincentives for employees at all levels of operations.

Quality Performance Metrics

Performance management is a sound business practice. The MILVETS/AIM recognizes that performance, like quality, must be built into projects and not inserted in the middle, or handled as an afterthought.  The drivers for performance management are the Performance Requirements.  MILVETS/AIM will use these metrics to manage performance objectives, metrics that will include built-in triggers for early identification of substandard performance.  MILVETS/AIM ’s performance management processes include:

· Developing a performance baseline 

· Collecting performance data

· Measuring performance

· Analyzing performance

· Reporting performance data 

· Correcting performance

· Providing continuous performance improvements

The OSHA performance baseline will be reviewed and refined during the first 60 days and will provide a benchmark for a systematic roadmap for the MILVETS/AIM Team and the OSHA to monitor and control performance.  These performance measures will enable both OSHA and the MILVETS/AIM Management Team to determine/perform the following:

· Finalize and revise performance metrics, based on the current level of performance

· Ascertain the gap, or delta, between the current performance levels, and the OSHA’s desired goals and objectives

· Track progress in achieving the desired performance goals and objectives

· Control performance levels within predetermined boundaries (i.e., acceptable deviations)

· Provide early identification of potential problem areas and possible causes to enable us to improve our technical and management processes

· Analyze current performance and proactively plan future activities
We will examine the performance data and will compare the established baseline Performance Standards of the Performance Requirements and also the Allowable Deviation(s).  All performance measures that fall outside the allowable deviation will be thoroughly analyzed to determine the cause.  Following this, we will work with the OSHA to determine the required and acceptable corrective actions, and MILVETS/AIM will conduct a risk assessment and immediately correct the problem. Once a performance problem is identified, we will use our continuous process improvement techniques to analyze the specific process that is causing the substandard performance.  We will then apply the “focus, analyze, develop, execute” (F.A.D.E.) model tools and techniques to identify new revised measures and metrics. [image: image13.wmf]OSHA/DIT
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Our Management Information System Reporting Program is a key element of overall monitoring and control of all aspects of any program/task.  To effectively accommodate the diverse requirements of the OSHA, the MILVETS/AIM Team will report performance data by the following methods:

· Emergency Reporting – In the event of a performance problem that causes a serious disruption to the OSHA and its ability to perform its assigned mission, MILVETS/AIM will notify the Contracting Officer (CO) and Contracting Officer’s Technical Representative (COTR) verbally, and in writing, within six (6) business hours of discovery of the problem, and schedule a meeting to report the cause, effect, and corrective action.   

· Written Reports – MILVETS/AIM will provide Monthly Performance Reports to the OSHA, which will be delivered electronically to the COTR by the fifth business day of the calendar month.  These monthly Performance Summary Reports will summarize the performance standard, level of service, level of performance, and other applicable characteristics in the OSHA Performance Requirements.  Any measures that fall outside the allowable deviation, or fail to meet the expected target goals, will be explained as part of a separate narrative submitted as an attachment to this report for use by the COTR.  The reports will provide:

· Service Level Performance (actual performance achieved in the previous month against all contracted service levels, including trend comparisons from previous reporting periods)

· Open Issues Status

· In addition, we will use these reports to summarize performance and review near, intermediate, and long-term goals

MILVETS/AIM ’s performance management approach is process based, and uses specific metrics to monitor performance.  Once a performance problem is identified, we will analyze the specific process that is causing the substandard performance.  We will apply the F.A.D.E. model tools and techniques to identify new revised measures and metrics.  We will then use the Performance Requirements to monitor the new process to ensure that the problem is corrected.

Risk Management

Risk Management (RM) is the systematic process of identifying, analyzing, and responding to project risk.  It is defined as “an uncertain event or condition that has a positive or a negative effect on the successful outcome of the projects objectives.”  The three basic considerations relative to risk are:

· What can be done to eliminate or reduce the risk?

· What other areas may potentially be affected by the risk?

· Is the benefit worth the risk?

The management challenge is to mitigate probability and consequence (impact) toward zero.  

RM identifies and focuses management attention on major issues that threaten the success of a program. If these issues are implemented, RM ensures that critical areas of uncertainty are surfaced early enough to be addressed, without adversely affecting customer satisfaction, cost, schedule, technical performance, program performance, and security.

The MILVETS/AIM risk process [see Exhibit 3-10] identifies how risks will be identified, assessed, validated, and mitigated throughout the project’s life cycle.  The RM activities will monitor program, project, and operational risks.  

Our approach to improving performance continuously includes traditional process improvement tools, and methodologies, and encourages decisions based on facts and data.  It makes use of our tool set of “best practices” and process for project planning and performance management that are compatible with world standards such as Six Sigma, ISO, and SEI/CMM, etc.  

The philosophy of the Team’s continuous process improvement is best captured in its five principles:

1. Specify value in the eyes of the customer

2. Identify value streams, eliminate waste, and reduce variation

3. Make value flow at the direction of the customer

4. Involve, align, and empower employees
5. Continuously improve knowledge in pursuit of perfection

As a ‘performing partner’ with the OSHA, the MILVETS/AIM Team will fully support the OSHA mission, and through our continuous performance improvement efforts, persistently find ways to improve the quality and efficiency of the OSHA.


Exhibit 3-10:  MILVETS/AIM Risk Management Process Flow

3.7.3
Help Desk Performance Requirements (VIII, XIV)

MILVETS/AIM will provide IT Help Desk support services to the OSHA/DIT at performance levels that meet or exceed those specified in Exhibit 3-11.

MILVETS/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.

MILVETS/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

	Maintain and provide Helpdesk phone coverage from 7:30 am to 7:00 pm Eastern Time for OSHA IT users as well as remote users in State and Consultation offices.  Provide friendly and courteous customer service when assisting users.  Demonstrate patience and effective communication

skills.  Provide

quality end-user support in a high volume help desk 

environment.

Display team work and 

cooperation with OSHA employees and contractor employees working in support of other OSHA requirements.
	Performance must be at a satisfaction level of 98%  
	None
	Random inspection, review of reports and annual customer satisfaction survey
	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).

 

	Assist Government staff in identifying and  resolving help desk problems.
	100%
	None
	Random inspection and review of reports
	Same as above

	Escalate calls to other groups or management as appropriate.
	As appropriate for cases that require assistance from other work groups
	None
	Random inspection and review of reports
	Same as above

	Provide government management staff with trouble ticket reports.


	Provides weekly, bi-weekly, monthly or ahoc reports as required by government management on time.
	None
	By special request of copy of individual trouble ticket, and review of reports
	Same as above

	Utilize and maintain Helpdesk Support Tracking Software to document all calls and track customer support requests
	100%
	None
	Random inspection and review of reports
	Same as above

	Conduct daily helpdesk status meetings.

  
	Effectively communicate &  disseminate information such as network outages, problem resolution, & current issues
	None
	Random inspection and review of reports
	Same as above

	Conduct and support testing of new or modified hardware or software.  Research computer products and provide comparisons and price quotes in order to make recommen-dations to the government.


	Develop action and test plan for all assignments as directored.
	None
	Random inspection and review of reports
	Same as above

	Document  user instructions, frequently asked questions.
	100% As needed
	None
	Random inspection and review of reports


	Same as above

	Maintain OSHA Helpdesk web page
	As needed.
	None
	Random inspection and review of reports 
	Same as above

	Perform hardware Moves, Adds, or Changes (MACs).  Install, uninstall, and configure software on OSHA secure Windows XP workstations.
	100%
	None 
	Random inspection and review of reports
	Same as above

	Provide management , administrator support for contractor staff.
	Manage and supervise help desk staff and other personnel under contract.
	None
	Random inspection and review of reports
	See above.

	Perform project management for technical projects and liaison to Government concerning objectives, requirements, timeframes,  resources and other project considerations


	Manage projects and keep Government staff advised of project progress
	None
	Random inspection and review of reports
	See above

	Resolve help desk issues which are escalated and keep Federal staff informed regarding escalation of help desk issues.
	Escalation of help desk issues.
	None
	Random inspection and review of reports
	See above

	When tasked
	Provide support testing and validation of business continuity, disaster recovery, and emergency preparedness plans
	None
	Random inspection and review of reports
	See above

	Report security violations, system intrusions and other electronic or physical threMILVETS/AIM.


	Maintain physical and system security
	None
	Random inspection and review of reports
	See above

	Prepare announcements for distribution regarding system changes, outages, availability, and other events as required
	Alert OSHA users to system changes, outages and other availability issues
	None
	Random inspection and review of reports
	See above

	Alert Federal managers by daily morning e-mail reflecting all open tickets and any other open issues
	Provide daily alerts of open tickets and other outstanding issues
	None
	Random inspection and review of reports
	See above

	Provide weekly status report concerning recurring problems, trends, comparative analysis, and current project status and milestones


	Provide weekly status report to Federal help desk manager
	None
	Random inspection and review of reports
	See above

	Provide monthly status reports in support of contract payment to include hours worked and expenditures incurred.


	Provide monthly status report to Federal help desk manager and Contracting Officer’s Technical Representative
	
	Review of report constitutes contract inspection and acceptance 
	

	Provide periodic special requests for performance analysis and incident tracking as needed especially for stakeholders meeting with States, Consultation and other managers
	Provide special reporting for all separately-

managed projects.
	None
	Random Inspection and review of reports
	See above

	Provide any additional reporting per agreement under the Quality Assurance Surveillance Plan
	Provide special reporting as required by agreement under the Quality Assurance Surveillance Plan.
	
	Inspection and acceptance for purposes of any payments per QASP unique requirement
	


Exhibit 3-11:  OSHA Help Desk Performance Requirements Matrix

3.7.4
GFE (IX)

MILVETS/AIM understands OSHA will provide all necessary office space, telephones, computer hardware, applications, DOL directives, and connections to OSHA systems necessary for our help desk staff to provide the required on-going support, assignments, and special projects.

3.7.5
Privacy Act (X)

All MILVETS/AIM personnel assigned to the IT Help Desk 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 MILVETS/AIM personnel currently providing IT Help Desk 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.  

3.7.6
Section 508 (XII)

As established Federal agency contractors, MILVETS/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
MILVETS/AIM has use of the current OSHA Help Desk staff and they are already in place to continue working under a new contract.

Staffing will drive the success of this OSHA Support Services effort, and is a critical component of our concept of operation.  MILVETS/AIM ’s staffing methodology, combined with proven recruiting strategies, will provide OSHA with the best-qualified management and support staff possible.

Mr. Ed Stracka will be our Program Manager and will lead the MILVETS/AIM effort.  He will be joined by many of the highly qualified and experienced key personnel currently supporting the OSHA.  Mr. Stracka is an experienced Program Manager.  While in the Marine Corps, he attended training classes and received certificates for Personnel Administration, Administrative Chiefs Course, Management Development, and he is currently enrolled in the Project Management Institute (PMI), Project Management Professional (PMP) certification program.  He has successfully completed his recent three-year assignment as the Project Director of the Alcohol, Tobacco, and Firearms (ATF) Contract where he managed 278 employees providing administrative support, document conversion staff for the conversion and production of paper documents to microfilm images, and a digital imaging project to convert approximately 400 million images from microfilm.  

Our approach to providing OSHA with IT Help Desk is simple: we will continue the professional process of providing experienced staff that has been performing this work for 19 years.  Additional staff over and above the current contract requirements will be fully prepared, oriented, and provided from our internal pool of highly qualified resources or through our comprehensive recruiting and evaluation process.  The benefits to OSHA are: no disrupting transition period, no learning curve, and no loss of corporate knowledge.

· MILVETS/AIM’s success is a result of one overriding factor—the quality of our workforce.

· MILVETS/AIM is committed to providing the most highly qualified people in a timely manner.

· MILVETS/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. Stracka, the Program Manager (PM), with his 25 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 MILVETS/AIM President & CEO, Bob Daniels and to the AIM Vice President, Bette Burgess responsible for support at OSHA.

MILVETS/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 Help Desk support services to the Federal Government and our current ability to staff, manage, and maintain the OSHA/DIT IT Help Desk 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 MILVETS/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

	AIM
	Project

Manager (Lead)
	Rhonda Griffin
	BS Computer Science, WV State College

PMI Certified, Project Manager

Oracle

Windows 9x/2000/XP

IMIS and NCR

Sunguard Host

Microsystems Training and Documentation

UNIX/INFORMIX

Altos

Familiarity with BMC Remedy
OSHA/DIT Help Desk

Top of Mind

OSHA specific in-house applications and hardware


	17 Years

	AIM
	Technical

Expert
	Angela Griess
	Top of Mind

OSHA/DIT Help Desk

OSHA specific in-house applications and

hardware

Oracle

UNIX systems

OSHA IMIS and NCR

Windows 98/2000/XP

C programming

OSHA Whistleblower

OSHA Forms


	22 Years

	MILVETS
	Support

Specialist I
	Lisa Reyna
	MA Education, Univ of MI

BA Psychology, Univ of Houston

Tri-Lingual:  English, Spanish, Italian

Professional Conflict Resolution experience


	

	MILVETS
	Support

Specialist II
	Dejuan Stokes
	Computer Science, George Washington Univ
27 years IT/Help Desk support experience in Federal environments

BMC Remedy Experience

Network Admin


	

	AIM
	Support

Specialist III
	Evaughn Chandler
	DOL Customer Service Certified

MS Office and Windows XP Administrator Training

OSHA/DIT Help Desk

Top of Mind

OSHA specific in-house applications and

hardware

OSHA IMIS and NCR

Data Entry
	26 Years

	MILVETS

AIM

MILVETS
	Applications Systems Analysis & Programming Staff

Specialist
	Sherrod Swan

Yvonne Goodhall
Tommy Mallory
	OSHA/DIT Help Desk

Top of Mind

OSHA specific in-house applications and

hardware

NCR/Solaris/ATT/SCO Unix Systems

DOS, TCP/IP

Novell Netware

OSHA/DIT Help Desk

Top of Mind

OSHA specific in-house applications and

hardware

BS Information Systems, Columbia Union College

ADP Certificate

Sunguard Host

IMIS and NCR

Oracle

Windows 95/98/2000/XP

Carnegie Mellon Institute

OSHA/DIT Help Desk

Top of Mind

OSHA specific in-house applications and

Hardware

Novell CNA

Windows NT/2000/XP

TCP/IP

LAN Admin/Networking

LAN/WAN Support

Laptop/PC Configuration

Terminal Server

Oracle

Telecommunications


	8   Years

21 Years
8   Years

	MILVETS

MILVETS
	Systems

Analyst
	Emilie Chek
Winters Rogers


	BS MIS, Philadelphia Univ

OSHA/DIT Help Desk

Top of Mind

OSHA specific in-house applications and 

hardware

Systems Administration

LAN/WAN Support

Windows 95/98/NT/2000/XCP

Oracle

Sungard Host

IMIS

OSHA/DIT Help Desk

Top of Mind

OSHA specific in-house applications and

hardware

BMC Remedy
Citrix

Windows 9x/NT/2000/XP

LAN/WAN 

TCP/IP

Laptop/PC configuration


	5    Years

7    Months


Exhibit 4-1:  MILVETS/AIM Help Desk Staffing Categories
A complete overview of our proposed personnel follows in Exhibit 4-2; detailing their individual roles, current services, and the OSHA staff with whom they regularly interact.  The resumes of all current and proposed staff may be reviewed in Appendix A.

	Helpdesk
	Title
	Current Services
	Client

Interface

	Rhonda Griffin
	Project Manager/Project Lead
	Responsibilities include monitoring ensuring and reporting progress, recruitment of resources, working with three (3) separate contracting representatives to follow-up on contract performance, and budgetary and financial matters, as well as invoicing issues.  Also provides management support to Help Desk, Network Administration, Desktop User Support, Training and Documentation disciplines.  Serves as the primary Systems Administrator and Knowledge Administrator of Help Desk call-tracking software, Top of Mind.  Provides end-user support on the IT Help Desk and answers calls on a variety of platforms.  

· Mainframe support

· Host Rejects

· Remote NCR server support

· Field System Office Support

· Field End-User Support

· Technical Projects

· Desktop PC Support

· In-House Applications

· MS XP

· Office desktop Apps

· Hardware support

· 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

· NCR DB Config

· Unix  NCR Scripts

· NCR Backups


	DIT – Director

DIT- Deputy Director

OMDS – Director

Branch Chiefs

Federal Team Leaders

Federal Staff

Other Contractor Staff

National Office Staff

Field Office Staff

OSHA-Finance Office

OSHA-Executive Offices



	Yvonne Goodhall McFarlane
	Help Desk

Applications Systems Analysis & Programming Staff Specialist
	Provides end-user support on the IT Help Desk and answers calls on a variety of platforms.  Provides support to Standalone PC CSHO and PC Consultant in Win XP and Oracle environment. Run report and query under Informix language. Worked with Sungard mainframe to correct user error Provide suggestions to analysts and developers to enhancement of the application for the benefit of the users at the field. Extensive trouble shooting on UNIX systems.  Familiar with PCs, laptops, LANs, Oracle and Windows 95, 98 and XP.  Conducted training at a national training center and onsite in the field.  Ability to work effectively with personnel at all grade level.  Provides Tier 1 & Tier 2 level support for the IMIS host mainframe system.

· Mainframe support

· Host Rejects

· Remote NCR server support

· Field System Office Support

· Field End-User Support

· Technical Projects

· Account Logon (App)

· In-House Applications

· MS XP

· 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


	OMDS – Director

Branch Chiefs

Federal Team Leaders

Federal Staff

Other Contractor Staff

National Office Staff

Field Office Staff



	Angela Griess
	Help Desk

Technical Expert
	Provides end-user support on the IT Help Desk and answers calls on a variety of platforms.  Extensive experience in federal and state government operations, protocols of complex organizations, and information technology.  Team leader for operating system upgrades and NCR to host data reconciliation.  Extensive trouble shooting on UNIX systems.  Familiar with PCs, laptops, LANs, Oracle and Windows 95, 98 and XP.  Training in C programming.  Conducted training at a national training center and onsite in the field.  Ability to work effectively with personnel at all grade levels.  Appreciation for individual and cultural differences. Provides Tier 1 & Tier 2 level support for the IMIS host mainframe system.

· Mainframe support

· Host Rejects

· Remote NCR server support

· Field System Office Support

· Field End-User Support

· Technical Projects

· Account Logon (App)

· In-House Applications

· EOD/SOD

· Reconcile (CNS/Enf)

· Citation Processing

· Form Letter Processing

· M-T-H Reporting

· Penalty Payment

· Error Correction

· Est. Processing

· WordPerfect 5.1

· Standard Micro Rpts

· NCR Backups


	OMDS – Director

Branch Chiefs

Federal Team Leaders

Federal Staff

Other Contractor Staff

National Office Staff

Field Office Staff



	Emilie Chek
	Help Desk

Systems 

Analyst
	Provides end-user support on the IT Help Desk and answers calls on a variety of platforms.  Provides high quality technical advice and product support in a help desk environment.  Provides advice and support for installed software and hardware products to 252 field sites System Adminstrators and end-users for Department of Labor (OSHA).  Identifies and resolves complex LAN/WAN and installed software problems to customers' satisfaction.  Analyzes and resolves advanced technical problems. Identifies problem patterns and trends to management and recommends solutions.  Reports/documents and tracks technical problems through call center management software. Develops and maintains detailed product by installing, using, and studying assigned product sets and instructions.  

Provides users support in a network and non-network environment: this includes troubleshooting and analyzing problem via over the phone and desktop support for Windows 95/98/NT/2000/XP, MS Office 97, MS Office 2000 and other support applications. Provides support to Standalone PC CSHO and PC Consultant in Win XP and Oracle environment. Run report and query under Informix language. Worked with Sunguard mainframe to correct user error Provide suggestions to analysts and developers to enhancement of the application for the benefit of the users at the field. Provides Tier 1 & Tier 2 level support for the IMIS host mainframe system.

· Mainframe support

· Host Rejects

· Field System Office Support

· Field End-User Support

· Technical Projects

· Hardware PC Support

· Desktop PC Support

· Printers

· Account Logon

· In-House Applications

· Network Access

· EOD/SOD

· Error Correction

· Oracle Web Apps

· MS XP

· Office desktop Apps

· Hardware support


	OMDS – Director

Branch Chiefs

Federal Team Leaders

Federal Staff

Other Contractor Staff

National Office Staff

Field Office Staff



	Evaughn Chandler
	Help Desk

Support Specialist III
	Provides end-user support on the IT Help Desk and answers calls on a variety of platforms.  Worked with Sungard mainframe to correct user error Provide suggestions to analysts and developers to enhancement of the application for the benefit of the users at the field. Provides Tier 1 & Tier 2 level support for the IMIS host mainframe system.

· Mainframe support

· Host Rejects

· Field System Office Support

· Field End-User Support

· In-House Applications

· EOD/SOD

· M-T-H Reporting

· Error Correction

· Est. Processing

· Standard Micro Reports


	OMDS – Director

Branch Chiefs

Federal Team Leaders

Federal Staff

Other Contractor Staff

National Office Staff

Field Office Staff



	Sherrod Swann
	Help Desk

Applications Systems Analysis & Programming Staff specialist
	Provides end-user support on the IT Help Desk and answers calls on a variety of platforms.  Provides user support for NT network. Assists user with accessing email using Microsoft Exchange or Microsoft Outlook. Tasks include formatting drives on PCs, installing Windows 98, installing Windows NT, installing NT service packs, installing Exchange Server, configuring and installing Solaris UNIX. Also configured and installed NCR SVR4 UNIX  – including programming installation diskettes for system recovery after failure. Configures DNS server for UNIX networks. Supports users through total system restoration after UNIX drive failure. Assists user in the configuration and installation and use of Microsoft Word, Corel WordPerfect 8, Microsoft Terminal Server, Internet Explorer and Netscape. Installs and supports Personal Oracle 7.  Uses the DOS TCP/IP commands to aid in troubleshooting user network problems. Dispatches technicians to field sites to do repairs – after evaluating the cause of failure. Recommends course of action to onsite technicians. Provides Network consultation for field offices on best networks solutions, based on assessment of user requests. Recommends equipment choices to users. Troubleshoots failures in UUCP software transfer network, and provides backup telco solution – if there is a network failure. Supports UNIX WordPerfect solution on text-based terminals – or software emulations of text-based terminals – such as QPC’s QvtNet. Writes, edits and modifies shell scripts to automate UNIX system administration tasks in scripting languages such as Perl, sed, awk, the UNIX ksh shell. Modifies DOS autoexec and config  files as necessary – to configure and install PC systems. Provides field users with phone support on any matter realted to the use of their PC and the installed base of applications, which include web browsers, email,  word processing and database.

· Remote NCR server support

· Field System Office Support

· Field End-User Support

· Technical Projects

· Hardware PC Support

· Desktop PC Support

· Printers

· Email

· Network Access

· NCR DB Config

· Hardware Config & Maint

· Unix  NCR Scripts

· NCR Backups

· MS XP

· Office desktop Apps

· Hardware support


	OMDS – Director

Branch Chiefs

Federal Team Leaders

Federal Staff

Other Contractor Staff

National Office Staff

Field Office Staff



	Tommy

Mallory
	Help Desk 

Applications Systems Analysis & Programming Staff Specialist
	Provides end-user support on the IT Help Desk and answers calls on a variety of platforms.  installs laptop PC's, Configuration of Laptops and Stand Alone PC's, Imaging Workstations. Supported project of replacing every workstation on the OSHA-Net with new Windows XP operating system. Drafted instructions that were posted the OSHA Intranet for users and installer to complete the deployment in an orderly fashion.

Supports projects which to include ongoing support of PeoplePower and the deployment of new Human Resources software, the creation of a Master DELL GX270 workstation Image for OSHA-Net State Sites, drafted instructions for installation of software programs to include, PC-cillin2004, deployment of BlackBerry communication devices, migration from NT4 server to Windows 2000 used for printing at the National Office in Washington DC. Created instructions and posted to the OSHA-Intranet web server. Assisted with the announcement for users and followed up with daily status of migrations of users, keeping a log of old server usage.

· National Office End User Support

· Technical Projects

· Hardware PC Support

· Desktop PC Support

· Printers

· Email

· Account Logon

· Network Access

· Hardware Config & Maint

· 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



	Winters Rogers
	Help Desk 

Systems

Analyst
	Provides end-user support on the IT Help Desk and answers calls on a variety of platforms.  Manage PCs in active directory and moving them to the proper OUs and create computer and user accounts.  Support Company’s training classes, smart boards and projectors.  Installed handheld (Blackberry) and walked users through synchronizing their emails.  

Installed and supported networked PCs, Laptops and printers.  Support Ghost, Windows 9x/NT/2000/XP, DOS, and installed patches. Support Outlook, MS office, IE, Netscape, NIC cards, modems

· National Office End User Support

· Technical Projects

· Hardware PC Support

· Desktop PC Support

· Printers

· Email

· Account Logon

· In-House Applications

· Network Access

· 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:  Current and proposed MILVETS/AIM staff and services
4.2 Key Personnel
MILVETS/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. Ed Stracka to assume the role of overall Program Manager.   Mr. Stracka, our Program Manager, has over 25 years of experience managing similar contracts.  While in the Marine Corps, he attended training classes and received certificates for Personnel Administration, Administrative Chiefs Course, Management Development, and he is currently enrolled in the Project Management Institute (PMI), Project Management Professional (PMP) certification program.  He has successfully completed his recent three-year assignment as the Project Director of the Alcohol, Tobacco, and Firearms (ATF) Contract where he managed 278 employees providing administrative support, document conversion staff for the conversion and production of paper documents to microfilm images, and a digital imaging project to convert approximately 400 million images from microfilm.  Mr. Stracka has direct access to the corporate officers of both MILVETS and AIM and has been given the authority to act on their behalf to ensure that this highly important contract is adequately resourced.  Mr. Bob Daniels, the MILVETS President & CEO, is committed to providing OSHA outstanding support and services and will make himself available for consultation with the OSHA staff as needed.

To support directives from the Program Manager while continuing to provide IT Help Desk support services, Ms. Rhonda Griffin will assume the role of Project Lead.  Ms. Griffin has been providing excellent support to the OSHA/DIT for 17 years and has a complete understanding of the current environment and what is expected by OSHA to support future initiatives.

Ms. Griffin has over 20 years of technical experience and management of Information Technology support tasks; which include Network Administration, Organizational Connectivity, Desktop User Support, Help Desk Support and IT Security.  She also posses experienced and knowledgeable in contract management, contract deliverables, task schedules, system performance, project and task plans, training and documentation, testing and analyzing proprietary software using Informix SQL and Oracle Discoverer report writing tools.  Ms. Griffin has strong Help Desk, Network Services and Desktop problem resolution experience. Ms Griffin as completed the Project Management Institute (PMI), Project Management Professional (PMP) certification program and is a member of the PMI, Washington DC Chapter.
Ms. Griffin currently serves a dual role by providing both Project Management support and Help Desk Support.  As Project Manager, she works with Cheryle Greenaugh,   Director of DIT, Cathy Horton, Deputy Director of DIT, Lissa Scott, Director of OMDS and, Nancy Dorris, OSHA/DIT’s technical supports services contracting representative.  Ms Griffin’s duties include, but are not limited to, follow-up on contract performance, and budgetary and financial matters, following up on invoicing issues, monitoring the tasks and reporting progress, as well as recruitment of resources.  She also provides management support to for the Help Desk, Training and Documentation and the Administration Support disciplines.  

Ms Griffin provides Help Desk support to OSHA’s Federal, State and Consultations field offices as well.  She works closely with the Help Desk Federal Team Leader, Winnie Sojka.   Ms. Griffin provides daily management and reporting regarding the issues that arise from incoming calls.  She monitors the status special projects and the overall contract performance.   She conducts the daily Help Desk staff meeting to receive briefing on daily accomplishments and difficulties encountered through problem resolutions and on-going projects.  She provides Tier 2 on Help Desk Support on issues such as support of the NCR Unix server regarding OSHA specific applications; such as Citation Processing, Form Letter Processing, Report Processing, Eod-of- Day/Start-of-Day processing, Backup & Restore procedures, Cleanup Routines, User Account Administration, etc. Ms. Griffin provides Tier 3 support for issues involving NCR-OSHA Base Image Configuration & Setup, Informix Databases Rebuild & Restore, and Micro Data Disaster Recovery.  Ms. Griffin serves as the primary Systems Administrator and Knowledge Administrator of the DIT Help Desk call-tracking software called “Top of Mind”.   She also provides user account administration for OSHA’s BCCP remote users. 

Although Ms. Griffin currently supports the OMDS, Field System Support Branch (FSSB), however, she has also supported the OMDS, Field Systems Development Branch (FSDB).  She developed application test plans and procedures for system validation; conducted an analysis of task requirements vs. specifications, coordinated program and system testing, data preparations, and quality control procedures.  Ms. Griffin maintained and updated FSDB’s software library including ALS source listings, control job streams, and procedures and worked with the host programming staff to verify data transmission integrity using the transmission layout card (known as the L-card).

Ms Griffin has received numerous letters or recognition, letters of appreciation, and certificates of accomplishment from OSHA’s management staff and field offices including a letter of recognition from the OSHA’s Region 2, Regional Administrator who expressed thanks and appreciation of support efforts provided in disaster recovery mission for the Manhattan, New York field office which was destroyed in the World Trade Center Disaster.  Ms. Griffin is committed to providing excellent customer support services to OSHA and its stakeholders.

4.3
Skill Levels and Education (XIII)

MILVETS/AIM’s Help Desk staff currently possesses the skill sets, through experience, education, and certifications to support OSHA IMIS applications, desktop hardware concerns, legacy system hardware, web-based software applications, etc. We are prepared to assist OSHA with future requirements, such as it’s migration to the new BMC Remedy call tracking software, by providing information from the current TOM tracking system such as data exports, databases specifications, business rule and escalation procedures. 

MILVETS/AIM will continue to utilize the highly qualified and experienced staff currently providing Helpdesk and support services.  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 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 Help Desk support Services will be accomplished with as little disruption as is possible.  Proper scheduling, communication, and approval will be arranged with OSHA/DIT Management 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/DIT 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 Help Desk.
MILVETS/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 (XIII)
The staff we are proposing for the Help Desk support are either already working on the OSHA/DIT Help Desk, or have the requisite skills and experience as specified in the contract requirement. The current staff has experience which ranges from 1 year to 26 years supporting the OSHA IT environment.  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 MILVETS/AIM supports so many Federal Help Desks, our full-time recruiters continue to build a highly qualified pool of Certified Help Desk Technicians in the event that certified and experienced staff are needed in a hurry.  

Over the past 19 years supporting numerous Federal Help Desks, MILVETS/AIM 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 MILVETS/AIM possesses and multiple hiring paths to quickly and efficiently assign a qualified individual to the OSHA/DIT Help Desk.  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:  MILVETS/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.  MILVETS/AIM also continually recruits within the marketplace for highly qualified professionals, and has established a personnel database of 80 to 100 qualified pre-screened Help Desk Technicians and Customer Service Representative candidates for full time employment if needed.  All MILVETS/AIM staff will sign a nondisclosure agreement before being employed on Help Desk or support duties.  All assignments or placements, skill verifications, and security evaluations performed by MILVETS/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.
4.5
Special Tasks (XIV)

MILVETS/AIM will staff members available to complete special support tasks.  Examples of past special task support include AIM’s role as event planner for the 2002 DIT System Administrator Training Conference, AIM training room facilities for OSHA IMIS Form 33 training, and periodic usage for MS Office training classes.  MILVETS/AIM Help Desk staff is also available for 24/7 in the event of disaster recovery missions.   We have an extensive pool of technical staff members who can provide temporary support on special tasks as required by OSHA.

APPENDIX A- Resumes
NAME:  Edward Stracka

POSITION:  Program Manager

EDUCATION

1959 

Hurst High School, Norvelt PA



Diploma

1966

Personnel Administration, Parris Island, SC

Certificate

1966

Administrative Chiefs Course, Parris Island, SC

Certificate

1972

Basic Electronics, CIE, Cleveland, OH


Certificate

1973

Human Relations Instructors Course, Okinawa, Japan
Certificate

1975

Management Development, Navy Annex, Arlington, VA
Certificate

1977
Introduction to Computer Technology, DODCI, Washington, DC Certificate

1977

Basic Programmer Course, DODCI, Washington, DC
Certificate

1981

XEROX Sales Training, Chicago, IL


Certificate

1985

XEROX Account Development Strategies, Washington, DC

2002

Enrolled in CyberState University MCSD Course
In Progress

EMPLOYMENT HISTORY

11/79 - 1/81 Division Manager/General Manager


Automated Datatron, Inc

1/81 - 12/85 Systems Engineer/Manager A$CET


A.B. Dick Company

12/85 - 11/87 Records Conversion Specialist

Automated Datatron, Inc

11/87 - 12/90 Operations Manager/Manager IT


K-Com Micrographics, Inc

1/90 - 3/98 Director, Operations/IT




REMAC Information Corporation

3/98 - 1/00 VP, IT





REMAC Information Corporation

2/00 – 11/00 VP 

Image Conversion Services
NMS

11/00 – Present Project Manager




MILVETS System Technology, Inc.

CAREER EXPERIENCE AND BACKGROUND

Management

Project Manager – Operated the National Tracing Center (NTC) for the Bureau of Alcohol, Tobacco, and Firearms under a $32 million contract.  Contract requirements were for conversion paper files received from out of business firearms dealers to microfilm, indexing material for retrieval, and tracing of weapons used in the commission of a crime.  Developed applications to aid in management of data and operational improvement.  Served as electronic imaging consultant to the NTC for development of an imaging system and for the conversion of 375 million images to digital images for use in the imaging system.  Responsible for maximum support to the NTC by operational and fiscal management.  Managed up to 210 personnel onsite and a local satellite office which supported the onsite staff.  

Vice President, Image Conversion Services - Tasked with upgrading an existing micrographics service bureau to a state-of-the-art electronic imaging service bureau with full P&L responsibility.  Produced sales tools and samples, instructed and assisted sales staff in preparation of proposals for electronic imaging conversions.  Developed leads,  made sales calls and delivered proposals.  Selected the software and hardware necessary to meet customer requirements, established procedures for each project, and instructed production staff in each step of the production process.

Director of Operations/Vice President, Information Technology of an electronic imaging and micrographics service bureau.  Managed daily operation of production activities which included contracts for electronic imaging of up to 16 million images.  Prepared and assisted in preparation of proposals, delivered proposals and oversaw production.  Setup and managed in-house and on-site projects.  Managed up to 85 personnel.

Responsible for investment, procurement of equipment and software, and establishment of electronic imaging business operations.  Procured, installed and managed Novell and Microsoft based networks.  Wrote DOS and windows based software for internal production management.  Wrote DOS and windows based relational database applications for customer support.  Managed up to 65 personnel.

General Manager of a service bureau with extensive capabilities in data entry, micrographics, reprographics, direct mailing, map digitizing and facilities management.  Established and maintained customer contact and relations.  Served as Director and Manager for special projects.  Set up equipment maintenance schedules and developed in-house repair capability.  Wrote relational database DOS applications for in-house operations support.  Prepared proposals and bid packages for both commercial and government. Managed up to 125 personnel.

Records Manager responsible for operational management of a military personnel records system of over 350,000 active and 3.5 million inactive records.  Functional responsibilities included creation, maintenance, issuance and retrieval of records. Managed archival micrographics program and served as a member of industry standards board.  Coordinated special projects which utilized tens of thousands of records in a very compressed time frame.  Performed a pilot test for conversion of records to updatable microfiche.  Oversaw and negotiated contract operations for records conversion and managed dual files operations during conversion period.  Managed up to 140 personnel.

Library and Files Manager of a military directives and research library which maintained current directives Department of Defense wide to the small unit level.  Maintained correspondence files for Divisional Headquarters.  Had additional duties such as member of the inspection and audit team, had operational control of a large printing facility.  Coordinated drafting, proofing, printing, assembly and distribution of directives. Maintained a central forms control and reports control operation.  Managed up to 35 personnel.

Operations Manager of a micrographics service bureau with capabilities in Computer Output Microfilm (COM), 16 through 105mm cameras, duplication, processing, data entry, facilities management, software development and various other fields. Developed optical disk capabilities and software products for VAR hardware and software sales.  Sold and managed optical disk projects.  Profit and loss responsibility for paper records to optical disk and microform conversion operations.  Managed up to 45 personnel.

Staff Specialist

Systems Engineer responsible for sales support by conducting analysis of the current system and producing design specifications for the proposed system, systemic requirements for equipment, supplies, and personnel.  Conducted presentations for complex installations and provided technical assistance to the customer after the sale.  Developed a service business to compliment the equipment and supplies sales.  Wrote specialized applications software.

Special Project Manager responsible for analysis, design, and implementation of a project for conversion of a manual, paper-based personnel files system (31+ million documents) to a computer controlled, updatable microfiche based system utilizing automated mass storage and retrieval devices.  Project responsibilities included engineering studies and logistics planning for the controlled installation of the new system, parallel operation of both systems during acceptance, debug and quality assurance procedures and phase out of the manual system.  Developed detailed specifications for solicitation of a proposal for contractor conversion of the personnel records to microfiche.  Served as a member of the source selection and evaluation board.  Developed and implemented standards and quality control procedures for acceptance of contractor produced microfiche records.

Personnel Administration

Office Manager responsible for supervision of office staff and providing direction and guidance to subordinate offices in the administration of units with strengths ranging from 20 to 2000 personnel.  Responsible for the application of policies and programs and the day to day execution of administrative functions.  Responsible for preparation and maintenance of official personnel records.  Established and coordinated reporting procedures for training, staffing strengths, unit activities, supplies status, etc.

Personnel Specialist responsible for local office staff and directed activities of subordinate offices in personnel management. Administered welfare and morale programs. Established manning levels by type and number and controlled personnel movement and allocations.  Forecasted personnel requirements and periodically audited staff utilization of resources.  Conducted periodic audits of subordinate units and evaluated day to day application of policies and programs in the area of personnel administration.

Product Development

Designed and produced a personal computer based system which captured video photographs for the security industry.  The system captured the image, produced an ID photo badge, stored biographical data and the image on a hard disk for later retrieval in a relational database.

Designed and produced a prototype personal computer based system which interfaced with security computers and non-computerized security systems to provide a record of activity of both the security devices and security personnel.

NAME:  Rhonda Griffin

POSITION:  Project Lead

EDUCATION

B.S. Computer Science, West Virginia State College.  

Additional courses include: Project Management Professional Certification, Oracle Discover, Technical Writing, as well as a variety of Microsoft Operating System and Professional Suites of software
SKILLS

Workstations: 
IBM PCs, Pentiums, 486s and 586s; NCR Systems, Windows 95, 98, NT, ME, XP

Peripherals: 
Printers, scanners, Digiboards, Modems: Telebit, Microcom, Evercom, Hayes, and Smart Modems; WinZip

Help Desks/Call 
Top of Mind Help Desk, Familiar with Remedy, Heat

Centers:
 

Office Applications:
Travel Manager, WordPerfect for Unix, Corel, WordPerfect  up to                       Version 10, MS 2002 Suite of Software (MS Outlook, MS Word , MS PowerPoint, MS Excel, MS Access), MS Project, Visio, Wordperfect 5.2 for Unix

Groupware:  

Z-Mail Lite, MS Exchange, MS Outlook

Operating Systems:   
UNIX, Windows 3.1, Windows 95/98/ME/XP, Window NT

Databases:  

Access, Oracle, Informix Relational Database

Software:  

Unix Shell scripts, Oracle Discoverer Administration, 

Oracle Discoverer for End Users, Introduction to Oracle: SQL and Oracle, Oracle 8: Database Administration

EXPERIENCE

Automated Information Management, Inc



1983 – Present

Project Manager  






1999 - Present 

Provides management of AIM technical personnel for the following directorates at the US Department of Labor.

· Directorate of Information Technology  

· Directorate of Construction  

· Directorate of Evaluation and Statistical Data  

Responsibilities include monitoring ensuring and reporting progress, recruitment of resources, working with three (3) separate contracting representatives to follow-up on contract performance, and budgetary and financial matters, as well as invoicing issues. Also provides management support to Help Desk, Desktop User Support, Training and Documentation disciplines.  

Provides Help Desk and technical Automated Data Processing (ADP) support services of the IMIS systems for OSHA end-user, in-house custom applications and desktop related issues on a variety of platforms including Windows 95/98 and XP, which include but are not limited to:

· Provides Tier I support of Microsoft XP/Office desktop application software products and applications. 

· Provides Tier II support of the NCR Unix server regarding OSHA specific applications; such as Citation Processing, Formletter Processing, Report Processing, etc.  Provides support to field system administrator with tasks such as Eod-of- Day/Start-of-Day processing, Backup & Restore procedures, Cleanup Routines, User Account Administration, etc.

· Provides Tier III support to the NCR-OSHA Base Image Configuration & Setup, Informix Databases Rebuild & Restore, and Micro Data Disaster Recovery.  

· Serves as the primary Systems Administrator and Knowledge Administrator of  the DIT Help Desk call-tracking software called “Top of Mind”.   Provides user account administration for OSHA’s BCCP remote users. 

· Provides ad-hoc, daily, weekly and monthly reports on Help Desk trouble tickets to DIT’s Directors, Managers and federal staff for the purpose of measuring performance, quality assurance and trend analysis.  

Micro Systems Trainer and Deputy Project Manager


1992 – 1999

Responsible for providing national on-site training and field personnel in areas of software operations, word processing and communications software applications for the Department of Labor, Occupational Safety and Health Administration (OSHA), Integrated Information System.  Training classes were provided for OSHA users at all levels:  Operators, managers and OSHA Executive Staff, Unix and DOS Operating system environment.  Other responsibilities included the analysis of software for field use, testing, presentation and documentation, curriculum design for training courses, system software and hardware troubleshooting, as well as general user and system support.   Participated in Management Team meetings, provided statistical reports, worked with COTR and Project Manager on task orders, budget sheets, invoices, etc.  Assisted with evaluating employee performance.  

Technical Analyst and Documentation Specialist 


1987 – 1992

Met bi-monthly with each System Administrator to verify that security and system backup procedures were followed in accordance with the Field Systems Support Branch (FSDB) guidelines.  Designed, maintain, and generated weekly reports of all outstanding software problems using INFORMIX and ACE programming languages.  Established telecommunications with Boeing’s IBM 3084QX/3033 –AP host mainframe computer to edit/update programs and transmitted test data, to verify compatibility before software was distributed to field offices. Generated various types of documentation, including the  Field  System Development Branch Employee Handbook and the Source Code guidelines manuals.  Generated the programmer-level documentation for the OSHA’s standard reports. Other responsibilities included performing a comparison/analysis study of all existing report documentation and developing a standardized format.   Supervised the clerical administrative staff.  

Programmer 







1985 – 1987

Developed menu, driven reports using a COBOL program interface language to retrieve and manipulate data from a central database management system via CSTS Operating system UNIVAT 1100/80.  Also used UNIX shell scripting and INFORMIX v4.2 to generate programming scripts to export data from ALTOS 586 Systems and import into NCR 2086 Systems.   Generated and executed updated on the UNIX operating system and the INFORMIX database.  Generate scripts to transfer data from the old system to the new system via a data cable.  Provided hardware support by testing printer and modems.  Made terminal & printer cables to support the new equipment and shipped them to field sites and needed.

Technical Support Coordinator




1984-1985

Developed application test plans and procedures for system validation.  Conducted an analysis of task requirements vs. specifications, coordinated program and system testing, data preparations, and quality control procedures.  Supervised documentation specialist and ensured the validity of all system and user documentation.  Maintained and updated software library including ALS source listings, control job streams, and procedures.

Administrative Support





1983 – 1984

Coordinated office operations to maintain and efficient work environment.  Managed and controlled office operations, equipment and supplies. Maintained monthly accounts payable and receivable ledgers.  Composed the monthly status report.  Trained new clerical support staff in the office procedures and the operation of office equipment.  Drafted the base-line copy of the Automated Information Management employee handbook.  

NAME:  Angela Griess

POSITION:  Technical Expert

EDUCATION

Montgomery College, 40 hours, Information Systems

SKILLS

Oracle Discoverer Administration


Discoverer for End Users


Introduction to Oracle: SQL and Oracle PL/SQL Using Procedure Builders

Data Modeling and Relational Oracle Database Design

Oracle 8: Database Administration and Oracle PC CSHO Application



Oracle PC Consultant Application


Advanced Word Perfect




Windows 95/98/2000/XP






Top of Mind






LAN System Administration



Telephone Tech. For Support Staff


EXPERIENCE

· Assisted in planning and preparing for 2004 OSHA Systems Administrator Training at OTI

· Presenter for 2004 OSHA Systems Administrator Training at OTI

· National Office project leader for 2003/2004 Consultation Reconcile Project

· Assisted 24 field offices with the Reconcile process and helped clean up rejects and records that needed to be deleted in additional sites performing Reconcile

· Major presenter at 2002 OSHA Systems Administration Conference

· Coordinated all scheduling for over 200 attendees for 4 days at SA Conference 

· Co-Leader for implementation of web based Whistleblower Application in the field

· Assisted Office of State Programs in providing on-site field training and support for implementation of the web based Consultation Form 33 application

· National Office project leader on UNIX OS upgrade and hardware upgrade (hard drives, memory, and processor chips) for all sites throughout U.S., and in addition, performed hardware and software upgrades on site in Baltimore, Washington DC, and Philadelphia.

· Extensive troubleshooting on UNIX systems

· Testing and analyzing in-house software during development

· Supported Help Desk for NCR hardware and peripherals (printers, modems, floppy drives)

· Supported Help Desk from National Office for 250+ sites, with approximately 5000 personnel

· Provided support for software, in-house forms, custom reports, and transmittals to host

· Integrated data on micros in the field and HQ host

· Supported federal enforcement, state enforcement, federal monitoring of state programs, and consultation operations

· Provided staff with training on Informix, forms entry, data retrieval, report generation, and on system administrator’s functions (backups, security, and user accounts) in Puerto Rico, Nashville, Birmingham, Atlanta, Topeka, Sacramento, Chicago, Calumet City, Wilkes Barre, Pittsburgh, and Cincinnati.

EXPERIENCE CHRONOLOGY

10/00 – Present

Automated Information Systems, Inc.

12/98 – 10/00

UCS/GMSI

4/90 – 12/98

U.S. Department of Labor, Occupational Safety and Health Administration, Office of Management Data Systems

8/82 – 4/90

U.S. Department of Labor, Occupational Safety and Health Administration, Nashville Area Office

7/79 – 8/82

U.S. Department of Labor, Wage and Hour Administration, Nashville Area Office

6/79 – 7/79

National Life and Casualty Insurance

NAME:  Lisa Reyna

POSITION:  Support Specialist I

EDUCATION

2004

M.A., Higher Education Administration – Minor, Cross-Cultural Studies, 

University of Michigan, Ann Arbor Center for the Study of Higher and Postsecondary Education Administration

2001

Certificate in Cross-Cultural Studies University of Houston, Clear Lake

2000 
B.A., Psychology. Minor-Sociology.University of Houston Graduated Cum Laude

SKILLS

Fluent in English and Spanish, proficient in Italian with 2 years of education in Mandarin Chinese. Excellent organizational and public speaking skills.  Working knowledge of Windows, Internet, Excel, PowerPoint, Access, and Basic Web Designing.

EXPERIENCE

Bureau of Educational and Cultural Affairs - HACU Intern

The Department of State - Summer Program


05/2004- present

Assisting the Chief of Community Relations with administrative and programmatic logistics in the Office of International Visitors. Duties include preparing briefers, compiling statistical data, participating in the Dallas- NCIV Regional Conference, recording and preparing grant activity, analyzing solicitation letters, and partaking in various international visitor openings and State Department functions.  Invited by the Office of Recruitment, Employment, and Examination to recruit for the Department of State in Chicago, Illinois.  Assisting in the preparation of the Intern Summit for the State Department
International Institute-International Programs

Graduate Research Assistant

University of Michigan





07/2003- 05/2004

Researched, evaluated, and applied cost-effective financial strategies for the office’s study abroad programs and collaborating institutions, and in addition investigated a number of travel risk management companies in order to purchase such services for the Office of International Programs. Researched, prepared, and compiled cost sheets for over 80 study abroad programs administered by the University of Michigan and its partnered institutions. Designed an instructive manual for administration, faculty, graduate student fellows, and students traveling and working abroad to facilitate cultural immersion, cross-cultural sensitivity, and cross-cultural communication. 
College of Engineering






Graduate Student Intern

University of Michigan





09/2002- 05/2003

Supervised student employees, and organized and carried out weekly administration meetings. Prepared and managed student programs, orientation sessions and academic workshops for recruitment and retention.  Created and implemented The Student Employee Operations Manual and The Student Service Sector Handbook in 2003.
The Language and Culture Center 

Student Assistant and International Student Advisor 

University of Houston





05/2005May- 08/2003

Lead programmed English as a Second Language communication, audio-visual, and computer accelerated courses.  Assisted in designing and managing a Communication Program for over one hundred international students per academic semester. Advised on issues of immigration, academics, cultural adjustment, and cross-cultural communication.  Coordinated and carried out weekly organizational activities and served as a liaison for students, administration, and the university community.  Mentored students during academic transfer and guided them during their transition from the Language and Culture Center (LCC) to other academic departments and institutions. Organized orientation sessions, multicultural festivals, talent shows, recreational activities, and special endeavors that assisted in the LCC’s mission to enhance cultural awareness.  Studied languages and researched cross-cultural differences while traveling and studying abroad in Italy, Turkey, Colombia, Brazil, and Mexico.  Enhanced interpersonal, conflict resolution, and cultural sensitivity skills. Supervisor: Mrs. Sandra Carrettine-Mulvany, Program Coordinator, 713-743-3130.

Office of Student Enrollment and Financial Services

Admission Counselor

University of Houston





08/ 2000- 03/ 2002

Recruited prospective students and increased enrollment by employing effective strategies.  Provided academic counseling for freshmen, transfer, and international students as well as solicited, reviewed, and processed undergraduate applications. Collaborated with various academic departments and served as a liaison for The Office of Student Enrollment, Office of Scholarship and Financial Aid, and a number of interdisciplinary programs. Organized and administered presentations to increase the University of Houston's domestic and international visibility. Supervisor: Mr. Ed Apodaca, Director, 713-743-1000
NAME: Evaughn M. Chandler


POSITION: Support Specialist III

SKILLS

Cyberdata, Ivphase, 029,129,1710,ITT 9000 Windows 95, Word Perfect 5.2 for Unix, Window 95/98/XP, Microsoft Word, Microsoft Excel, Microsoft Access, Microsoft PowerPoint, Microsoft Outlook, Travel Manager, WordPerfect for Unix, Corel, WordPerfect up to Version 10, MS 2002 Suite of Software , Top of Mind Help Desk, IBM PCs, Pentiums, 486s and 586s; NCR Systems, Unix, Windows 95, 98, NT, ME, XP, various printers, scanners, digi-boards, modems, and FedEx station

EXPERIENCE

Automated Information Management, Inc., 



           10/98 - Present

Support Specialist 

Provide end-user support on the IT Help Desk and answers calls on a variety of platforms.  Provide Tier 1 & 2 Level support for the IMIS host mainframe system. Work with Sungard mainframe to correct Host Rejects.  Tasks include: 

· Log incoming calls into Top of Mind call tracking software.  

· Escalate URGENT tickets to Tier II & Tier III staff members

· Provide field offices with resolutions questions regarding NCR Host Rejects

· Receive and distribute faxed requests for IMIS data to be corrected or deleted on the host

· Receive, input and escalate requests for add/mod to OSHANET User Accounts

· Assist Tier II staff members with Consultation Reconcile projects by deleting records from host computer

· Place service calls placed for Help Desk office equipment; such as printer, FedEx equipment, etc.  Also ensures that office equipment is appropriately stocked with paper & ink cartridges. Initiated service calls for installation and repair of office equipment

· Set up and maintain FedEx weighing station. Updates FedEx database with field site information

· Make sure that FedEx packages are properly prepared for shipment and distribute packages that are received

Provide support services of the IMIS systems for OSHA end-user, in-house custom applications which include but are not limited to:

· Error Correction and Host Rejects

· In-House Applications (Citation Assembly, Formletter Processing)

· End-of-Day/Start-of-Day

· Micro-To-Host Reporting

· Establishment Cleanup/Processing

· Standard Micro Reports

Management Technology, Inc.,  




                 10/88-1997

Assistant Data Entry Supervisor 

Entered and supervised the entering of source documents from the DOL/OSHA enforcement program and Consultation program. Prescreened and logged incoming source documents. Also assisted in the supervision of four data entry operators. Responsible for performing all supervisory functions.  

Automated Dataron Inc., 






        6/78-8/88

Data Entry Operator 

Responsible for proficient and accurate operation of a variety of data entry equipment

including Data 100 Equipment, data entry terminals and Key-to-disk, Key-to-tape and teletype

equipment. Duties also included entry and verification of input data from a variety of OSHA

source documents. Also served as backup supervisor for computer terminal operations.  Responsible for entering data into Data 100 terminal, including making updates, deletions, and corrections, as required. Input documents as submitted. Also maintained data entry deadline. 

Raven Data, Inc.,







        6/75-9/78

Data Entry Operator  

Data entered over 10,000 records day using reel-to-reel processing.  Verified work of other employees, answered telephones and filed.  Processed and keyed in government files and documentation. Supervise three (3) employees.  Train new employees on the Cyber Data system.  Process Time and Attendance sheets.  Responsible for operating the Xerox machine.  Responsible for hiring new employees.    

NAME:  Sherrod Swann

POSITION:  Applications Systems Analysis & Programming Staff Specialist

EDUCATION

Certificate of Proficiency - Charles County Vocational Center, 1974

SKILLS

TCP/IP, Terminal Server Client, Kermit Dialer, Lotus Approach,Microsoft Exchange,Microsoft Office 97, Microsoft Office 2000/XP Suite, Netscape (Internet Explorer),Microsoft Exchange, Microsoft Outlook, Windows 98,NT,XP, NCR SVR4 UNIX, Configures DNS server for UNIX Network, UNIX Drive Recovery, Microsoft Word, WordPerfect 5, Corel WordPerfect 8, DOS TCP/IP, UUCP software transfer network, UNIX WordPerfect solution on text-based Desktop, printers, modems, terminals, QvtNet, UNIX Shell scripts, Perl, Novell Netware3.11, DOS 6.22, IBM OS/2 Warp Connect,  AT&T 386, Interactive UNIX & Sun Microsystem’s Solaris UNIX. Silicon,  Windows 3.11, Red Hat Linux, SCO Openserver, Windows 95, NT4.0, AT&T SVR3, AT&T SVR4, AT&T Interactive, Solaris 2.4 & 2.6, 

Hardware support of various PC workstations, terminals, printers, IPCs, and laptops.

EXPERIENCE

Automated Information Management
 (AIM)                         
09/96 to present

A/P Applications Systems Support Specialist   

Provides user support for NT network. Assists user with accessing email using Microsoft Exchange or Microsoft Outlook. Tasks include formatting drives on PCs, installing Windows 98, installing Windows NT, installing NT service packs, installing Exchange Server, configuring and installing Solaris UNIX. Also configured and installed NCR SVR4 UNIX  – including programming installation diskettes for system recovery after failure. Configures DNS server for UNIX networks. Supports users through total system restoration after UNIX drive failure. Assists user in the configuration and installation and use of Microsoft Word, Corel WordPerfect 8, Microsoft Terminal Server, Internet Explorer and Netscape. Installs and supports Personal Oracle 7.  Uses the DOS TCP/IP commands to aid in troubleshooting user network problems. Dispatches technicians to field sites to do repairs – after evaluating the cause of failure. Recommends course of action to onsite technicians. Provides Network consultation for field offices on best networks solutions, based on assessment of user requests. Recommends equipment choices to users. Troubleshoots failures in UUCP software transfer network, and provides backup telco solution – if there is a network failure. Supports UNIX WordPerfect solution on text-based terminals – or software emulations of text-based terminals – such as QPC’s QvtNet. Writes, edits and modifies shell scripts to automate UNIX system administration tasks in scripting languages such as Perl, sed, awk, the UNIX ksh shell. Modifies DOS autoexec and config  files as necessary – to configure and install PC systems. Provides field users with phone support on any matter realted to the use of their PC and the installed base of applications, which include web browsers, email,  word processing and database.
Cedar Cliff Systems, Springfield, VA



10/92 to 9/96

Installer and Support Engineer   

Configured & tested a complete UNIX-based office for from 5 to 40 users.   Shipped all equipment to the site.  Traveled to the site and setup and test system.  Provided telephone support for the hardware to the site.  Tested and repaired faulty equipment which is returned from sites.  Handled getting RMA from companies to return defective parts.  Performed remote site UNIX systems diagnostics and repairs via modem.  Performed on site repairs of local sites. Supported laser printer contract for Social Security administration. Provided help desk and on-site maintenance. Helped manufacture redesign memory card to eliminate factory defect. Supported NCD X terminal contract - configured, tested, shipped, repaired terminals to component level, and provided user support. Handled UPS and FEDEX accounts, and all RMA service. Supported SCO UNIX servers in various client offices.

Worked with – and supported client base using – NCR’s ATT SVR4 UNIX, Novell Netware3.11, DOS 6.22, IBM OS/2 Warp Connect,  AT&T 386 Interactive UNIX & Sun Microsystem’s Solaris UNIX. Configured and support Silicon Graphic’s X Windows system on Indigo workstations, and repaired NCD’s X Windows terminal servers to component level – as well as providing TCP/IP support to end users. Designed and installed Category 5 wiring systems – and Novell 3.11 networks, in law offices in Wash, D.C area. Install wiring, built SCO UNIX servers, and designed the office network, purchase and installed accounting software, ran all cabling, and provide user phone support. 

Federal Micro Systems





5/89 to 10/92

Manager of Repair Operations     

Oversaw the total repair shop, from diagnosing and repair to ordering of parts and controlling inventory.  Was in charge of one other technician  and responsible for assigning his duties.  Designed layout of the workshop and ordered the necessary tools to do component level PC and CRT repair.  Maintained PCs and printers at several locations. Installed and supported Novell Netware 2.11, DOS, various DOS menuing systems – to help users do their work. Did extensive PC integration – building as many as 50 PCs per week. Did all DOS configuration, drive configuration, PC motherboard configuration. Did onsite PC and printer repair – when necessary – if work load was heavy.

Federal Technology Corp.





2/89 to 5/89

National Service Coordinator    

Maintained a national database of service calls for seventeen contracts.  Performed remote diagnostics and repair or found a subcontractor in the city to perform the repair. Trained others in troubleshooting techniques.  Filled in as purchasing agent where I gained valuable contacts and sources for parts and services. Worked with Xenix operating system, and many “flavors” on DOS – Compaq, Leading Edge, ITT, Microsoft & IBM.

Systems Engineering International,




9/88 to 2/89

Senior Technician   

Repaired PCs and printers on site at the Army Corps of Engineers.  Maintained about 5,000 pieces of office hardware.  Supervised two technicians - assigned and monitored their work.

Sorbus Federal Division





6/87 to 9/88

Bench Technician      

Repaired to component level the logic, video and power supply boards for all of the computers, printers, terminals, etc.  that Sorbus support.  Wrote diagnostic software to emulate real life environment for testing terminals using Burroughs interface. Boards repaired included these from DEC, Wyse, Televideo, Zenith and NEC.

Systems Engineering International




3/86 to 6/87

Senior Bench Technician   

Supervised a component-level repair shop.  Repaired the Altos 186, 586, 2086 and terminals.  Also repaired DEC printers and terminals, Texas instruments printers and IBM PC type boards and CRTs.  Handled inventory control of the spares and spare components.

Marva Data Services 






6/86 to 3/87

Senior Bench Technician   

Did component level repair of various office automation equipment. Handled warranty service for Leading Edge PC. Sub-assemblies & boards repaired included Texas Instruments Printers, ITT PCs Televideo terminals, Diablo printers, Wyse terminals, NEC printers, IBM PCs, Compaq PCs, Data General laptops, many brands of CRTs.

Dow Jones News Service





 10/78 to 3/86

Field Service Technician   

Performed on-site board-level repair of news printers, stock tickers, fax machines, line printers, telex terminals, Burroughs high-speed printers, dial-up terminals, and many models of “dumb” & smart terminals, including Falco, Lear Siegler, Execuport, NEC(printers & facsimile). Installed and repaired high speed modems from Intertel. Maintained a computer link between White Oak, MD & Paramus ,NJ for the transfer of news articles for the Wall Street Journal. The equipment on my side included a DEC PDP8 core memory computer and synchronous modem - with paper tape readers, and Linotype typesetter computer systems.

DC Dept of Finance & Revenue





 4/75 to 10/78

Cartographer  

Drew tax maps for Deeds to be recorded - and for the Tax Assesor’s use. Did blueprint copying, landing area estimation for the Congressional Payment to DC’s annual budget. Worked with mechanical pen on mylar to make transparencies so that maps could easily be available to the public and other - through copying. Used a light table, planimeter, stencils, drafting machine and related tools of the trade.

Bonifant Technical Services





 8/74 to 4/75

Electro-mechanical Assembler

Built and installed wiring harnesses for military radios. Handled packing & shipping of the finished radio cabinets, including installing A/C outlets, drilling the cabinets & installing the rails for the radios.

NAME: Yvonne Goodhall

POSITION: Applications Systems Analysis & Programming Staff Specialist

EDUCATION

B.S. (Information Systems), Columbia Union College, Takoma Park, MD –– expected completion of degree –– 12/2000

ADVANCE \d4Certificate in ADP, Yorktowne Business Institute, College Park, MD 

Various classes taken at Northern Virginia Community College, Annandale, VA (completed 57 credit hours); University of the District of Columbia, Washington, DC (completed 25 credit hours)

SKILLS

	ADVANCE \d4Workstations:
	ADVANCE \d4IBM PCs, Pentium’’s, 486s and 586s; NCR Systems, Windows 95, 98, NT, ME, XP

	ADVANCE \d4Peripherals:
	ADVANCE \d4HPII, HPIII, HPIV, HPV Printers; HP Deskjet, Printronix, IBMPRO, and ALPS printers

	ADVANCE \d4Other:
	ADVANCE \d4Digiboards, Modems: Telebit, Microcom, Evercom, Hayes, and Smart Modems; WinZip

	ADVANCE \d4Bridges & Routers:
	ADVANCE \d4Cisco Routers

	ADVANCE \d4LAN/WAN Networks:
	ADVANCE \d4TSO/ISPF, FTP, Kermit

	ADVANCE \d4Network Management:
	ADVANCE \d4QVTnet, Telnet

	ADVANCE \d4Other Hardware:
	ADVANCE \d4Wyse 60 and Wyse 160 Terminal 

	ADVANCE \d4Specialized Applications
	ADVANCE \d4OSHA Integrated Management System Application (in-house application)

	ADVANCE \d4Help Desks/Call Centers:
	ADVANCE \d4Top of Mind Help Desk, DK HelpDesk

	ADVANCE \d4Office Applications:
	ADVANCE \d4Travel Manager, WordPerfect for DOS, Corel WordPerfect, MS Outlook, MS Word, MS PowerPoint and MS Excel, MS Access, Wordperfect 5.2 for Unix

	Groupware:
	ADVANCE \d4Z-Mail Lite, MS Exchange, MS Outlook

	ADVANCE \d4Operating Systems:
	ADVANCE \d4UNIX, Windows 3.1, Windows 95/98/XP Window NT 

	ADVANCE \d4Programming Languages:
	ADVANCE \d4JCL, Java, Cobol, SQL 

	ADVANCE \d4Databases:
	ADVANCE \d4Access, Oracle, Informix Relational Database 

	ADVANCE \d4Web Environment:
	ADVANCE \d4Shell scripts

	ADVANCE \d4Internet Experience:
	ADVANCE \d4Netscape Communicator, Netscape Navigator


EXPERIENCE

Automated Information Management, Inc - DOL/OSHA

       09/2001 – Present

A/P Application Support Specialist  
Provides end-user support on the IT Help Desk and answers calls on a variety of platforms.  Provides support to Standalone PC CSHO and PC Consultant in Win XP and Oracle environment. Run report and query under Informix language. Worked with Sungard mainframe to correct user error. Provide suggestions to analysts and developers to enhancement of the application for the benefit of the users at the field. Extensive trouble shooting on UNIX systems.  Familiar with PCs, laptops, LANs, Oracle and Windows 95, 98 and XP.  Conducted training at a national training center and onsite in the field. Ability to work effectively with personnel at all grade level.  Provides Tier II support for the IMIS host mainframe system and OSHA specific in-house applications and hardware which include, but not limited to:

· Host Rejects

· Remote NCR server support

· Account Logon (Web-based App)

· End-of-Day/Start-of-Day

· Informix Queries and Reports

· Reconcile (Consultation/Enforcement)

· Citation Processing

· Form Letter Processing

· Micro-To-Host Reporting

· Penalty Payment Processing

· Error Correction

· Establishment. Processing

· NCR WordPerfect 5.1

· Standard Micro Reports

· Oracle Web Apps

· NCR Database Configuration

· NCR Hardware Config. & Maintenance

· Unix  NCR Scripts and Commands

· NCR Backups & Restore Procedure

GMSI








    01/2000 – 09/2001

Systems Analyst

· Provide technical database support to users in Federal, State and Local offices 
· ADVANCE \d4Assist in the analysis, improvement and correction of proprietary application

· ADVANCE \d4Provide advice and support for installed software and hardware products to end users

ADVANCE \d4
United Communications System, Inc. 




         1994 to 01/2000

Computer Support Analyst

· Troubleshot Oracle application problems

· ADVANCE \d4Created a mechanism to provide responsive customer support via a telephone in a timely manner

· ADVANCE \d4Troubleshot hardware, software, and communication services

· ADVANCE \d4Assisted in year 2000 (Y2K) testing of application for software bugs

· ADVANCE \d4Assisted Federal OSHA employees in loading Y2K software 

United Communications System, Inc. 





  1992 to 1994

Software Tester

· Tested proprietary software, identified problems with coding, created solutions and documented resolutions

· ADVANCE \d4Analyzed test data against different application software to assure the accuracy of the application software

· ADVANCE \d4Tested various Federal Forms against major rewrite software

General Analytics Corporation






  1990 to 1992

Informix Programmer

· Wrote informer queries using Informix Structure Query Language (SQL) to retrieve database information and perform database fixes

· ADVANCE \d4Rebuild database tables

· ADVANCE \d4Develop spreadsheet using Lotus for Windows software to track distribution of Federal computer equipment to National, Regional, and Area Offices

General Analytics Corporation





              1989 to 1992

 Application Trainer/Technical Writer

· Trained more than one thousand professional and support personnel in a wide variety of environment and software products with the class size varying from one to thirty students

· ADVANCE \d4Developed core curriculum for internal application classes and integration training

· ADVANCE \d4Created user manual and training materials of more than one hundred software releases, internal application and migration classes

General Analytics Corporation






  1983 to 1990

Database Analyst

· Analyzed data between Host databases and microcomputers

· ADVANCE \d4Edited/Updated data on mainframe Host and field microcomputer to ensure uniformity of information on both system

NAME:  Emilie Chek

POSITION:  Systems Analyst

EDUCATION

Philadelphia College of Textiles and Science (now known as Philadelphia University), Philadelphia, PA, Bachelor of Science, December 1997 Major:  Management Information System (MIS) 

Community College of Philadelphia, Philadelphia, PA Assoc. Degree in Data Processing as Business Programming, May 1995 Certification as a Computer Operator, May 1994 

SKILLS

Apple Macintosh computer

Novell NetWare

C Programming



Quick BASIC

COBOL



PageMaker

DataBase4



TCP/IP

HTML




Terminal Server Client

IBM Mainframe


Turbo Pascal

Job Control Language (J C L)

Kermit Dialer



UNIX System

Lotus 1-2-3 Release 5


Visual BASIC 

Lotus Approach



Word Perfect 8

Wyse Terminal
Microsoft Exchange




Microsoft Office 97




Microsoft Office 2000

Microsoft Office 2002


Microsoft Windows 95
 


Microsoft Windows 98

Microsoft Windows NT

Microsoft Windows 2000/ XP

Netscape (Internet Explorer)

Acquired knowledge of hub link, network, digi board, modem setup, computer 

hardware and software application through works and classes. Very familiar with office equipment such as fax, copiers, dot matrix and laser printers, scanners, etc.

EXPERIENCE

Automated Information Management (AIM) 



1/99-present  

for the Department of Labor
 

Systems Analyst 4

Provides high quality technical advice and product support in a help desk environment.  Provides advice and support for installed software and hardware products to 252 field sites System Adminstrators and end-users for Department of Labor (OSHA).  Provides Level 1 LAN/WAN support and installed software problems to customers' satisfaction.  Analyzes and resolves advanced technical problems. Identifies problem patterns and trends to management and recommends solutions.  Reports/documents and tracks technical problems through call center management software. Develops and maintains detailed product by installing, using, and studying assigned product sets and instructions.  

Provides users support in a network and non-network environment: this includes troubleshooting and analyzing problem via over the phone and desktop support for Windows 95/98/NT/2000/XP, MS Office 97, MS Office 2000 and other support applications. Provides support to Standalone PC CSHO and PC Consultant in Win XP and Oracle environment. Run report and query under Informix language. Worked with Sungard mainframe to correct user error Provide suggestions to analysts and developers to enhancement of the application for the benefit of the users at the field.  

General Warehouse and Transportation/CLP




11/98- 8/99   

EDI and UNIX System Administrator Assistance


Administrate and troubleshoot EDI (Electronic Data Interface) transactions between different clients and vendor, Check EDI on St. Paul Software, Check on Dmplus and SAR 4.0 R/3 software, Troubleshoot system, Changed and modified UNIX transportation programs for TSS end-users for a smooth day to day operation, Worked with WYSE terminals and PC setup, UNIX system maintenance, Worked with Window 95 and Window NT environment. Installed new software. Travel on location to set up and connected network, terminals, printers, mux, phone line, DSU/CSU and digiboard, Daily backup for all servers, Weekly system reboot, On call tech support.

Parexel International Corporation





1/98-7/98   

IT Purchasing Administrator

Provide day to day multiply tasks purchasing operation to all North American IT Purchasing, work with external vendor to track purchasing activities, maintain database and equipment inventory, performed data entry and create report, process all invoice.    

Honor Foods / Colony Brokerage Co. 





12/96-12/97

Management Information System Assistant

Independently done small programming, generated reports, printed reports, transferred EDI data, transferred files, installed new software, maintained existing terminals and pc, upgraded and downloaded application to individual pc, troubleshoot related problem, backup Novell and Windows NT server, make certain everyone is logged off each night. Provided support to in house users.

NAME: Winters C. Rogers

POSITION: Systems Analyst

EDUCATION

Learning Tree Computer School
- Systems Information

City College of Chicago - Business Administration

Military Administration School - Administration

Christian County High School - General Studies


SKILLS

PCs, Laptops and printers, Blackberry 857/957, NIC cards, modems

IBM E-Server I Series 400 model 820 (OS400 V5R1)

TCP/IP, DHCP, RAS, WINS, DNS, Active Directory, Telnet, FTP, NWLink IPX/SPX, DLC, PPTP, SNMP, AppleTalk, NetBEUI, ODBC Drivers

Windows 9x/NT/2000/XP, DOS, Support Adobe PageMaker, Ethernet and Token ring, PC Anywhere, Intel LANDesk, TN3270, PQ Magic, Remedy, Top of Mind, Symantec Ghost/Ghost Walker, SQL

Certifications

MOU Certified, A+ Certified, Windows 95, 98, NT, 2000, XP Certificate

EXPERIENCE

AUTOMATED INFORMATION MANAGEMENT, INC

       02/2004 - Present

US Department Labor, Washington, DC, 

Systems Analyst 4

Provides end-user support on the IT Help Desk and answers calls on a variety of platforms.   Provides support to OSHA National and Field office staff.  Utilize Top of Mind call tracking software to optimize first call resolution.  Configure laptops for remote access using Citrix, Terminal Server, and Web Based applications.  Installed handheld (Blackberry) and walked users through synchronizing their emails.  Installed and supported networked PCs, laptops, palm pilots, as well as configure hardware peripherals; such as printers, scanners, and modems.  Support Ghost imaging, Windows 9x/NT/2000/XP, DOS, and installed patches. Support Outlook, MS Office Suite of products, IE, Netscape, and NIC cards.  Troubleshoot printer problems relating to Jet Direct cards.  Task include, but are not limited to:

· Configure and troubleshoot PC’s and laptops for home and office.

· Troubleshoot PC’s and networking, OS, applications, printing, etc.

· Provide 1st level support on PC using Microsoft applications.

· Provided 1st level desktop, laptop, and server support for OSHA National                                                                                                  Office and Field Office clients.

· Built and imaged PC’s and servers, configured laptops, including remote access capabilities using Citrix.

· Setup Blackberry and Palm Pilot configuration and troubleshooting for OSHA.

· Provide 1st level support for HP LaserJet 5000n and 4600dn network printers with jet direct card problems.

· Establish working documentation for Generic Image software for older laptops used by OSHA field sites.

· Setup and configure Xerox, Cannon Multi-tasking copier systems with in OSHA


WASHINGTON DC PUBLIC SCHOOLS


       07/07/2003 – 01/30/2004

Washington, DC, 

Systems Administrator

Manage PCs in active directory and moving them to the proper OUs and create computer and user accounts.  Support Company’s training classes, smart boards and projectors.  Installed handheld (Blackberry 857/957) and walked users through synchronizing their emails.  Level 1 Windows 2000 Server support.  Prompt response to user’s problems and keep trouble tickets updated.

Installed and supported networked PCs, Laptops and printers.  Support NAV, Ghost, Windows 9x/NT/2000/XP, DOS, and installed patches. Support Adobe PageMaker, Outlook, MS office, IE, Netscape, NIC cards, modems, Ethernet and Token ring, PC Anywhere, Intel LANDesk, TN3270, PQ magic, Remedy, Also worked with the following protocols and services: TCP/IP, DHCP, RAS, WINS, DNS, Active Directory, Telnet, FTP, NWLink IPX/SPX, DLC, PPTP, SNMP, AppleTalk and NetBEUI.  Ensuring quality and real time problem solving. Monitoring, analyzing and improving performance.  Properly documented every problem solved and steps taken to solve them. Upgrade micro codes on IBM Network printers. Experienced in Network cabling and testing (CAT5).

· Worked on different projects and ensured early completion. Some of the projects are:

· Built and installed and manage Symantec ghost server.

· Implemented Photo id system, created the database on SQL server, configured ODBC.

· Deployed Norton Antivirus Client on all PCs and monitored update.

· Ghosted and deployed new PCs to company spec. Using Symantec ghost and ghost walker for SID change.

· Installed LANDesk agent on PCs/clients to enable remote control.

· Deployed Meeting manager shared Meeting scheduler on our network

· Built (Windows XP) Packages for different company applications to ensure uniqueness.

· Implemented Wireless LAN using Linksys WAP for our in-house mobile users.

· Upgrade Servers with most current software

· Upgrade Anti-Virus software and patches

ENCORE MANAGEMENT CORPORATION



10/2001 – 07/07/2003

Silver Spring, MD, 

Department of Health and Human Services

Executive Assistant

Provided administrative and technical support for the Deputy Assistant Secretary, Deputy Director and the Chief of Staff, and additional staff directors.  Assigned with a wide range of duties from highly classified matters such as EEO employee reports, yearly audit reports, disciplinary action reports.  Responsible for the installation and configuration of the Blackberry RIM 857 along with the setup of 3 network printers with in the Office of Administration.  Provided first line trouble shooting for the Deputy Director and other Director’s within Office of Administration concerning computer system issues also provided support with difficult application problems with in the Microsoft Office package.  Responsible for editing and finalizing out going correspondence, audits, GAO reports and FOIA reports to Congress.  

Arthur Andersen

Washington DC, 08/1999 – 10/2001

Systems Administrator

Responsible for a network of over 100 desktop, laptop and thin client personal computers.  Manage and maintain IBM E-Server I Series 400 model 820 (OS400 V5R1) Manage and maintain 3 IBM Integrated X Series server cards running Windows 2000 servers while also maintaining 3 Microsoft Exchange 2000 servers.  Manage and maintain 8 other application/file and print servers running Microsoft Windows 2000 server Manage Cisco 3640 router and Cisco Catalyst 4006/2950 switches.  Responsible for upkeep of 900 MHz and 802.11 wireless networks.  Responsible for first line tech support of PC's, Printers, Blackberry devices and scanners with in the Washington DC office.  Provided telephone support for field units as well as inter office support for the 4 offices in the Tyson Corner office. 

UNITED CHURCH OF CHRIST INSURANCE BOARD

     02/1995 – 08/1999

Rockville, MD 

Systems Administrator  

(02/1996 – 08/1999)

Provides expert technical assistance and guidance to headquarters and regional staff on the implementation and utilization of IT in the workplace and 3,800 churches within the UCC.  Contributed to the development of corporate policies, procedures, standards, and plans related to IT usage.  Coordinates with UCC Board of Directors and church ministers in the development of national policies, standards, and plans for computer security within the church. Served as the LAN administrator, monitored, controlled, and coordinates all development, installation, maintenance, and implementation of systems installed in headquarters and regional offices.  Provided day-to-day onsite support to analyze problems and maintain network hardware and software.  Advises management on the design and configuration of network infrastructure; purchase of IT equipment and maintenance; and development of software.  Serves as IT security officer for the regions.  Monitors functioning of current virus scanning software and reviews server logs for signs of security breaches.  Conducts internal reviews to ensure system security in region was current and functioning correctly.  Prepared security plans for local major systems and general support systems.  Coordinates all IT security-related activities with Director and security staff.  Responsible for troubleshooting bad and intermittent network connections as well as performed routine and preventative maintenance on workstations, printers and PC’s. 

UNITED STATES MARINE CORPS



     
11/1983 – 03/1995

Quantico, VA 

Administrative Chief

Provided a variety of administrative and management duties for the Commanding General of Morale Welfare and Recreation Division.  Ensured that all correspondence and daily events were placed on the Commanding General’s calendar of events for his approval.  Responsible for reviewing all general correspondence and monitored all special projects assigned with the monthly budget for the International Sporting Event. Ensured that all of the local countries participating were informed of the rules and regulations concerning the current sporting events.  Worked with all branches of the military to ensure that all Morale Welfare and Recreation systems adhering to the budgetary guidelines presented by the Commanding General.  Worked with several 386/486 computer systems installed with Windows 3.1 based systems to input Marines awards and promotions as well as pay.

NAME: Dejaun T. Stokes

POSTION: Support Specialist II

EDUCATION

B.S. Computer Science, Candidate, George Washington University

SKILLS

HEAT, TRACK-IT, Remedy, and MAGIC

EXPERIENCE

AARP








      11/2003 – Present

Help Desk Level III
· Support 3000 users in the AARP's National Headquarters as well as 58 state offices.

· Provide assistance to users through e-mail, phone, desktop support as well as using remote assistance software to resolve all issues.

· Provide customer service while logging all calls into HEAT call logging software.

· Support with Windows XP, 2000, 2003 Exchange, Internet Explorer, MS Outlook and MS office Products.

· Provide desktop, printer, scanners, cameras and peripheral devices support for users in various locations in the Washington DC area

SYSPLUS







     11/2002 – 10/2003

Help Desk/Network Administration
· experienced with Re-imaging DOL workstations, Servers, Developers PC's and laptops.

· Brilliant Network Helpdesk Support dealing with customers on issues dealing with cold security calls to the simple network cable unplugged issues.

· experienced administrating customer accounts, email, access, network security, etc.

· Handling locked out networked account customers with customer service class. 

· Dealing with customers with real hands on approach.

GSA/TSA/DOT






       1/2001 – 11/2002

Help Desk Tier 3
· Implemented TRACK-IT server, and setup A 1-3 level support tracking system.

· Extensive Network Helpdesk Support, bringing computers to customers, adding the customers to the TSA domain.

· Research information relative to GSA/TSA mission in the IT department.

U.S. State Department





       7/1977 – 11/2002

· Computer Support

· Implemented TRACK-IT server, and setup A 1-3 level support tracking system.

· Extensive Network Helpdesk Support, bringing computers to customers, adding the customers to the TSA domain.

· Research information relative to GSA/TSA mission in the IT department.

NAME:  Tommy Mallory

POSITION:  Applications Systems Analysis & Programming  Staff Specialist 

EDUCATION

Management Skills

Carnegie Mellon Institute, Pittsburgh, PA - Years Attended (Ex: 1988 - 90)

Certifications - Novell Networks Administration 4.1

Novel 4.1 CNA (Howard Co, Community College), Windows 2000/XP, Deploying and Managing Windows 2000 (Learning Tree) - Years Attended (Ex: 1992 - 94)

SKILLS

Hardware:

PCs, Laptops , Scanners, Digital Cameras, Wireless Routers,  and printers, Blackberry  7280 

NIC cards, modems , wireless 802.11b-g, Unisys A Series Mainframe,  IBM E-Server I Series 400 model 820 (OS400 V5R1)

Protocols and Services:

TCP/IP,  TDI,  DHCP, RAS, WINS, DNS, Telnet, FTP, NWLink IPX/SPX, DLC, PPTP, SNMP NetBEUI, ODBC Drivers

Software and Operating Systems:

Windows 9x/NT/2000/XP, DOS, Microsoft Office 2000 & XP & 2003, Support Adobe   Acrobat 4.0 & 5.0, Ethernet and  TDI Connectivity, TN3270, Symantec Ghost/Ghost Walker, Top of Mind

EXPERIENCE

Automated Information Management, Inc.



1996 - Present 

Apps Systems A/P Staff Specialist
  

USDOL/OSHA


Supports projects which to include ongoing support of PeoplePower and the deployment of new Human Resources software, the creation of a Master DELL GX270 workstation Image for OSHA-Net State Sites, drafted instructions for installation of software programs to include, PC-cillin2004, deployment of BlackBerry communication devices, migration from NT4 server to Windows 2000 used for printing at the National Office in Washington DC. Created instructions and posted to the OSHA-Intranet web server. Assisted with the announcement for users and followed up with daily status of migrations of users, keeping a log of old server usage.  

Supported project of replacing every workstation on the OSHA-Net with new Windows XP operating system. Drafted instructions that were posted the OSHA Intranet for users and installer to complete the deployment in an orderly fashion. Attended classes at Learning Tree (Microsoft Deploying and Managing Windows 2000 course 557)  

Systems Analyst 






1996-99 

USDOL/OSHA

Responsibilities include setting up new computers , install with various software such as WP 8, Lotus 123, MS Office, Supporting WFW311, MS TCP/IP, Word Perfect Office/Groupwise, Pathworks 4 and 5. Involved in projects such as converting Pathworks to WFW311/TCPIP configuration. Installing Windows NT workstation and Windows 95/98 software. 

System support contractor at US Department of Labor /OSHA. Install Netscape 2.0/Netscape 4.04, Setup Win95, Win NT using multi platform protocol such as NetWare 4.1and TCP/IP protocol to setup Internet/Intranet. Setup QVTNet software and Netscape 4.04. Job involve upgrading computers, with various hardware and software. Troubleshooting computers, hardware and software problem. Assist the computational services department in backlog calls. Assisting in troubleshooting network connectivity problem. Help and train new technicians.  LAN administration, in setting up new users, changing passwords, setting up accounts on bindery and object .  Familiar with Novell NetWare 3x and 4x. Standard installation of Win 95/98 and NT 4.0 operating systems. Completed NT server 4.0, installation and administration training.

Privide Tier II support of Help Desk task, which include, but not limited to the following tasks:

· User Account Administration -  Re-set and unlock user accounts for National Office user’s OSHANET accounts.

· National Office MS Midia 9 XP Series Media Player Upgrades – Participate in this effort to suport  OSHA’s Web-based streaming video presentations.

· National Office Printer Migration – Participated all National Office printers from old NT server to new server.

· BlackBerry Device Installation – Worked with Oshanet Staff to implement BlackBerry devices to OSHA’s Executive staff.  Also configured, tested, and created installation instructions and setup desktop application

· Terminal Server (Remote-Access-Services) - Created instruction for the installation and connection of the terminal server client software to the OSHA-Net. Several of the installs are now under test.

· Oracle Database Applications/Integration - Work closely with the FSDB group and installed desktop computers for connection to the OSHA-Net. These machines are used to access Oracle based applications, which will support NEW software for VADDS, OPMiS Applications in Federal and State offices. Installation documentation was created to assist with future installs at the National Office. 

· PC Replenishment & Installing PC's - Install laptop PC's, when not working on the up-grades he has responded to trouble calls using Top of Mind throughout the National Office/Regional Offices.

· Network Device Drivers - developed and maintained the NETWORK device drivers for the OSHA-Net Windows installs. These have provided rapid installation of existing hardware and increased the volume of installs per day.

· Configuration of Laptops and Stand Alone PC's - Contributed to the orderly handling of incoming and out going computer equipment for Regional and National Offices.  Provide comprehensive configuration of laptops and stand alone PC's installing Windows95 for remote access services and several software support packages and Anti-Virus software to protect the equipment.

· Laptop PC's for Remote Access - Involved with the network support staff and configured several Laptop PC's for remote access by modem to the OSHA-Net. These laptops provide desktop applications and enable access to the Internet and receiving/sending E-Mail with Microsoft Exchange/Outlook. 

· Imaging Stations "New" Network version - Imaging stations with-in the National Office. These OSHA-Net workstations have interfaced Hewlett Packard flatbed scanners with Caere Optical Character Recognition (OCR) software. Images are resolved then exported into WordPerfect for editing and/or archiving. These images, now documents are now available for access over the OSHA-Net and are part of an effort to provide reduced amounts of paper in and around the desk area.

Luskins, Inc







1991 to 96

Telecommunication/Network Support Technician

Responsibilities include coordinating the installation and support of TDI and Ethernet LAN Systems as well as a variety of IBM SNA 3270 devices, Synoptics 3000, 8209 Bridge, Gateways, Modem Pools, DSU/CSU and Multiplexers. Experience on SynOptics LAN Systems, OS/2 Lan Manager, Novell Network 386 and LAN cabling media. Experience with Token Ring and Ethernet protocol analyzer. Familiar with SNA applications such as NETMAN, NETVIEW, TSO, etc. Diagnostics equipment used are sniffer and varieties of cable testers. Familiar with Fluke LAN meter. Monitoring of Company and enterprise network in the network operation center. Courses taken at Howard County Community College: Intro to TCP/IP , WP 6.0 and Fluke LAN troubleshooting..  

Logical Solutions 






1990 to 91

Computer REPAIR/REPAIRPRO, Field Engineer


Responsibilities include administer LAN, service, installation and upgrades of computers. Frequent on- site support for such as Earnest & Young, Deloitte & Touche and Baker Hughes. Job involved upgrading hardware and software, servicing and supporting LAN networks. Component level troubleshooting in-house and selling service contracts was involved. 

Luskins, Inc.  







1989 to 91



In House/Field Service/Lead Technician


Responsibilities include servicing and installing software and hardware products in all brands of computers. Train technicians in servicing and installing hardware and software.. Recommend and assisting manager in the operations of the new computer city service. Help process warranty claims. Interface with customers in-house and on-site. Support customers with manufactures on-site warranty and service contracts. Install multimedia products.







































































































































































































Time to Complete OBR Routine Traces
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