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TAB A (L.10.1)
1.0 COVER LETTER

Please refer to the cover letter on the following page.  
2.0 EXECUTIVE SUMMARY

Data Solutions & Technology Incorporated (DST) is pleased to submit a response to the U.S. Department of Homeland Security (DHS), Request for Proposal (RFP) Number HSHQDC-05-R00010, for the Enterprise Acquisition Gateway for Leading Edge Solutions (EAGLE).  The Solicitation calls for Information Technology Support Services in choice functional category areas; DST’s past performance demonstrates our ability to provide service excellence and capability in the following support areas:

· Functional Category 5.  Management Support Services
DST brings first-rate Information Technology Support Services talent and a depth and breadth of Federal Agency expertise to propose effective, tailored solutions to meet the DHS EAGLE RFP functional category requirements. Our solution scenarios, by design, demonstrate a keen understanding of DHS challenges by thinking “out-of-the-box” in addressing DHS needs while carving out niche DST services in support of the DHS requirements.  Comprised of Information Technology Support Service subject matter experts (SMEs) with excellent credentials, DST has devised solutions that take into account the critical and highly visible aspects of the DHS’ functional emergency preparedness.  We pride ourselves in offering DHS the most highly qualified personnel that the DoD Information Technology market bears, with bottom-up, top-down technical knowledge and an unstoppable customer service mentality that will deliver nothing less than outstanding performance.   

DST’s proposed solutions will result in multiplying efficiencies, bringing marked cost-savings and value-added benefits to the DHS.  Our supremely qualified Program Manager, Mr. Stewart A. Schwartz, offers DHS a knowledge base of two (2) Masters Degrees and over twenty-five 25 years of experience in the successful management of complex technical projects.  Mr. Stewart’s accomplished career includes eighteen (18) years in the leadership and management of technical staff.  His many achievements include the design, development, testing, implementation, operations, and technical guidance of complex computer systems.  DST’s well-constructed, multi-tiered Management Plan, to be implemented by Mr. Schwartz, will serve as the impetus for ensuring that the DHS meets its core mission goals.  Our Management Plan, embedded with strategic quality check-points specifically targeted to deliver incomparable customer service, will bring enormous efficiencies and boost cost-effectiveness within the DHS.  
Amongst all of the competition, why should DHS choose DST to provide services promoting its mission effectiveness?  The answer is simple:  DST offers “big business capability with small business customer service.”  We are a small disadvantaged, disabled, Hub zone, woman-owned, veteran-owned business offering over ten (10) years of Federal experience providing Information Technology, Program Management, and Administrative support services to numerous Federal Agencies including the Department of Defense (DoD), Department of Energy (DoE) Department of Transportation (DoT), Department of Commerce (DoC), and Department of Education (DoED).  DST’s superior reputation for completing Federal contracts with the utmost quality and effectiveness has resulted in 100% repeat Agency business.  We offer the DHS a superior record in Federal Agency service excellence and a reputation for consistently reaching above and beyond requirements to deliver world-class results.  

In addition to big business capability, DST is known throughout the DoD professional marketplace for our small business customer service.  Large companies often attempt to market themselves as purveyors of personalized service, but their scale, by design, prevents them from doing so.  Delivering on customer service to the extraordinary degree is DST’s trademark.  We are an intellectual DoD heavyweight among companies of our size; each and every one of our employees challenges themselves on a daily basis to exceed expectations and over-deliver on quality.  When confronted with the most discriminating and demanding customer expectations, DST sails above our competitors.  We have a pristine record of exceeding service expectations with even the most discriminating, demanding customers, such as the President’s Council on Sustainable Development.  DST reaches down into the trenches of our customer’s organizations, addressing challenges in innovative ways and propelling our customers to a marked level of productivity and effectiveness.  We perform with transparency at a stellar level that rapidly boosts our customers to an operational “comfort zone”, freeing them to pursue core Agency mission goals.  

DST understands the all-important, all-encompassing mission of the DHS to prevent terrorist attacks, reduce our country’s vulnerability to terrorism, and to minimize the damage if an attack were to occur.  More recently, with the devastating Hurricanes Katrina and Rita, DHS’ ability to provide effective emergency preparedness and management was never more apparent.  DST takes into account the high visibility of the DHS within the Federal Agency community, and the literal “life or death” importance of DHS’ mandated mission.  We propose solutions that will, on a national basis, foster an image of DHS that demonstrates the ability to respond with an unsurpassed competence and speed upon which our country can depend.  The success of DST’s solutions for the DHS will be cemented, brick-by-brick, by our customer service philosophy of “doing the right things right the first time”, translating into a striking model of efficiency and effectiveness.   

In contrast to large businesses that claim personalized service, DST’s President & CEO, Ms. Deborah Scott Thomas, is a dynamic, active leader who is in touch with DST’s customers on an individual basis.  Ms. Thomas builds meaningful, working relationships with DST’s Federal Agency community, and strives to continually understand and address DST customers’ business concerns and challenges.  DST is, therefore, customer service-oriented from the top of the organization, through the directly availability of DST’s Program Managers to senior management, down to the operational tier.  Our big company capabilities, in concert with an extraordinary level of personalized attention, genuine interest, and involvement in mission achievement, is the critical success factor that will enable DHS to meet its mission objectives with distinction.

TAB B (L.10.1)
1.0 FUNCTIONAL CATEGORY 5 – management support services
1.1 Past Performance #1 – DOE IRM
Please refer to Past Performance information on the following pages.


[image: image1.emf]PAST PERFORMANCE STATEMENT (Reference L.10.1, Tab B(1))     Offeror:  Data Solutions & Technology Incorporated   Program, Project Or Task Title :  DOE Information Resource Management     Part I  -  REFERENCE I NFORMATION     1  Customer  Name:  Department of Energy   1000 Independence Ave., SW   2  Addre ss:  Washington, DC 20585 - 1615    Customer Info:  Contractual Contact  Client Program Manager   3  Name & Title:  Craig Frame  –  Contracting Officer  Kilinda Franklin   4  Organization:  Department of Energy  DST Incorporated   1000 Independence Ave., SW  9901 Business Parkway Suite R   5  Address:    Washington, DC 20585 - 1615  Lanham, Maryland 20706 - 1887   5  Phone No.:  202 - 287 - 1463  301 - 583 - 3500   6  Fax No.:  202 - 287 - 1457  301 - 583 - 3509   7  E - mail:  Craig.Frame@hq.doe.gov  Kfranklin@dstincorporated.com   8  Contract  Identification Number:  DE - AC01 - 02AD00188   9  Contract Type (e.g. contract, BPA, task order) and  pricing type (e.g. fixed price, cost reimbursement):  Contract, Time & Materials   Original Dollar Value  $1,377,714.30   Current Dollar Value  $1,377 ,714.30   Explanation of Cost Growth (If applicable):    10  N/A   Project Start Date  March 1, 2002   Original Completion Date:  February 28, 2005   11  Estimated/Actual Completion Date:  February 28, 2005  




[image: image2.emf]Part II    -  PROGRAM DESCRIPTION AND RELEVANCE     Offeror:  Data Solutions & Technology Incorporated   Program, Project Or Task Title :  DOE Information Resource Management     Description and relevance:     DST provided technical and administrative support to the Offi ce of the Secretary of Energy.  Support  services include programming, website maintenance, desktop publishing, database design and  maintenance, data entry, data validation, report generation, budget and accounting activity, technical  support, space managem ent and administrative support.  We provide d  administrative and technical  support and work in a multi - contractor service environment to  supply  skilled personnel with technical  expertise to the success of the overall Office of Management, Budget and Evaluat ion (OMBE).  Various positions include: administrative support, clerical support, technical support, data entry, data  validation, desktop publishing, procurement & personnel action support, web - page maintenance,  briefing & space management and fiscal budget  and accounting activity and accounts payable  activities.     Specifically at the Program Management level, DST directed the actions of the team in successful  communications  with the COTR, C OR and CO .  DST performed S cope Management , e nsuring that  the contrac t  scope is aligned with contract requirements .  C hange Management  was performed when  necessary by n egotiating  all aspects of any  scope change s with the Agency counterparts.  DST enacted  Risk Management  to iden tify and work with the  DOE  to mitigate program  risk .   QA and Quality  Control (QC)  involved the e stablish ment of  procedures for the accomplishment of contract  deliverables and work and the collection and analysis of performance metrics.   DST effectively  managed p roject s  at the program level, particularl y for programs that cross  DOE counterpart Agencies  and  organizations .  R esource leveling, particularly of personnel , was achieved to the benefit of the  DOE.  In addition, DST e stablish ed  and operat ed an  online portal for communicating contract  requirements  with the contract team and giving ready access to performance metrics for the  DOE and  DST Corporate Program Management Office (PMO).     Relevance to Statement of Work for RFP#HSHQDC - 05 - R - 00010     D ST  provide d  the full range of business and tec hnical managemen t services required to  assist  the  Department of Energy  in the development, implementation, and continuous improvement of  their  policies, procedures, gu idelines, and directives.  DST’s guidance, as well as the documentation  created, allowed DOE to  comply wi th the requirements of law and legislation, and operate the ir   enterprise in an effici ent and effective manner.  The services provided by DST to DoE  encompass ed   all areas of IT policy and planning, enterprise architecture, security, training, enterprise res ource  management, business process reengineering, IT transformation and strategy, organizational change  leadership, and enterprise and pr ogram management office support.   The DHS can be certain that a  highly capable partner exists in DST that will enable t he DHS personnel to focus on achieving   mission goals.        


Part III – PROGRAM SERVICE LEVEL AGREEMENTS – MEASURES and MONITORING

Data Solutions & Technology has established a baseline of Service Level Agreements (SLAs) for administrative and technical support services we have provided to numerous Federal Agencies which we propose to modify as necessary to meet the requirements of this contract.

Prior to commencement of work on this contract, DST will meet with the COTR to identify the contract deliverable work products, establish deadlines for work product submittal, determine reporting and documentation requirements, and to review standard office and mail handling protocols. 

Our baseline SLAs will be tailored to address each of the specific objectives identified in the contract statement of work and will include the agreed upon performance measures and service level metrics to enable the DHS and DST to properly measure results achieved for each identified requirement.

The matrices on the following pages contain SLA information extracted from DST’s past performance.  Presentation of the actual number of objectives and subsequent SLA line items associated with each past performance would exceed the page limit allowance as prescribed in the RFP; therefore, a representative number of SLA items with performance measures, service level metrics and resultant achievement level are presented for consideration.

	No.
	Required Services/Deliverables

Contract :  DOE IRM
	Performance Measurement(s)
	Acceptable Quality Level (AQL)
	Monitoring Method(s)
	Performance Period #1

Results

	1
	Project Management 
	Examination of Project Plan (WBS and schedule) 
	Project plan is current at the conclusion of each monthly invoice cycle
	COTR monthly review of Project Plan
	Project plan is current at the conclusion of the monthly invoice cycle

	2
	Human Resources 
	Observation of staffing levels
	Exceptional: > 97% staffing Very Good: > 95% staffing Good: > 92% staffing Satisfactory: ≥ 90% staffing 

Unsatisfactory: < 90% staffing 
	DST report of percent of staff positions filled on a monthly basis
	Exceptional: > 97% staffing

	3
	Configuration Management
	Examination of CM databases 
	CM databases are current at end of each month
	Configuration Control Board reports of CM deviations
	CM databases are current 

	4
	Quality Assurance
	The QA methodology fosters continuous process improvement and high-quality work
	QA metrics demonstrate that performance delivered is ≥ service level commitments
	Monthly review of Quality Management System reports
	QA metrics demonstrate that performance delivered is ≥ service level commitments

	5
	Risk Management
	Examination of Risk Management Plan (RMP)
	RMP is current at the conclusion of each monthly invoice cycle
	COTR monthly review of RMP
	RMP is current at the conclusion of the monthly invoice cycle


	No.
	Required Services/Deliverables

Contract :  DOE IRM
	Performance Measurement(s)
	Acceptable Quality Level (AQL)
	Monitoring Method(s)
	Performance Period #2

Results

	1
	Project Management 
	Examination of Project Plan (WBS and schedule) 
	Project plan is current at the conclusion of each monthly invoice cycle
	COTR monthly review of Project Plan
	Project plan is current at the conclusion of the monthly invoice cycle

	2
	Human Resources 
	Observation of staffing levels
	Exceptional: > 97% staffing Very Good: > 95% staffing Good: > 92% staffing Satisfactory: ≥ 90% staffing 

Unsatisfactory: < 90% staffing 
	DST report of percent of staff positions filled on a monthly basis
	Exceptional: > 97% staffing

	3
	Configuration Management
	Examination of CM databases 
	CM databases are current at end of each month
	Configuration Control Board reports of CM deviations
	CM databases are current 

	4
	Quality Assurance
	The QA methodology fosters continuous process improvement and high-quality work
	QA metrics demonstrate that performance delivered is ≥ service level commitments
	Monthly review of Quality Management System reports
	QA metrics demonstrate that performance delivered is ≥ service level commitments

	5
	Risk Management
	Examination of Risk Management Plan (RMP)
	RMP is current at the conclusion of each monthly invoice cycle
	COTR monthly review of RMP
	RMP is current at the conclusion of the monthly invoice cycle


1.2 Past Performance #2 – NOAA NESDIS

Please refer to Past Performance information on the following pages.


[image: image3.emf]PAST PERFORMANCE STATEMENT (Reference L.10.1, Tab B (1))     Offeror:  Data Solutions & Technolog y  Incorporated   Program, Project Or Task Title:  NOAA NESDIS Computer Support Services     Part I  -  REFERENCE INFORMATION     1  Customer  Name:  National Oceanic and Atmospheric Administration  (NOAA)  /   National  Environmental Satellite , Data, and Information Service  (NESDIS)   NESDIS/NOAA E/SO12   5200 Auth Road   2  Address:  Suitland, Maryland 20746 - 4304    Customer Info:  Contractual Contact  Client Program Manager   3  Name & Title:  Gary Knebel  -  COTR  Phyllis Tyndell   4  Organization:  NOAA  NESDIS  DST Incorporated   5200 Auth Road  9901 Business Parkway Suite R   5  Address:   Suitland, Maryland 20746 - 4304  Lanham, Maryland 20706 - 1887   5  Phone No.:  301 - 457 - 5185  301 - 583 - 3500   6  Fax No.:  301 - 457 - 5722  301 - 583 - 3509   7  E - mail:  Gary.r.Knebel@noaa.gov  Ptyndell@dstincorporated.com   8  Contract Identification Number:  GS35F0008L   9  Contract Type (e.g. contract, BPA, task order) and  pricing type (e.g. fixed price, cost reimbursement):  8(a)    Firm Fixed Price    Original Dollar Value  $10 M   Current Dollar  Value  $10 M   Explanation of Cost Growth (If applicable):    10  N/A   Project Start Date  August 12, 2004   Original Completion Date:  September 15, 2009   11  Estimated/Actual Completion Date:  September 15, 2009  



[image: image4.emf]Part II    -  PROGRAM DESCRIPTION AND RELEVANCE     Offeror:  Data Solutions & Technology Incorporated   Program, Project Or Task Title :  NOAA NESDIS Computer Support Services     Description and relevance:     DST, performing services under  Order # DG133E - 04 - NC - 0754 , D ST provides solid Management  Support Services in the form of Program Management.  In addition, DST provides the technical  expertise at the operational level to make this project a success.  The tasks completed  demonstrate our  ability to capitalize on exist ing Agency architecture in  the  design process.  DST utilizes c ustomer - specific IT standards  and  provide s  interoperability with  disparate  systems and networks .  Objectives  include the delivery of r eliable and maintainable work products while making the most  cost - effective  use of COTS technology , Ag ency - wide and government - wide resources.    DST provid es  local area  network, systems administration, computer hardware/software support, database management, and  information technology help desk support services for N OAA   NESDIS.  DST will extend the same  desktop, network and call center services for Common Information Technology Services (CITS) when  the new National Satellite Operations Facility (NSOF) in Suitland Maryland is activated.   The following tasks are in proce ss under this contract:        P rovid e  support in the following areas: system administration, computer hardware/software  support, database management, and information technology help desk support services that  includes desktop PCs, servers, printers, and other A DP - related devices.      Manage  network support activities which include installing and configuring operating  systems, installing upgrades/patches, security patches, e - mail configurations, performance  monitoring, and file back - ups and restores.      Perform  manageme nt  of routers , security and network infrastructure ,  operation  analysis,   security plans, threat analysis, critical infrastructure plans,  and  information security usage  policies and procedures      Integrated Program Office (IPO) records management support, data base support, audio - visual  support, web design, property/configuration management support and call center operations  support.      P rovide computer hardware, software and user support as a Help Desk Operation for the IPO  of NESDIS.   o   Supply  desktop PC’s, servers,  printers, and other ADP related devices   o   Support  NOAA - specific applications and standard Microsoft application suites   o   P rovide LAN maintenance,  including  manage ment of  the IPO’s interfaces with outside  servers, switches and hubs   o   Network support  activities i ncluded network administration, network engineering,  network connectivity, technology assessments, performance monitoring, hardware  support, software support, communications equipment, programming, documentation,  analysis and end - user training.    




[image: image5.emf]Part II    -  PROGRAM DESCRIPTION AND RELEVANCE (Continued)     Offeror:  Data Solutions & Technolog y  Incorporated   Program, Project Or Task Title:  NOAA NESDIS Computer Support Services   Description and relevance  (Continued):        Maintain a  working relationship with  the NOAA Network Operations Center (NOC) ;  updat e   the NOC engineers on IPO IT infrastructure (physical and logical) changes, updates, and  problems.      Perform  telecommunications network engineering analysis, recommendations, installations  and configurations f or network devices connected to the NOAA FDDI backbone.      DST provide s  web page and intranet site support ;  conversion of existing paper records to  electronic images .      C onduct s  special technology studies and analyses based on operational, technical, and  admini strative requirements        F acilitate s  new e mail accounts, updates, global postings, and other services as required .      DST perform s  all work in compliance with the Computer Security Act of 1987 and Office of  Management and Budget (OMB) Circular A - 130, and other  Government mandates .   o   Maintains  IPO IT operati ons  at a  rigorous  level of security and security monitoring   o   Adheres to N OAA ,  DOC computer and network security policies   o   Implements  Government directives related to computer security      DST provide s  a Computer Inci dent Response Capability (CIRC) that  p revents, detects , and  eradicates malicious code; m onitors network int rusion attempts; and incident recordation      M aintain s  and support s  the APTS Records Management Database.   o   DST update s  software   by assessing the structur e of the databases, developing specific  database structures for IPO, and code testing and documenting the program s      Conducts  training to the government representatives on the use of the records program to  maintain three trained operators at all times.     Rele vance to Statement of Work for RFP#HSHQDC - 05 - R - 00010     DST  provided  world - class Management Support Services in the form of Program Management for  all  phases of system design and development through  deployment for NOAA - NESDIS.  More  specifically,  DST’s effor ts included the full range of infrastructure engineering design, development,  implementation and integration, including concept development, planning, requirements definition  and analysis, systems design and development, integration, implementation, and de ployment.   DST,  through effective and rigorous operational and managerial quality practices, provides NOAA - NESDIS  an IT solution  e nab ling the Agency to  efficiently meet  its mission goals and objectives.      


Part III – PROGRAM SERVICE LEVEL AGREEMENTS – MEASURES and MONITORING

Data Solutions & Technology has established a baseline of Service Level Agreements (SLAs) for administrative and technical support services we have provided to numerous Federal Agencies which we propose to modify as necessary to meet the requirements of this contract.

Prior to commencement of work on this contract, DST will meet with the COTR to identify the contract deliverable work products, establish deadlines for work product submittal, determine reporting and documentation requirements, and to review standard office and mail handling protocols. 

Our baseline SLAs will be tailored to address each of the specific objectives identified in the contract statement of work and will include the agreed upon performance measures and service level metrics to enable the DHS and DST to properly measure results achieved for each identified requirement.

The matrices on the following pages contain SLA information extracted from DST’s past performance.  Presentation of the actual number of objectives and subsequent SLA line items associated with each past performance would exceed the page limit allowance as prescribed in the RFP; therefore, a representative number of SLA items with performance measures, service level metrics and resultant achievement level are presented for consideration.

	No.
	Required Services/Deliverables

Contract :  NOAA NESDIS
	Performance Measurement(s)
	Acceptable Quality Level (AQL)
	Monitoring Method(s)
	Performance Period #1

Results

	1
	Project Management 
	Examination of Project Plan (WBS and schedule) 
	Project plan is current at the conclusion of each monthly invoice cycle
	COTR monthly review of Project Plan
	Project plan is current at the conclusion of the monthly invoice cycle

	2
	Human Resources 
	Observation of staffing levels
	Exceptional: > 97% staffing Very Good: > 95% staffing Good: > 92% staffing Satisfactory: ≥ 90% staffing 

Unsatisfactory: < 90% staffing 
	DST report of percent of staff positions filled on a monthly basis
	Exceptional: > 97% staffing

	3
	Configuration Management
	Examination of CM databases 
	CM databases are current at end of each month
	Configuration Control Board reports of CM deviations
	CM databases are current 

	4
	Quality Assurance
	The QA methodology fosters continuous process improvement and high-quality work
	QA metrics demonstrate that performance delivered is ≥ service level commitments
	Monthly review of Quality Management System reports
	QA metrics demonstrate that performance delivered is ≥ service level commitments

	5
	Risk Management
	Examination of Risk Management Plan (RMP)
	RMP is current at the conclusion of each monthly invoice cycle
	COTR monthly review of RMP
	RMP is current at the conclusion of the monthly invoice cycle


	No.
	Required Services/Deliverables

Contract :  NOAA NESDIS
	Performance Measurement(s)
	Acceptable Quality Level (AQL)
	Monitoring Method(s)
	Performance Period #2
Results

	1
	Project Management 
	Examination of Project Plan (WBS and schedule) 
	Project plan is current at the conclusion of each monthly invoice cycle
	COTR monthly review of Project Plan
	Project plan is current at the conclusion of the monthly invoice cycle

	2
	Human Resources 
	1
	Exceptional: > 97% staffing Very Good: > 95% staffing Good: > 92% staffing Satisfactory: ≥ 90% staffing 

Unsatisfactory: < 90% staffing 
	DST report of percent of staff positions filled on a monthly basis
	Exceptional: > 97% staffing

	3
	Configuration Management
	Examination of CM databases 
	CM databases are current at end of each month
	Configuration Control Board reports of CM deviations
	CM databases are current 

	4
	Quality Assurance
	The QA methodology fosters continuous process improvement and high-quality work
	QA metrics demonstrate that performance delivered is ≥ service level commitments
	Monthly review of Quality Management System reports
	QA metrics demonstrate that performance delivered is ≥ service level commitments

	5
	Risk Management
	Examination of Risk Management Plan (RMP)
	RMP is current at the conclusion of each monthly invoice cycle
	COTR monthly review of RMP
	RMP is current at the conclusion of the monthly invoice cycle


TAB C (L.10.1)

1.0 FUNCTIONAL CATEGORY 5 – management support services
Please refer to the following page for Attachment J-4, the Quality Recognition and Certification Profile Form. 


[image: image6.emf]Instructions:  Complete the below form identifying quality awards and certifications received by the  Offeror.  Attach a copy of the official notification or certificate for every award/certification claimed.   The official document should clearly indicate t he offering contactor as the recipient of the recognition or  certification.  (Add as appropriate)   Contractor Name:  Data Solutions & Technology Incorporated     Award Certification #1  None   Name of the Quality Recognition Or Certification    Segment of Company  Receiving Award or  Certification          Contact Information:  Name, Address, Telephone  Number    Description and Relevance:     Award Certification #2  None   Name of the Quality Recognition Or Certification    Segment of Company Receiving Award or  Certific ation          Contact Information:  Name, Address, Telephone  Number    Description and Relevance:    


TAB D (L.10.1)
1.0 PROGRAM MANAGEMENT
DST is an established IDIQ contractor with proven ISO 9000:2000 compliant processes for managing task order (TO) requests, awards, and execution, from customer inception through final closeout. DST commits to making DHS Eagle our flagship vehicle and helping make Eagle the hallmark of excellence in federal government contracting. The framework for accomplishing this ambitious goal includes: 1) a sound management structure within DST’s overall corporate organization; 2) appropriate levels of corporate oversight; and 3) delegated authority to make program-level and TO-level decisions to assure program success.

The DST Eagle organizational structure is straight-forward—functionally efficient and mission effective.  The Exhibit 1.0, below, depicts the structure and highlights the key functions, role assignments and features of the DST team.
Exhibit 1.0.  DST Team Features

[image: image9.jpg]Data Solutions & Technology
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Competence in the Eagle information technology functional arenas are necessary for this contract, but genuine excellence is achieved when DST’s functional and domain experts apply their mission training and knowledge in the smart application of the technology to the mission, and have a passion for their technology and the mission they support.
DST’s Eagle Program Management Office

The DST high level TO management process is highlighted in the figure to the right. The diagram illustrates how DST’s dedicated Eagle Program Management Office (PMO): 1) handles the government’s pre-award task order requirements package (TORP); 2) posts all TO requests to DST’s PMO web portal; and after award, 3) manages a) individual TOs using DST’s task order management system (D-TOMS), and b) personnel requirements using DST’s personnel acquisition and retention system (D-PARS); and rolls up all TO-level information into a consolidated contract-level administrative database.

      Exhibit 1.1.  DST Management Process
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DST offers a fully integrated Eagle program and TO-level management structure. This includes a solutions-oriented PMO and Program Manager (PrM) at no charge to the government. The PMO is an infrastructure of people, processes, and tools, all dedicated to contract success. Through the PMO, DST offers traditional capabilities, such as rapid TO response, and also value-added transformational capabilities and services, such as eBusiness and enterprise architecture guidance.  The PMO is organized to draw from DST’s alliance partnership and provide immediate response to Eagle requirements, as highlighted in Exhibit 1.2. 

               Exhibit 1.2.  EAGLE Program Management
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The PrM, Mr. Robert Mitchell, reports directly to the DST President, Chief Executive Officer (CEO), and possesses full accountability, responsibility, and authority for contract and TO success. Mr. Mitchell is a well-seasoned and experienced indefinite delivery indefinite quantity (IDIQ) contract manager with proven IDIQ experience in contract administration; subcontractor and staffing management; TO response, execution, and closeout; and customer relationship management (CRM). The PrM provides high level leadership, oversight, and guidance across all TOs, and assures the availability of TO resources (companies and personnel) and technical support. Mr. Mitchell provides reach-in, reach-back, and reach-out support over the life of the contract. 

The PMO includes a collaborative web portal, dubbed the DST Eagle Web Portal. The portal facilitates immediate access to team-wide resources, capabilities, and technology. The portal will be used, after award, to provide a central repository of Eagle TOs, team-wide collaboration (resources, technology, solutions, brainstorming), and process documentation. 
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As depicted in the Exhibit 1.3 below, we use the portal to publicize process guidelines and documentation for SEI/CMMI, ISO 9000:2000, IEEE 12207, and other industry standard best practice techniques. We post task-related SOPs and communicate TO status, deliverables and in- progress reviews. The portal provides access-controlled collaboration amongst the DST team. We are prepared to develop a TO-specific executive dashboard, which presents near-real-time TO information to DHS TO stakeholders and management.

The organization also includes a business manager with immediate access to DST’s committed resources, which include: 1) alliance/staffing partnership, 2) process leaders, 3) practice leaders, and 4) high level project execution support.  

     Exhibit 1.3.  DST EAGLE Web Portal

In summary, DST will monitor and manage: 1) multiple DHS TO requirement packages (prior to award); and 2) individual TOs (after award). 

1.1 Task Order Planning, Execution, Tracking, Reporting (TORP)

                                                                Exhibit 1.4.  DST’s TORP Workflow
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In this section, we describe DST’s approach and methodologies for managing all DHS Eagle TORPs and subsequent TOs. Our goal is to plan, track, and report all Eagle TORPs through TO closing.

To provide high level TO management before award, DST employs the TORP workflow highlighted in Exhibit 1.4. At Step 4, we post each TO to the aforementioned DST Eagle Partner Web Portal.

The DST Eagle Partner Web Portal provides a centralized repository for all DHS Eagle TOs. Through the portal, we communicate new Eagle TO requirements, staffing needs, and other important TO-related issues.  Using the portal, DST will plan, find, and maintain individual TO status, from initial posting through award. 

DST responds to task requests (TORPs) as appropriate, relevant to core competencies, and practical. For each TORP, the PrM draws from the appropriate SME pool and performs a TORP review and analysis. If we elect to bid, the PrM draws from PMO resources to find an appropriate task leader (TL), SMEs, and operations expertise to prepare a technical and cost proposal response. The response includes an appropriate concept of operations (CONOP), man load, implementation schedule, technical and management solution, resumes, and quality control plan (QCP).  Upon award, the PrM and TL incorporate all the proposal material, as stated in the preceding paragraph, into a TO execution plan and the TL assumes control and responsibility for successful TO execution and performance.

1.2 Project Management Approach (individual TOs)

                                                           Exhibit 1.5.  DST’s TOMS
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In this section we describe DST’s approach and methodologies for managing each individual TO award to DST under this contract.

After TO award to DST, the TL employs DST’s Task Order Management System (D-TOMS) to manage and control the TO-level CONOP, technical, and workflow activities. The system is illustrated in Exhibit 1.5. The system includes techniques and processes for ensuring cost, schedule and performance objectives. We include metrics for service level agreements (SLA) and other types of performance metrics and measures to monitor their progress and status.

For each TO award to DST, the PrM works with the designated TL to develop detailed MS Project 2003 and Procas work schedules and cost plans. At award, we establish detailed work breakdown structures (WBS). We establish performance metrics, quality indicators, cost budgets, and deliverable targets. We establish threshold triggers for critical path events to provide advance warning for potential cost and/or schedule overruns. Thereafter, the PrM and TL use these tools to perform weekly/monthly TO work/cost schedules, performance reviews, quality indicators, and cost budgets to monitor ongoing TOs and individual efforts. 

We develop on-line MS Project and Procas screens to monitor potential problems such as excessive burn rates, overlaps in schedules, or personnel availability. We also use Crystal Reports to produce hardcopy TO status and management reports. Over the life of the TO, we proactively monitor all TO reports to keep on top of potential schedule and cost problems. We bring all serious problems to the attention of the CO and/or COTR. We provide schedule, performance, cost, and quality reports delineated by WBS, CLINs, and more. We participate in weekly/monthly/quarterly TO status meeting with DHS management to review progress and performance metrics. The PrM and/or TL take corrective action as appropriate for TO related problems and/or issues.

                                                               Exhibit 1.6.  DST’s PARS
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All TO-level information is rolled up to the PMO level on a regular basis (daily, weekly, monthly) as appropriate for payroll, earned value management, performance/quality management, personnel schedules, and cost control. There, the PrM and DST’s financial SMEs perform regular program reviews. They monitor staffing and cost related issues to assure smooth performance.

The figure to the right shows how the TL uses DST’s Personnel Acquisition and Retention System (D-PARS) to manage and control the process of finding, capturing, and retaining personnel. 

1.3 Managing Multiple Task Orders (all individual TOs)

In this section we describe DST’s approach and methodologies for managing all individual DST awarded TOs. As stated previously, all TO-level information is rolled up to the PMO level on a regular basis (daily, weekly, monthly) as appropriate for payroll, earned value management, performance/quality management, personnel schedules, and cost control. 

The PrM uses this consolidated MS Project 2003 and Procas information to perform regular program reviews. Using this consolidated information, the PrM performs the following activities: 

· Plans the team and TO activities and subsequent work phases

· Schedules, organizes, and deploys resources

· Controls TO execution by monitoring progress, reviewing status, and taking corrective actions to resolve critical issues

For example, the consolidated schedules would trigger an alarm if personnel were assigned across TOs and/or sub-tasks in error, and personnel burn rates exceeded the budgeted targets.

1.4 Governance & Reporting Structure

DST’s governance and reporting structure is based on an empowered, streamlined PrM and TO-level TLs to provide transparency and rapid access to DST resources, real time cost, personnel schedule and performance metrics. We assign total Eagle contract accountability, responsibility, and authority to the PrM, who in-turn delegates appropriate levels of accountability and authority to each TO-level TL. The PrM follows up daily, weekly, and/or monthly as appropriate to assess the performance of each TL as well as the customer’s satisfaction with our performance. This information is gathered, measured, and documented via written customer satisfaction surveys.

1.5 Resume:  Program Manager
	POSITION TITLE: Program Manager 

	Name: Robert Mitchell

	Years of Experience:  10+

	M.S., Quality Systems Management, National Graduate School, 2005
M.S., Information Technology Management, Naval Postgraduate School, 2002
B.S., Computer Science, South Carolina State University, 1993 

	Technical Experience:  

Windows, Microsoft Word, Excel, PowerPoint, and Project; CMM and ISO Methodologies; Macintosh; Certified Microsoft Professional 

	Core Competency Areas:
	Experience Relevant to the DHS EAGLE Solicitation:

	Complex IT Initiatives

· Management & Coordination

· Full Systems Development Lifecycle (SDLC) Support

· Quality Management

· Large-scale Leadership 

· Performance-based Contract Management
	· Performance-driven Management 

· ISO 9000:2000 Quality Processes and Procedures

· Customer Satisfaction-focused 

· Federal Experience 
· Financial Expertise
· Technical Proficiency
· Keen Attention to Detail
· Effective Multi-tasking

	Experience Summary

	Mr. Mitchell has two Masters degrees and over ten (10) years of general experience in the successful management of complex technical projects.  He is an expert in the supervision and management of technical staff in the design, development, testing, implementation, operations, and technical guidance of complex computer systems. He experience includes successfully managing multiple projects.  He has provided technical direction to staffs of employees and subcontractors from fifteen (15) to ninety-five (95) people in support of systems and infrastructure.  Mr. Mitchell effectively managed the development of Web-based document systems and workflow to move into e-business for Agency, including National Coast Guard (NCG) contracts. His specialized management experience of complex computer systems includes directing all phases of life cycle development of large-scale automated financial business, personnel, case tracking, and accounting systems in mainframe, LAN, and client-server environments will provide tremendous benefit to the DHS EAGLE effort. 
Mr. Mitchell utilizes the Project Management Body of Knowledge (PMBOK) concepts of the Project Management Institute to meet project requirements. He has a highly successful track record of troubleshooting troubled projects and making them successful.  Mr. Mitchell has excellent writing and presentation skills and, as a Certified Microsoft Professional, is an expert in the use of MS Project and MS Office products.

	Expertise Highlights

	Mr. Mitchell, in support of the Office of Logistics Information, manages security-oriented IT initiatives at both managerial and operational levels.  Mr. Mitchell is responsible for profit and loss, implementing best practices, CMMI Level 3 and ISO 9000 and ensuring customer satisfaction.  He is also responsible for capture and proposal management.  Has successfully managed recompete wins of various contracts. 

	As Senior Program Manager, Mr. Mitchell managed a several multi-million dollar projects in the development of large-scale IT security mandates.  He utilized fifty (50) staff (4 teams of approximately 10-12 people including subcontractors/consultants each) to maintain the current system, implement modifications for the system upgrade, and design the migration from client-server to a Web-based system. The new design incorporated new security guidelines, new technology, and improved performance. Mr. Mitchell developed and implemented service level agreements, project plans, special projects, Configuration Management Plans, and Capability Maturity Model Integration (CMMI) Level 3. He was responsible for project status and functioned as the point of contact between the contracting officer/COTR and corporate management.

	As Senior Program Manager, Mr. Mitchell capably managed approximately $2 million in support services for LAN/WAN, Help Desk, Training, and Application/Database Server Support. He managed and provided technical support to a staff of fourteen (14) individuals. He developed and implemented service level agreements, project plans, special projects, Configuration Management Plans, and CMMI Level 3/ISO 9000. Mr. Mitchell was responsible for project status, profit, and loss reviews and functioned as the point of contact between the contracting officer/COTR and corporate management. As  a result of a Federal directive, he successfully lead disaster recovery efforts.  

	Rationale for choosing the individual as the DHS EAGLE Program Manager:

	Mr. Mitchell is a performance-oriented manager with a consistent history in enterprise network management, systems integration, technical operation, and the application development life-cycle environment.  He possesses strong planning and coordination skills, and his practical experience, to include the NCG, enables him to understand the nuances related to large-scale, secure infrastructure support at the operational and managerial levels.  Mr. Mitchell is a superb communicator who knows how to lead a staff while remaining budget-aware. His experience includes providing project/operational management, system CM, and special project support for multiple projects.  Mr. Mitchell’s level of experience and expertise will free the DHS personnel to focus on meeting core mission objectives. 


Please refer to the following page for Mr. Mitchell’s Commitment Letter.
1.6 Program Management (Unrestricted Track)
DST will provide Earned Value Management (EVM) that meets American National Standards Institute/Electronic Industries Alliance (ANSI/EIA) Standard 748-1998 criteria. As an Unrestricted bidder, we will comply with the ten (10) intent guidelines from ANSI/EIA-748 stated in RFP Section, H.32.2. EVM is included within DST’s processes, techniques, and tools for capturing and evaluating cost, schedule, risk, and performance data throughout the life of a TO.  
We use EVM to integrate TO-level costs into one set of metrics so that effective comparisons can be made. We provide monthly EVM reports documenting the cost, schedule and performance of each EVM-based TO, from which we evaluate and control TO status and risk by measuring project progress in monetary terms.  The exact EVM measures and reports are tailored to each individual TO. We use MS Project 2003, Procas, and MS Excel to establish baselines, track progress, and perform earned value analysis, which is a measure of the cost of work performed up to the status date. We create original cost estimates, baselines, and actual work-to-date reports to show whether the actual TO costs incurred are on budget. 

We capture and maintain EVM information in a standard MS Excel template, which has been designed to ensure data collection consistency. The template is organized into the following individual worksheets: “Project Plan”, “Monthly Inputs”, "I.H.4. By Month", “EVM Calculations”, “SPA Graph for Current FY”, and “Project Notes.” (The "I.H.4. By Month" is a modification of the I.H.4. table from the OMB Exhibit 300).
For EVM TOs, we maintain three key values: 1) the budgeted cost of individual sub-tasks as they are scheduled in the TO plan, based on the costs of resources assigned to those sub-tasks plus any fixed costs associated with the sub-tasks. This is the budgeted cost of work scheduled (BCWS); 2) the actual cost required to complete all or some portion of the sub-tasks, up to the status date, which is called the Actual Cost of Work Performed (ACWP); and 3) the value of the work performed by the status date, measured in currency. This is the value earned by work performed, which we call the budgeted cost of work performed (BCWP).

The exact EVM measures and reports are tailored to each individual TO. The PrM and TL take into account the work completed, the time taken, and the costs incurred to complete that work. We assess the work accomplished using various techniques. The technique is tailored to the TO complexity and length. The PrM and TLs evaluate/control project performance and risk by measuring project progress in monetary terms.  The TO-related EVM information is rolled up to the PMO as needed to measure, assess, and communicate contract-wide TO progress. As tasked to do so, we post TO-level and contract-level EVM information to the Executive Dashboard component of the Eagle Web Portal, for secure, web-based customer and stakeholder access.  Please refer to the Self-Verification of Earned Value Management (J-10) form on the next page.

2.0 QUALITY CONTROL SOLUTION

DST maintains a company-wide quality assurance/quality control program, which is based on ISO 9000-2000 quality standards, PBC guidelines, IEEE 12207 software support practices, and agency-specific guidelines. The overall plans are documented in corporate manuals. These manuals describe quality assurance and control policies and methodologies, including proven procedures to ensure consistent quality of project processes, TO activities, deliverables, and overall service. The manuals are used to develop a working quality control plan (QCP) for each TO. 

2.1 Quality Control Review/Audit Processes

DST is an ISO 9000-2000 compliant contractor. What this means is that all work and quality inspections, performed by DST on each TO, are designed to meet ISO 9000-2000 guidelines and practices. At TO award, we develop and maintain a TO-level quality control plan (QCP) document. The QCP documents the integration of TO deliverable requirements, critical path activities with commensurate quality actions, and customer expectations with TO-level performance standards.

DST is also a performance based contractor. For the DHS, this means we perform all TO services within the framework of DST’s performance management model. At TO award, DST’s PrM, works closely with the government to identify and mutually agree upon elements of performance based contract (PBC) practices. We review performance requirements stated in the TO PWS and note them in a Performance Requirements Summary (PRS). We expand each PRS entry by identifying critical path activities for each sub-task. We develop standards and metrics for acceptable levels of performance for each sub-task, each sub-task’s critical path activities and deliverables.

DST’s quality control solution relates to Section C objectives for project management (C.1.3) and also each functional area (C..2.1 – C.2.5). For each TO (C..2.1 – C.2.5), we develop a quality control plan (QCP), which aligns quality techniques with the proposed CONOP, and the customer’s quality assurance expectations. The QCP includes provisions for the following quality control elements:

1. Surveillance techniques

2. Customer complaint system

3. Maintaining records

4. Procedures for identification and resolution of deficiencies

The QCP documents DST’s TO level quality plan to include identifying name(s) and qualifications of individual(s) responsible for performing quality control inspections, the extent of their authority, and so on. 

Exhibit 2.0.  Quality Control Plan Highlights

	REVIEW-AUDIT PROCESS
	DESCRIPTION AND CUSTOMER BENEFITS
	SELECTED CONTRACTS WHERE USED
	RESULTS ACHIEVED

	Random Sampling
	Statistically based method; presumes acceptable performance if a given percentage of assessments are found to be acceptable; most appropriate method for frequently recurring sub-tasks.
	DLA; DOE; FHWA; Others
	Meet/exceed all SLA performance metrics

	Periodic Sampling
	Planned at specific intervals or dates for sub-tasks that occur infrequently. Usually used after long periods of excellent performance.
	DLA; DOE; FHWA; Others
	Evidence of long-term TO and sub-task success

	Trend Analysis
	Used regularly and continually to assess performance over time. We build a database from data that have been gathered through performance assessment.
	DLA; DOE; FHWA; Others
	Company wide knowledge base; lessons learned

	Customer Questionnaires and In-person Feedback
	Firsthand information from the actual users of the service.  Must be used prudently because some feedback is complaint-oriented and requires thorough validation.
	DLA; DOE; FHWA; Others
	6,000 + questionnaires 90th percentile rated “better than average” performance

	Third-party Audits
	Evaluation by a third-party organization that is independent of the government and DST. All documentation supplied to, and produced by, the third party is made available to customer and DST.
	DLA; DOE; FHWA; Others
	Independent reports of top quality to COTR & DST


2.2 Handling Corrective Actions

The key to handling corrective actions is to prevent problems and issues from happening in the first place, but when they do, respond immediately to find and correct them. This is accomplished through a comprehensive program of customer care, project improvement, and proactive actions. DST's multi-faceted proactive approach to identify and resolve contract and TO-level problems and deficiencies is 1) eliminate problems/deficiencies in the first place; 2) strict adherence to SOPs for each TO and sub-task; 3) perform quality checks in accordance with each TO’s QCP; 4) perform desktop reviews; and 5) perform peer-level reviews. 

To catch  TO level problems/deficiencies in process, we employ the following techniques: 1) Establish key process areas for each major sub-task, 2) Identify critical path activities, 3) Establish performance metrics for each critical path activity, and 4) Assign responsibility to review and assess performance against the process areas and metrics. 

We perform the following actions to resolve problems/deficiencies as they are found: 1) Correct/fix the problem/deficiency; 2) Ascertain the root cause of the problem/deficiency and take corrective action so it won't happen again (these actions could include: research, re-train or replace personnel, suggest changes in the SOP and/or workflow), and introduce a new quality control technique into the break point; 3) Ensure the problem/deficiency never happens again.

TAB E (L.10.1)
1.0 RECRUITMENT AND RETENTION OF PERSONNEL

Over the life of the Eagle contract, the DST Eagle PrM and TL’s employ the DST Personnel Acquisition and Retention System (D-PARS) processes and techniques to identify new/ replacement personnel, acquire personnel, and retain high-quality personnel. 

            Exhibit 3.0.  DST’s D-PARS System
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The process, as shown in Exhibit 3.0, incorporates modern techniques to include an on-line skills database of current employees; a large database of potential new hires; an Internet resume repository; use of local and national search firms; innovative recruiting incentives; and, to encourage personnel retention, management/professional training and an improved quality-of-life program for all employees. 

As illustrated in the diagram, a key element in demonstrating and implementing technical proficiency in contract performance is the successful recruitment and retention of quality personnel. We always look first to our existing staff in filling open positions, as our current employees are proven, well-qualified, and available at a projected start date.  In the event of active recruitment, DST understands the specific staffing challenges posed by simultaneous changing requirements and have focused our recruiting methodology on solving these challenges and mitigating associated risks.  Derived from years of experience supporting similar contract requirements, DST has developed and implemented recruiting and staffing practices to ensure that we assemble the right individuals and teams in a timely manner. All proposed staff members are proven professionals with requisite experience and specialization in their fields. They apply their talents to a wide range of managerial, technical, functional, and process task areas to achieve efficiencies, cost savings, and fitted services that will meet or exceed customer performance objectives. DST’s reach-back capability enables us to draw on a network of carefully selected consultants who augment in-house staff to meet specific project requirements. Our team consists of some of proven professionals in the industry.  The success of D-PARS is attributable to five (5) key factors:

1. Competitive total compensation with individual/team “pay for performance” incentives

2. Continuous, on-the-spot bonuses for performance above and beyond customer expectations

3. Individual and peer group participation with recognition 

4. Career and skills enhancements such as continuing education, seminars, short-courses, or company-endorsed new technology developments related to the work

5. Corporate commitments to support, encourage, and recognize staff accomplishments

Personnel Credibility

Through the use of D-PARS, we provide highly-proficient professionals whose credentials are thoroughly inspected by the DST Corporate Human Resources Management prior to recommendation to the Eagle PrM. The following critical elements are rigorously verified:

· Employment History: We identify dates of employment, skills and abilities, attendance, performance, and overall work attitude to determine the validity of the qualifications as presented by the applicant. 

· Education: DST Corporate Human Resources Management verifies institutions attended, date of graduation, and degree acquired to prove academic credibility. 

· Motor Vehicle History: We routinely obtain motor vehicle history information to include: Driving While Intoxicated; Driving under Influence of Drugs; and other violations.

· DST Employee Handbook – all personnel must abide by the following: Professional and responsible conduct; Awareness of Agency confidentiality concerns; Conduct only Agency business; Adherence to Agency security and safety regulations; No gambling, alcohol, or illegal drug use on Agency premises; Alcohol and drug-free performance of work; Use of Agency facilities for Contract purposes only; No downloads of any kind for personal use; No removal of government property from Agency premises.

Commitment to Retaining Quality Personnel

DST realizes the importance of staff retention to our current contract work and to our future growth, a focus that is reflected in our corporate policies and personnel management methodology and is proven in our 95% company retention rate. Our active employee retention program accompanies and complements a highly effective recruiting program. High employee retention benefits both our customers and DST by ensuring task continuity, maintaining established work routines, improving overall quality, reducing the need and expense of recruitment, and building customer confidence in a stable and reliable contractor workforce. 

DST’s approach to retention is to first select the best and then provide them with an environment in which they can succeed and be productive. We match the suitability and availability of current employees of our team with the skills needed to provide our clients with the highest quality of support.  The key features of our employee retention approach include competitive salaries, benefits packages comparable to the best in industry, bonus and on-the-spot incentive programs, education expense reimbursement, dedicated human resources managers (at no direct cost to the contract) who manage and monitor benefits and career development, a highly technical and challenging work environment, constructive performance appraisals, and company training and refresher programs. Our employees receive ten (10) holidays and fifteen (15) leave days per year. 

Transitioning Incumbent Employees

When indicated as a preference by the Agency, DST transitions sought-after incumbent employees.  DST’s 100% transition rate attests to our highly successful methodology in attracting and retaining talent.  DST maintains in-house, dedicated recruiting professionals who will work with the incumbent staff to ease their transition. We will send all qualified incumbent staff an offer letter along with information regarding the orientation sessions. We will solicit concerns and questions during the interview and recruiting process to better respond to those issues during the orientation. Highlights of our orientation training include:

                                                                                  Exhibit 4.0.  DST Core Training
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Orientation sessions at the convenience of the incumbent personnel

· Schedules during an appropriate time in order to ensure that work requirements and schedules are met 

· 2-hour sessions; however, our staff will be available as needed to meet with individuals and handle any concerns

· Orientation discussion topics will include:

· Employee development opportunities

· Compensation, benefits, and incentive plans

· Time reporting

· Job enrichment training

· DST Core Training as shown in Exhibit 4.0

Transitioning Non-incumbent Employees

During the two (2) weeks prior to full TO operations, we will conduct an orientation program for non-incumbent staff assigned to the TO that will include the DST Core Training.  The purpose of this orientation is two-fold. First, these staff members need to be trained in the specific processes and procedures that will be used in performing the TO. Second, these staff members need to become familiar with the DHS environment. 

We plan to transfer institutional DHS knowledge to these individuals in a number of ways. First, all new hires will be expected to be totally familiar with TO requirements and supporting documentation. Second, the PrM establishes a core TO transition team who apprises the assigned staff of everything learned throughout the transition, including all information gathered during focus groups with staff. Third, we will arrange for meetings with appropriate DHS personnel so non-incumbent staff can learn first-hand the TO performance and workflow requirements. Finally, to the extent practical, we will have these staff work over-the-shoulder and shadow personnel as they work under the expiring TO.

Please refer to Attachment J-5, Staffing Levels Profile Form, on the following page.
Please refer to the Attachment J-6, Labor Category Table, on the following page.
TAB F (L.10.1)

1.0 RESULTS THROUGH TEAMING 

DST commits to making DHS Eagle our flagship vehicle and helping make Eagle the hallmark of excellence in federal government contracting. DST’s proven performance on other expired IDIQ vehicles (Millennia, ITOP, and others) serves as credible evidence of our ability to deliver best value and transformational capabilities to Eagle customers.

Systematic Approach to Best Sources

DST’s approach to continuously seek to identify the best sources of solutions and products to meet DHS Eagle objectives is twofold: 1) Establish a pre-qualified team of America’s preeminent technology providers to respond to Eagle TOs and 2) Proactive independent research in anticipation of DHS’ technology requirements and in response to Eagle TO requirements.      

DST offers a large pool of pre-established alliance partners, especially selected to meet anticipated DHS customer requirements. Some of DST’s alliance partners have decades of DHS institutional insight and experience, and others offer cross-agency best practices and hot, new security and technology products and services.

                                                  Exhibit 5.0.  DST’S EAGLE Alliance Partners
[image: image18.png]oHs

Senice

Dalhvery
Mode!

oHs

o Best
Knawiedge Practices
Sraring

osT
Team
Core
Trsining

Standirds
o oS
Conduct

oHs
Projact
orkfaw




In Exhibit 5.0, we present DST’s Eagle alliance partners, a group of industry leading firms representing a broad spectrum of size, geographic presence and reach, capability, technology niche, and business organization. The partners include some of America’s top Fortune 500 technology companies: IBM, Microsoft, Lockheed Martin, EDS, and others. 

These companies can be brought onto DST’s Eagle team at a moment’s notice to provide immediate responses to DHS TO requirements. We have a proven track record with these companies. In the past, DST has used these companies to assemble resources and personnel (including transitioning incumbents) and execute team-based projects in the Americas, the Caribbean, the Middle East, and Asia.

DST’s Eagle team building process is specifically designed to offer complete solutions to Eagle customer’s national and global requirements. As TOs are released through the Eagle program office, DST’s PrM draws from the alliance partners. As illustrated Exhibit 6.0 below, the PrM distributes each Eagle TORP to the alliance partners through the team council. Each company has the opportunity to contribute their most current technologies, services, and techniques to each DHS Eagle TORP. The PrM conducts independent research and then selects the most appropriate teaming combination, all things considered: team lead, Task Leader (TL), technology, cost, availability, personnel, and so on. 

Collectively, the selected teammates will develop a TORP response. After TO award, the PrM, TL, and senior staff kick-off the TO using the DST management and technical approach described in Tab D of this proposal.

DST employs a systematic, life cycle team building process to: 1) perform team building and subcontractor selection, 2) manage team-wide personnel resources, 3) recruit and retain incumbent personnel, and 4) manage and integrate the efforts of the TO team to assure seamless TO performance.
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Exhibit 6.0.  DST’s EAGLE Team Building
DST’s life cycle approach to team building includes maintaining effective business relations with prior and present teaming partners. This produces extraordinary results. These results include: 1) successful outcomes on more than 100 complex IDIQ TOs; 2) repeat business; and 3) repeat teaming arrangements with industry partners. 

DST offers a proven ability to forge a right-sized, world-class cadre of teammates and subcontractors with expertise across the entire spectrum of Eagle requirements and anticipated technical platforms, environments, and geographic locations. Using the aforementioned processes, we will continually provide DHS with the best sources of solutions and services.

Integrating Partners and Subcontractors into the Performance Plan

DST’s Eagle partners and subcontractors are integrated into DST’s Eagle performance plan in several ways: 1) anticipated technology needs, 2) TORP response, and 3) after TO award.

· Prior to Eagle contract award, DST commits to supporting all initiatives (Tab G) submitted by DHS and DHS Eagle alliance partners. This includes the initiatives submitted by DST Eagle alliance partners NOT chosen for contract award. In this way, DHS has access to a wider range of industry technology solutions.

· At award, the PMO establishes a DST Team Council, made up of a designated POC from each teammate.

· Each Eagle TO is distributed to the entire team for collaborative review, feedback, and participation – the idea is to solicit the latest technological approach and solution from America’s top technology companies.

· DST responds to Eagle TOs with a seamless, best-of-breed solution (management, technology, quality, and performance).

· Each DST TO response includes an integrated performance plan especially designed to meet the unique performance objectives of a given TO. 

· DST’s TO-level performance plan includes provisions for team based ISO 9000:2000 compliant quality control. This means that all work performed on a TO, regardless of who performs the work, is ISO 9000:2000 compliant.   

· During TO execution, the PMO and PrM maintain tight vigilance over TO execution to assure seamless, fully integrated day-to-day DST team performance.   
These proven IDIQ contract and TO-level performance processes have been established over a 10+ year period of time. DST has a track record of successfully leading team efforts on IDIQ and multiple-award basic purchase agreement (BPA) contracts. 
On the vehicles mentioned in this proposal section, DST successfully led and/or presently leads large (25+ firms), medium (10+), and small (2-5) teams of subcontractors, to contract and individual TO performance success.

On all referenced IDIQ contracts, DST has demonstrated the ability to manage and integrate significant numbers of large and small teammates and subcontractors, while the diagram below illustrates how DST integrates partners and subcontractors into DST’s proven TO performance plan, to meet TO technical and performance requirements, efficiently and cost-effectively. 

TAB G (L.10.1)

1.0 UNDERSTANDING OF DHS 

1.5 Initiative #1 - National Emergency Response Network
Challenge

DST has identified a mission for DHA to provide a nationwide emergency response network with very little startup time designed and configured with scalability to grow and shrink as the circumstances which created the need warrant.  Currently, there is no clearinghouse or methodology for rapidly responding to the flood of phone calls for information and assistance created during a national emergency.  Emergency response providers are limited by a number of operational and logistical circumstances including areas of responsibility, authority, accountability, and funding.  The “911” call system works extremely well for local emergencies, but was not designed to be capable of expanding to respond to requests for assistance or as a reporting mechanism in the event of a national catastrophe.

There may be some resistance from local 911 service providers and pockets of resistance from other emergency service providers but the overall solution to providing a nationwide emergency call center which is based on an inclusive philosophy to support a clearinghouse for nationwide emergency information will present a compelling argument for joining with the DHS in solving this critical response issue.

Recommendations

The Department of Homeland Security could create a nationwide emergency call network from coast to coast, enterprise-wide, using existing federally funded call centers which are currently providing 24/7 services.  All call centers designated by DHS to be included in the national emergency call center network would be provided with software switching programs and loaded with responses to frequently asked questions and a standard caller identification and call tracking data form to be filled out for each call received.  The existing 24/7 call centers which would be designated as the nationwide emergency call center network would require startup and on-going training for all call center representatives as scripts and procedures are updated and lessons learned during realistic training scenarios are incorporated. 

The emergency network would be established as a dormant entity which would be activated at the onset of a triggering event such as a natural or man-made emergency. Upon activation a contact phone number would be distributed by means of the current emergency broadcast system.  Call centers designated as national emergency network providers would receive directions from DHS to be switched on and as calls are answered and lines become utilized additional lines would become available through the automatic pre determined scalability built into the response time grid software.

Each emergency call center representative would be trained to take information from the caller, enter this data into a nationwide database, issue a tracking number, and continue to triage each call using a basic script to either satisfy the immediate request of the caller or escalate the call to the next Tier of response for ultimate resolution.  The ability to rapidly answer, collect initial data, and direct the call to the organization or agency most capable of handling the emergent request is the goal of this network  

In addition to handling the immediate response to callers who desire to register for assistance, this network would provide a secondary function in response to the influx of reports, tips, updates, information, and questions which would be generated by the public as a result of any nationwide emergency.

DST working in partnership with the Department of Homeland Security could create scripts and response scenarios and answers for Frequently Asked Questions for every conceivable national emergency and environmental catastrophe which would become the baseline of the first call response from the nationwide emergency call center.
DST could schedule, prepare and conduct the requisite initial and on-going emergency call training for all call center representatives who are members of the nationwide emergency call center network.
Significant improvement would be realized in the immediacy of response across the spectrum of requirements generated by any scenario.  One clearinghouse with built-in automatic response scalability combined with well defined Tiers of response to each bit of information or question posed by the public will provide a path for elevating the threat or data provided to the appropriate department/organization to start the process of analysis, verification and ultimately respond with the correct assets in the fastest possible time.

Perhaps the most significant advantage to creating a nationwide call center network from existing resources is the conservation of expenditures realized from the very beginning of this implementation process, enhanced with a nationwide sense of security knowing your call for assistance to the Department of Homeland Security will be quickly responded to, routed to the appropriate agency and followed up with the necessary urgency and priority.

Results

A working “behind the scenes” national emergency call center network capable of handling in excess of one million calls per day.  The establishment of a system which will require no additional hardware and a few additional personnel to supervise the operation, conduct call center representative classroom and simulated emergency drill training.  

A responsive coordinated effort from start to finish for each potential problem.  Collection of initial caller data and posting to a national database will permit follow through for each request from beginning to resolution.  Each initial caller will be provided with a tracking number to be used to ensure that assistance and information necessary to connect the requested services to the available resources are accomplished as expeditiously as possible.  Additionally when activated the national emergency call center will allow anyone in the United States to provide threat information, report suspicious activity, report status of natural catastrophic events, as well as request assistance.  The goal of the national emergency call center network is to reduce response time from initiation of request for assistance until relief.  The implementation of a national emergency call center using existing resources combined with training and software installation will result in an efficient use of government assets in the event of a national emergency. 
The national emergency call center network would work in partnership with the existing emergency broadcast system to provide information and updates to the public during national emergencies with the added advantage of providing the ability to interact with a responsive emergency service provider to register for assistance.

1.2 Initiative #2 - Human Resources Management Call Center 
Challenge
The opportunity to be developed would be enterprise wide.  The Department of Homeland Security (DHS) is a creation of Congress in 2002 that is chartered to provide a unified response to terrorist attacks and major natural disasters. DHS currently consists of about twenty-two (22) distinct agencies and bureaus and has approximately 175,000 employees.  When assembled in 2002, most of these agencies had their own human resources support systems to handle payroll, benefits, pre-retirement counseling and retirement support.    As a combined entity, DHS has acquired the services of the Northrop Grumman Company to develop a consolidated human resource management system (HRM).  The new system is to be implemented in phases with DHS Headquarters, Information Analysis and Infrastructure Protection, Science & Technology and others scheduled for early 2006 and other agencies scheduled over the following two (2) to three (3) years.   As a result of this staggered implementation schedule, some DHS employees will be working under pre-consolidation rules, others will be working from new rules as they migrate to the new system and still others may be working with a combination of both.   This situation will create confusion and angst to the employee, the employee’s family and other entities representing the employee.

The implementation of a HRM solution for DHS will be a long and complicated process. With so many agencies each with their own policies and procedures and with over 175,000 employees all over the world, DHS should expect many issues to develop in regard to the changes in the rules and potential issues as this large computer application is implemented. 

In support of this implementation DHS should have significant field support in preparing employees and timekeepers during the implementation of the new system.  This support should start before the new system arrives and receive continued support for several years to transition employees.   The services that are anticipated would include pre-implementation training, Tier 1 and Tier 2 call center support.  The support services should address the following:

· How the new system will work and how the new system is different from the existing system

· Tracking and logging of employee issues.  Three general categories should be accounted for:

· The number and source of questions that were anticipated and from which “canned” answers were developed.

· The number and source of questions that were not anticipated that require research and analysis.

· What appear to be failures of the new computer application or the way the application was implemented. 

· Call center support for the new system responding to questions about the new system, escalating unforeseen issues and tracking issues that are causing the greatest concerns about the new system.  The call center should have three components:

· Generic and predictable questions and the associated responses should be fully developed and given to employees in such a manner as to produce a standardized and consistent response to the same issue.  It is important that employees get the same response to the same question each time.

· The developers of the new HRM system will do everything within their power to develop as comprehensive and accurate a system as possible.  However, even with their best efforts, with 175,000 employees some issues will not be successfully addressed.  DHS should have a system whereby issues that are not successfully addressed are recorded, escalated, and tracked to resolution while keeping the employee aware of the progress being made on their issue.  A new system successfully addressing 95% of all employees’ problems would still leave 8,000 to 10,000 employees with issues. DHS should have a system in place to deal with this level of the problem.  

· DHS should maintain a database of all employees in the field that support the timekeeping and payroll process.  This list will be used to identify who requires training.    In the event that work rules need to be changed after an initial class, this list will be used to manage that process. 

· DHS should be kept abreast of how well the new system is supporting their employees. The tracking of calls into the center by area of question, agency, specific question and other criteria is critical to DHS management to insure that the new system is functioning appropriately. 

These support services should be independent of the application contractor.  DHS should have a clear and distinct voice in working with the employees and timekeepers during the implementation.  Implementation support services provided by a contractor with millions of dollars invested in the HRM application may not present the clearest picture to DHS Management on what problems are occurring in the field and at what frequency.   An independent voice will be necessary to manage the support services.  DST understands the nature of complex systems and would serve as the objective third party bringing the value added services of observing, documenting, and evaluating the process on behalf of DHS.  

Recommendations

Qualifications

Data Solutions & Technology Incorporated (DST) understands the importance of providing correct information through Call Center Operations.   DST currently manages call centers.  For over two (2) years DST has managed the payroll call center for the Department of Energy.  In addition DST manages the Call Center for the Defense Logistics Agency and a center for the National Oceanographic and Atmospherics Administration.   DST is currently handling over 35,000 calls per month on a variety of Federal contracts.    DST currently operates the payroll call center for the Department of Energy.  In that capacity DST handles 3,000 calls per month.

Solution Description

a. DST will provide DHS with a comprehensive training program for employees and timekeepers on the new system when it is developed.  DST will gain an understanding of the impact on any new work rules.  There are already indications of the sensitivity of this event and exemplified by the legal challenges to MAX/HR.   In general the DST plan for training will center on acquiring staff that have experience with the employees’ old system then train these employees on the new system.  Standard scripts to answer most questions will be developed, as well as an escalation process and procedure to record and escalate questions not addressed by the scripts.  An appropriate resource will be developed to address the writing of new scripts for those processes.  A system to ensure that information is only released to appropriate people will be put into place.   

b. DST will provide DHS with a consistent front-in (way of asking a question i.e. phone number, fax number, email address) method of asking a question about benefits and payroll.  These three primary methods of contact should be widely distributed on literature for employees.  DST will develop and have an approved, standard list of responses to all anticipated questions.  DST will implement a plan to add new questions and standard responses over the life of the implementation, thought to be about four years.   For questions that were not anticipated, DST will implement a plan for recording and escalating the questions to an appropriate level to resolve the issues. DST will implement a tracking system to ensure that no question gets lost in the process.

c. DST will provide one senior trainer to a finite group of timekeepers.  This senior trainer would be the in-house resource for the timekeeper should they have an issue or problem with new system as implemented. 

d. DST will provide DHS with set comprehensive reports that will inform DHS what questions by type, location, and agency that are of concern to the employees.

The reporting system will provide DHS with a method of reporting and tracking requests as well as documenting the quality of the call center operation. 

· All calls would be logged and reported by call issue and other matrices to tell managers what issues are on the minds of employees.

· Tools would be put into place to ensure that the call center itself is functioning at a high standard for the number of calls processed vs. the number of operators, call successfully handled at the first level, number of call-backs by employees required, etc.

Results
1. Dramatic improvements in the acceptance of the new system.  The hand-holding down to the timekeeper and employee level is what will be required to ensure that employees not only are well taken care of but feel that the Agency truly cares that this process transitions successfully.  

2. An independent view of what problems exists during the implantation not filtered through issues of quarter-billion dollar contract.

3. DHS will have direct access and communications with its timekeepers and employees. Should DHS have to change any work rules, the call center can provide a platform for outreach to inform employees and timekeepers about any rule changes. 

1.3 Initiative #3 - Central Enterprise Management System 
Challenge

DST has identified the need for the United States Coast Guard (USCG) to implement a centralized enterprise management system with the functionality to manage both new and legacy assets.  The Department of Homeland Security (DHS) utilizes 80 to 90% of USCG resources in support of its mission-related directives; consequently, the USCG is positioned organizationally to implement and maintain an enterprise-level management system that would bring cohesion to DHS’ interaction with Federal Emergency Management Agency (FEMA), United States Customs and Border Protection (CBP), United States Citizenship and Immigration Services (USCIS), and the other agencies with DHS reporting lines of authority.  

From a USCG program perspective, the challenge exists for both deep water and current surface assets.  Currently, in each USCG program, there is no system in place to migrate asset-related data into one centralized electronic location.  On the surface side, the USCG is responsible for search and rescue, aviation, and engineering.  In the deep water arena, the USCG is accountable for water-based assets, a portion of which are legacy assets over fifty (50) years old.  A primary area of concern is the need to integrate the legacy system data with the new Deepwater Asset data.  At this point in time, separate logistical and financial systems exist at both surface and deep water levels.  There is no standard method of quality control currently in place at the USCG program level.  DST envisions the creation of an enterprise management system, based on proven, successful business processes that will effectively and accurately manage the flow of assets and funds through the USCG system.   

The primary barrier to implementation would necessitate the core USCG programs following the same business model.  As the USCG environment exists today, the disparate systems evolved from different ways of conducting business that may have worked at one point in time, but arising out of the creation of the DHS, there is a pressing need for systems centralization to occur.  If each program element followed the same business model the management and logistics systems would be easily migrated.
Recommendations

DST foresees the need to begin the enterprise management system at the component level, paving the path for development into a full-scale, enterprise-wide level solution.  The IT solution would be to implement a scalable system that has the ability to integrate disparate systems into a robust, centralized system.  The centralized system of choice would include the functionality of a built-in intelligent electronic agent to provide real-time quality control capabilities.  We envision the system to be used as a logistical vehicle for determining which assets exist at what locations, and possess the functionality to permit the initiation of transfer of those assets from one geographic location to another.  The system would also serve the USCG as an accurate asset record on the accounting level.  If a user determines that, for example, an asset is classified into the wrong category, a systematic book-level re-class could be achieved.  The USCG program community would have access to the same information at the same time. The system would be versatile; asset manipulation could occur both logistically and financially, or independently as required.

An “off-the-shelf” enterprise management package would need to be selected.  The back-end of the system would be comprised of a USCG program-level database.  The front-end of the system would be a Web-based interface where varied levels of access would be provided to populate, manage, and maintain the system.  The system would be well planned-for and designed to accommodate the most efficient business process flow between USCG programs.  Once the process is defined, the system would be tested, program personnel trained, a migration of data executed per legacy system, and system tuning for performance.  We envision the migration and cut-over occurring in stages, one legacy system at a time.  The legacy systems that have yet to be phased-out will be run in parallel.  DST will determine the methodology of which system to migrate first, and the cut-over order of the remaining systems, with rigorous, yet thorough, time tables for completion.  The process will be well-communicated to the user community of the USCG and companion Agencies, in alignment with DHS counterparts.  Training will be provided in the use of the system as close to real uptime as possible for the outgoing legacy system.  To summarize, the following steps will be required to transform the idea of a USCG centralized enterprise management system into a reality:

1.) Assessment:  Define existing legacy system parameters

2.) Planning:  Legacy System Phase-out

3.) Planning:  New System Phase-in

4.) Design:  Business process flow, Agency access, Web-interface 

5.) Testing:  Conduct test data flows per legacy system

6.) Training:  Agency training initiative including use and reporting

7.) Migration:  Data transferal to new system

8.) Post-Migration:  Operations fine-tuning

9.) Implementation

10.) Maintenance and configuration management

Results

The centralized enterprise management system, addressing both logistical and financial needs, brings organization to the USCG program community.  Each program will then be positioned to more easily execute the responsibilities of asset management in readiness for core mission requirements as defined by the DHS.  Each program, in effect the USCG as a whole, will be poised to respond on a regular basis and to national security alerts, natural disasters, and any other situations requiring action by the DHS.   
If the initiative were to be implemented it would meet the Commandant of the Coast Guard’s desire to have one standard logistical system migrated throughout the Coast Guard.  It would eliminate the need to have multiple programs performing the same basic functions.  It would result in saving the Coast Guard Millions of dollars in IT support and maintenance.  In addition, the centralized enterprise management system would provide the DHS with an accurate snapshot in real-time of USCG assets and a serve as an accurate record of assets.      
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Part II 
- PROGRAM DESCRIPTION AND RELEVANCE (Continued)


		Offeror:

		Data Solutions & Technology Incorporated



		Program, Project Or Task Title:

		NOAA NESDIS Computer Support Services



		Description and relevance (Continued):

· Maintain a working relationship with the NOAA Network Operations Center (NOC); update the NOC engineers on IPO IT infrastructure (physical and logical) changes, updates, and problems.

· Perform telecommunications network engineering analysis, recommendations, installations and configurations for network devices connected to the NOAA FDDI backbone.


· DST provides web page and intranet site support; conversion of existing paper records to electronic images.

· Conducts special technology studies and analyses based on operational, technical, and administrative requirements 

· Facilitates new e mail accounts, updates, global postings, and other services as required.

· DST performs all work in compliance with the Computer Security Act of 1987 and Office of Management and Budget (OMB) Circular A-130, and other Government mandates.


· Maintains IPO IT operations at a rigorous level of security and security monitoring

· Adheres to NOAA, DOC computer and network security policies

· Implements Government directives related to computer security

· DST provides a Computer Incident Response Capability (CIRC) that prevents, detects, and eradicates malicious code; monitors network intrusion attempts; and incident recordation

· Maintains and supports the APTS Records Management Database.

· DST updates software by assessing the structure of the databases, developing specific database structures for IPO, and code testing and documenting the programs

· Conducts training to the government representatives on the use of the records program to maintain three trained operators at all times.

Relevance to Statement of Work for RFP#HSHQDC-05-R-00010


DST provided world-class Management Support Services in the form of Program Management for all phases of system design and development through deployment for NOAA-NESDIS.  More specifically, DST’s efforts included the full range of infrastructure engineering design, development, implementation and integration, including concept development, planning, requirements definition and analysis, systems design and development, integration, implementation, and deployment.  DST, through effective and rigorous operational and managerial quality practices, provides NOAA-NESDIS an IT solution enabling the Agency to efficiently meet its mission goals and objectives.  
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Part II 
- PROGRAM DESCRIPTION AND RELEVANCE

		Offeror:

		Data Solutions & Technology Incorporated



		Program, Project Or Task Title:

		DOE Information Resource Management



		Description and relevance:


DST provided technical and administrative support to the Office of the Secretary of Energy.  Support services include programming, website maintenance, desktop publishing, database design and maintenance, data entry, data validation, report generation, budget and accounting activity, technical support, space management and administrative support.  We provided administrative and technical support and work in a multi-contractor service environment to supply skilled personnel with technical expertise to the success of the overall Office of Management, Budget and Evaluation (OMBE). Various positions include: administrative support, clerical support, technical support, data entry, data validation, desktop publishing, procurement & personnel action support, web-page maintenance, briefing & space management and fiscal budget and accounting activity and accounts payable activities.

Specifically at the Program Management level, DST directed the actions of the team in successful communications with the COTR, COR and CO.  DST performed Scope Management, ensuring that the contract scope is aligned with contract requirements.  Change Management was performed when necessary by negotiating all aspects of any scope changes with the Agency counterparts.  DST enacted Risk Management to identify and work with the DOE to mitigate program risk.  QA and Quality Control (QC) involved the establishment of procedures for the accomplishment of contract deliverables and work and the collection and analysis of performance metrics.  DST effectively managed projects at the program level, particularly for programs that cross DOE counterpart Agencies and organizations.  Resource leveling, particularly of personnel, was achieved to the benefit of the DOE.  In addition, DST established and operated an online portal for communicating contract requirements with the contract team and giving ready access to performance metrics for the DOE and DST Corporate Program Management Office (PMO).

Relevance to Statement of Work for RFP#HSHQDC-05-R-00010

DST provided the full range of business and technical management services required to assist the Department of Energy in the development, implementation, and continuous improvement of their policies, procedures, guidelines, and directives.  DST’s guidance, as well as the documentation created, allowed DOE to comply with the requirements of law and legislation, and operate their enterprise in an efficient and effective manner.  The services provided by DST to DoE encompassed all areas of IT policy and planning, enterprise architecture, security, training, enterprise resource management, business process reengineering, IT transformation and strategy, organizational change leadership, and enterprise and program management office support.  The DHS can be certain that a highly capable partner exists in DST that will enable the DHS personnel to focus on achieving  mission goals.
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Part II 
- PROGRAM DESCRIPTION AND RELEVANCE

		Offeror:

		Data Solutions & Technology Incorporated



		Program, Project Or Task Title:

		NOAA NESDIS Computer Support Services



		Description and relevance:


DST, performing services under Order # DG133E-04-NC-0754, DST provides solid Management Support Services in the form of Program Management.  In addition, DST provides the technical expertise at the operational level to make this project a success.  The tasks completed demonstrate our ability to capitalize on existing Agency architecture in the design process. DST utilizes customer-specific IT standards and provides interoperability with disparate systems and networks.  Objectives include the delivery of reliable and maintainable work products while making the most cost-effective use of COTS technology, Agency-wide and government-wide resources.  DST provides local area network, systems administration, computer hardware/software support, database management, and information technology help desk support services for NOAA NESDIS.  DST will extend the same desktop, network and call center services for Common Information Technology Services (CITS) when the new National Satellite Operations Facility (NSOF) in Suitland Maryland is activated.


The following tasks are in process under this contract:


· Provide support in the following areas: system administration, computer hardware/software support, database management, and information technology help desk support services that includes desktop PCs, servers, printers, and other ADP-related devices.

· Manage network support activities which include installing and configuring operating systems, installing upgrades/patches, security patches, e-mail configurations, performance monitoring, and file back-ups and restores.

· Perform management of routers, security and network infrastructure, operation analysis,  security plans, threat analysis, critical infrastructure plans, and information security usage policies and procedures

· Integrated Program Office (IPO) records management support, database support, audio-visual support, web design, property/configuration management support and call center operations support.

· Provide computer hardware, software and user support as a Help Desk Operation for the IPO of NESDIS.

· Supply desktop PC’s, servers, printers, and other ADP related devices

· Support NOAA-specific applications and standard Microsoft application suites

· Provide LAN maintenance, including management of the IPO’s interfaces with outside servers, switches and hubs

· Network support activities included network administration, network engineering, network connectivity, technology assessments, performance monitoring, hardware support, software support, communications equipment, programming, documentation, analysis and end-user training.
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PAST PERFORMANCE STATEMENT (Reference L.10.1, Tab B (1))


		Offeror:

		Data Solutions & Technology Incorporated



		Program, Project Or Task Title:

		NOAA NESDIS Computer Support Services





Part I - REFERENCE INFORMATION


		1

		Customer Name:

		National Oceanic and Atmospheric Administration (NOAA) /  National Environmental Satellite, Data, and Information Service (NESDIS)



		2

		Address:

		NESDIS/NOAA E/SO12



		

		

		5200 Auth Road



		

		

		Suitland, Maryland 20746-4304



		

		Customer Info:

		Contractual Contact

		Client Program Manager



		3

		Name & Title:

		Gary Knebel - COTR

		Phyllis Tyndell



		4

		Organization:

		NOAA NESDIS

		DST Incorporated



		5

		Address: 

		5200 Auth Road

		9901 Business Parkway Suite R



		

		

		Suitland, Maryland 20746-4304

		Lanham, Maryland 20706-1887



		5

		Phone No.:

		301-457-5185

		301-583-3500



		6

		Fax No.:

		301-457-5722

		301-583-3509



		7

		E-mail:

		Gary.r.Knebel@noaa.gov

		Ptyndell@dstincorporated.com



		8

		Contract Identification Number:

		GS35F0008L



		9

		Contract Type (e.g. contract, BPA, task order) and pricing type (e.g. fixed price, cost reimbursement):

		8(a)    Firm Fixed Price 



		10

		Original Dollar Value

		$10 M



		

		Current Dollar Value

		$10 M



		

		Explanation of Cost Growth (If applicable):

		



		

		N/A



		11

		Project Start Date

		August 12, 2004



		

		Original Completion Date:

		September 15, 2009



		

		Estimated/Actual Completion Date:

		September 15, 2009
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Instructions:  Complete the below form identifying quality awards and certifications received by the Offeror.  Attach a copy of the official notification or certificate for every award/certification claimed.  The official document should clearly indicate the offering contactor as the recipient of the recognition or certification.  (Add as appropriate)


		Contractor Name:

		Data Solutions & Technology Incorporated





		Award Certification #1

		None



		Name of the Quality Recognition Or Certification

		



		Segment of Company Receiving Award or Certification

		



		Contact Information:  Name, Address, Telephone Number

		



		

		



		

		



		

		



		Description and Relevance:





		Award Certification #2

		None



		Name of the Quality Recognition Or Certification

		



		Segment of Company Receiving Award or Certification

		



		Contact Information:  Name, Address, Telephone Number

		



		

		



		

		



		

		



		Description and Relevance:






