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1.0 Business Proposal
1.1 Relevant Corporate Experience

Data Solutions & Technology, Incorporated (DST) is pleased to submit this proposal in response to Request for Quotation (RFQ) Number 79294 for the U.S. Department of Veteran Affairs (VA), Office of Acquisition and Material Management (OA&MM) located in Building 37 on the Edward Hines, Jr. Hospital campus in Hines, Illinois.  DST, a premier provider of full-scope Information Technology (IT) solutions, is prepared to offer superior network, server, application, and desktop support services to VA specification as described in the RFQ.  We offer the VA a tailored solution, crafted, led, managed, and maintained by best-in-class, certified IT professionals who are consistently driven to meet Agency requirements while exceeding customer expectations.  DST’s quality-based processes and procedures, based on ISO 9001-2000 methodologies, will result in significant operational efficiencies, enabling VA personnel to focus on meeting core Agency mission objectives.  The offices that will be supported by this proposal are shown in Exhibit 1.0. 
Exhibit 1.1. VA Offices Supported by DST
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Under a resultant contract, DST will provide superior network, server, application, and desktop support services to meet the VA’s operational demands with functional proficiency, a sense of urgency, and ISO 9001:2000 quality-driven management.
DST is a woman-owned, veteran-owned business offering over ten (10) years of Federal experience in providing superior Information Technology (IT), Logistics, and Administrative Support services to numerous Federal Agencies including the Department of Energy (DOE), Department of Commerce (DOC), and the Department of Transportation (DOT).  DST’s successful Agency experience brings to bear a wealth of relationship-based knowledge and experience, resulting in immeasurable value to the VA.  DST views VA as a key partner in its success and growth and looks forward to continuing this tradition with the award of this contract.
We are prepared from experience and past performance to provide the VA with a complete IT solution as described in the RFQ requirements.  We will facilitate a thorough, expeditious phase-in that will boost productivity with minimal disruption to VA personnel.  DST will continue to add value to the affected offices by embedding industry best practice efficiencies designed to maximize operations.  Exhibit 1.1-1 describes DST’s unique attributes.
Exhibit 1.1-1. DST’s Unique Attributes

	Who Is DST?



	· Founded 
	· Incorporated in 1994 in Maryland 

	
· Certifications


	· 100% Woman-Owned

· 100% Veteran-Owned

	· Core Competences
	· IT Support
· Logistics Support

· Administrative Support

	· Current Revenue
	· $8M

	· Major Customers
	· DOE, DOD, DOC, DOT, SSA  


DST, comprised of IT industry veterans with excellent credentials, devised a solution that takes into account the critical aspects of the VA’s network, server, application, and desktop operations.  We propose ISO 9001:2000-based services that provide a robust, high-uptime operational environment that will facilitate the productivity and communications of the VA community, other Agencies, and its customers.  

Our solution leads with career personnel in the IT industry known for on-the-job excellence, bottom-up knowledge, and practical experience. Fully capable of performing at the managerial and operational levels, DST understands the core elements and subtle nuances of operating a fully functional, productive IT environment. Our proposed management has over thirty (30) years of combined experience in the complete spectrum of network, server, application, and desktop operations. We know how to lead people and deliver results that meet or exceed the most discriminating service expectations while adhering to budget parameters. DST recognizes that, as services are provided, we must perform as a finely-honed operation to blend seamlessly within the VA’s environment. 
Our management will lead this effort using a well-constructed Management Plan, embedded with strategic quality check-points that are specifically targeted to deliver unparalleled customer service.  The proposed Phase-In Plan will serve as a guide to coordinate the expeditious transition of people, processes, and physical assets within the Agency with minimal disruption to the VA community.  The Team’s Quality Control Plan provides the VA a process-oriented foundation based on industry quality standards that will provide the VA staff a high-uptime environment, enhancing productivity.  Accurate, on-time, continuous reporting will serve as a quality measure for the VA to evaluate improvements in productivity as DST fully assumes operations.  
DST’s highly-qualified, certified IT managerial and operational personnel will execute their responsibilities with precision, while keeping network optimization in mind. Our personnel are keenly aware of the critical processes required to deliver, manage, and maintain a fully functional IT operational environment. 
We will employ the right people and the right processes backed by the right level of hands-on experience, in alignment with IT industry standards, to surpass the VA’s service expectations. The VA can be confident that in selecting DST, the organization has chosen a true, budget-conscious partner with the knowledge and expertise to lead, manage, and maintain a top-notch network, server, application, and desktop services operation.  

1.2 Technical Section
The remaining sections of this proposal address DST’s technical approach to providing every element of each task identified in the VA RFP 79294 statement of work.
1.2.1 Technical Approach to the Scope of Work
DST fully understands the requirements of the VA’s need for IT Solutions Support Services that encompass the complete spectrum of network, server, application, and desktop operations.  We offer a value-added, cost-effective solution that will meet and exceed all customer expectations upon contract execution.  We know that providing IT support services is not only about ensuring that the systems behind the environment work properly.  The VA needs a budget-aware contractor with the talent to direct and optimize operations in alignment with IT industry best practices for effectiveness.  DST embeds workflow efficiencies within IT support services that result in greater productivity and improved communications to the VA.  These refined processes and procedures will minimize downtime while boosting output. 
We know the importance of employing the right people, along with the right processes, to surpass the VA’s service expectations.  We provide the VA with highly capable personnel, as their IT proficiency is both highly critical and discernable within the VA community.  Accurate, on-time reporting will serve as a quality measure for the Agency to evaluate improvements in productivity as DST assumes operations.  Our solution, by design, takes into account the full scope of network, server, application, and desktop services at the VA, and will increase productivity, promote staff morale, cultivate professionalism, and boost cost savings to the VA. Exhibit 1.2.1.illustrates the VA SOW benefits that DST offers.

Exhibit 1.2.1. DST Features and VA SOW Benefits

	VA SOW Needs
	DST Features
	VA Benefits

	· A communicative contractor who is knowledgeable about Agency IT environments
	· Extensive Agency, IT-based management capability and experience 
	· Ongoing support from a familiar contractor
· Minimal contractor start-up time

· No learning curve

	· A contractor driven to  meet Help Desk IT support requirements  via knowledge and leadership
	· A well-thought-out Management Plan, with embedded quality check-points, targeted to meet the VA’s needs and outstanding customer service  


	· “No-excuses”  accountability 

· Continuous process refinement

· “No-surprises” in terms of cost, schedule, or service quality
· Seasoned, solid, hands-on project management talent with the ability to lead a full-scope IT solution  services operation 

	· A contractor who knows, from experience, how to execute a seamless phase-in operation
	· Professionals who have successfully designed and orchestrated the phase-in of people, processes, and physical assets within the IT industry 
	· An orderly, methodical phase-in addressing the full scope of the VA’s contract requirements

· No contractor “hand-holding” required by the VA
· VA can attend to core organizational objectives

	· A contractor focused on network administration with methodical accuracy
	· 30+ years of combined IT management and operational expertise
	· 100% accountability for IT services support
· 100% uptime within DST controllable IT processes 

	· A contractor who adheres to budget parameters and creates a stable IT environment conducive to productivity  
	· Certified IT industry professionals who employ concise, proven IT support practices 
	· 100% IT environment optimization
· Built-in cost efficiencies

· Agency cost-savings resulting from Agency staff productivity 

	· A contractor committed to effective database administration 
	· Certified IT personnel  who are best-in-class and responsive, with an aptitude for IT support and a service attitude


	· Superior, seamless and immediate IT support services

· Courteous, helpful IT personnel who remain cognizant of user needs
· Allows Agency to focus on core objectives 

	· A contractor that employs innovative developing/programming methodologies based on IT industry best practices
	· Certified IT professionals who can adeptly construct an innovative solution specifically designed for VA needs
	· VA assurance that DST knows its responsibilities 

· Hands-on expertise and efficiencies resulting in superior service 

· Fully-functional operation from day one

	· A contractor responsive to contract administrative requirements, including current, accurate, complete reporting statistics
	· A Management Plan that is devised to provide consistent, skilled staffing dedicated to achieving  unparalleled quality and total customer satisfaction
	· IT services that are of the highest quality, on-time and within budget, that will meet or exceed the VA’s service expectations 
· Assurance that DST is responsible and poised to provide quality services to the VA


1.1.1 Recruitment and Retention

A key element in demonstrating and implementing technical proficiency in contract performance is the successful recruitment and retention of quality personnel in today’s highly technical, complex, and competitive work environment.  DST understands the specific staffing challenges posed by simultaneous changing requirements and we 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 which 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 the most proven professionals in the industry.  DST attributes its recruiting and retaining success to five (5) key factors:
· Competitive total compensation with both individual and team “pay for performance” incentives

· Continuous, on-the-spot recognition for performance above and beyond customer expectations
· Individual and peer group participation with recognition 

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

· Corporate commitments to support, encourage, and recognize staff accomplishments
1.1.2 Temporary Replacements

In the event replacement personnel are required due to an absence, for any reason, of the scheduled DST employee for more than 5 consecutive business days, DST will pursue the following options that best fulfills the requirement:

· DST has a pool of qualified candidates available from which to draw for reassignment.
· DST utilizes Temporary Services to locate suitable candidates in the event of an expected return to duty of the primary candidate
· DST utilizes cross training of our personnel for many of the deliverable tasks in order to provide the best continuous level of unbroken service during the vacancy.

Under any circumstances requiring a replacement employee, DST will provide the candidate’s resume and credentials, and arrange an interview with the CO.  The replacement candidate will not start work without prior approval from the CO.

1.1.3 Quality Control Program

DST will provide a Quality Control Plan (QCP).  The QCP will be furnished to the CO within fifteen (15) days of the date of award of the task order.  DST understands the CO will notify DST within fifteen (15) days after receipt of the plan whether or not the plan is acceptable.  Should the plan be found as unacceptable, DST understands that the CO will identify those areas requiring clarification or correction, and that we will have thirty (30) days to provide a corrected plan.  The plan will include:

· A description of the methods to be used for identifying and preventing defects in the quality of service performed; and

· A description of records to be kept to document inspections and corrective or preventive actions taken. 

Records of inspections will be kept and made available to the CO, when requested, throughout the task order performance period and for a period of seven years after the task order close out. 

1.1.3.1 Quality Assurance Evaluations by the Government

DST realizes that the Government will evaluate our performance under this task order. For those tasks identified at the kick-off meeting following contract award, the COTR or designated Quality Assurance Evaluator (QAE), will follow the methods of surveillance specified in the Quality Assurance Surveillance Plan (QASP).  Government personnel will record all surveillance observations.  When an observation indicates defective performance, the COTR will require the DST employee at the site to initial the observation.  The initialing of the observation does not necessarily constitute concurrence with the observation, only acknowledgement that he or she has been made aware of defective performance. Government surveillance of tasks not listed in the SOW or by methods other than those listed in the SOW (such as provided for by the Inspection of Services clause) may occur during the performance period of this task order. Such surveillance will be done according to standard inspection procedures or other contract provisions. Any action taken by the CO as a result or surveillance will be in accordance with the terms of this task order. 

The CO may require the DST employee to meet with the CO, COTR, and other Government personnel as deemed necessary. DST may request a meeting with the CO when he or she believes such a meeting is necessary. Written minutes of any such meetings must be recorded and signed by the DST employee and the CO or contract administrator. If DST does not concur with any portion of the minutes, such nonoccurrence must be provided in writing to the CO within fourteen (14) calendar days following receipt of the minutes. 

1.1.3.2 DST’s Approach to Quality Assurance 

We begin the process by hiring the right people.  We only hire staff members qualified to exceed expectations in the roles he or she performs.  However, we recognize that even the best performers require guidance, structure, and support.  All our staff members follow a set of professional work ethics and participate in performance appraisals. We structure these performance appraisals to correlate with our corporate mission and client objectives.  

Through the implementation of these performance management protocols, and the use of highly qualified Program Managers, we are confident that we will deliver excellent results to the Veterans Administration. We will monitor the skills of our staff on a regular basis to ensure the accuracy and professionalism of their work product.  

We use quality control documentation to help monitor activity and track issues and resolutions as they occur in connection to each specific task.  These documents include, but are not limited to, Client Needs Assessment Reports, job request forms, process checklists, communication logs, project pick-up and delivery logs, customer satisfaction surveys, focus group response forms, customer complaint forms, job folder review forms, and project plans.  We will provide workflow and communication diagrams to all staff members in support of VA objectives.  This includes a triage reference chart that will quickly identify how to resolve issues that arise and effectively allocate project resources. We will provide the COTR copies of our project plans and supporting documents.  We will also seek insight from the VA to modify these documents as necessary.  

The job request forms, either currently used by VA, or developed by DST, will keep track of the scope of work, contact and alternate contact information, expected due dates, date of submission, and any additional notes the customer includes.  If a request comes to the department via fax, or e-mail, our staff will complete the job request form, file and track it accordingly, and communicate with the customer to ensure accuracy.

The process checklists are a set of documents used by our staff to ensure all tasks are complete for each project.  We will also use checklists to make certain our staff follows operational procedures as outlined in our Standard Operating Procedures Manual. We will develop this manual jointly with the VA with specific references to VA objectives.  

We will document and track in a database all project specific and work related communications into the department, regardless if the origination source is a telephone, e-mail, facsimile, or a verbal message.  We want to document these messages and requests to help us monitor activity and deliver quality products and services.  

This performance measurement process provides our management staff with data on team performance.  We measure quality, cost, and timelines.  We use benchmarks established from the incumbent and VA staff members and then modify the benchmarks to ensure that we continually improve performance and expectations.  We conduct these reviews in a proactive nature so that we can address standards issues before they become a problem.  We will analyze the situation and make necessary corrections.  We will use a random sample approach to monitor the quality and performance of our staff, records and data. We will present our findings of these random sample tests to the COTR.  

1.1.4 Customer Service

1.1.4.1 Plans to Provide Customer Service
Seasoned, best-in-class IT staff, at both managerial and operational levels, will enable DST to stand up operations at 100% functionality beginning on day one.  Our quality-focused processes and procedures will create efficiencies within the VA environment, resulting in a highly effective and responsive operation.  Our highly-capable Project Manager will provide thorough, results-driven daily management and oversight for the DST Team to ensure that service delivery meets performance standards and exceeds the VA’s expectations.   

As a proven performance-based contractor, DST offers mature and innovative business processes, cost control, and quality control techniques. Since our founding in 1994, DST has consistently provided outstanding technical and management support along with exceptional customer service, fast response, and administrative excellence. We have never lost a customer, and we have never been cited for a contractual deficiency. We have a reputation for doing what we said we would do, when we said we would do it, and our customers know we keep our word. While still a small business, DST has the intellectual heft, depth and breadth of hands-on Agency expertise and experience to add significant perspective and value to this project.

We possess stellar past performance, best-value delivery, and a strong culture of customer service. DST incorporates customer relationship management (CRM) principles into all our support contracts and performs all our work with best practices and an eye toward industry-standard capability maturity models, all to assure the highest levels of IT solutions support service to surpass Agency expectations.  

DST’s proven approaches, processes, and operating models mean best value for the VA, and a contractor you can trust. When you select DST you obtain a mission partner who shares your passion for mission success; who exercises cost discipline in every phase of the job; and whose processes, culture, and operating models will deliver effective (and when necessary, innovative) IT solutions support services.

We will provide the VA a Quality Management Plan (QCP) specifically targeted to addresses all operational factors within the VA impacting customer service.  The ultimate objective of the QCP is to provide consistent satisfaction of all VA customers because we define “quality” as meeting the needs and requirements of our customers, whether those needs have been explicitly stated or not.  To this end, we will implement a structured customer feedback program that will enable us to assess our performance from a customer point of view.  We will provide customer satisfaction surveys to the VA community on a quarterly basis upon approval by the COTR to ensure we are meeting and exceeding customer expectations. All survey results will be analyzed, discussed with the COTR, and all suggested customer changes will be reviewed.

1.1.4.2 Process for Resolving Customer Complaints

DST’s process for resolving customer complaints begins with a proactive approach to ensure that the VA environment is functioning at an optimal level at all times.  We will create an IT solutions services environment specifically targeted to the unique needs of the VA.  Quality-backed processes and procedures will be put in place that promotes 100% operational up-time.  Our highly skilled IT personnel, who are known for their expertise in the IT industry, maintain a work ethic that anticipates problems before they occur.  We will identify and initiate preventative action before the VA community will even become aware of the problem.  

In cases when a member of the VA community does encounter a problem, the DST personnel will listen to the complaint and resolve the issue as expeditiously as possible.  The VA will find, should DST be chosen to execute this contract, that our personnel are extremely polite, personable, and helpful.  We hire talent based not only on stellar skills, performance and experience, but on their ability to relate in a courteous manner to a wide range of individuals.  This philosophy has resulted in DST having a solid reputation for pristine customer service.   We routinely go above and beyond what our customers expect.  Not only will any issues be addressed by IT subject-matter experts, communication will be frequent and thorough until the problem is solved.  As a matter of routine and embedded in our QCP, a member of the DST Team will follow up with each customer who experienced a problem the day after their problem was solved.  Our follow-up call process serves as a key quality checkpoint to ensure customer satisfaction was achieved.

1.1.4.3 Escalation Process
DST, guided by our Quality Control Plan (QCP) for the VA, proposes establishing a four-tiered support structure to provide Help Desk and LAN/WAN support functions 24 hours per day, 7 days per week, 365 days per year. Tier 0 will provide automated support: we will maintain a knowledge base that allows users to search for resolution information to common problems, as well as create and open their own trouble tickets via e-mail for those that wish to. Tier 1 receives all problem calls and creates a problem ticket. Help Desk staff will provide initial call answering and log relevant information into the automated Help Desk software. Tier 1 will provide quick resolutions to simple and well-documented problems for immediate closure. Any problems that Tier 1 cannot handle will be assigned to Tier 2 or Tier 3, depending upon the scope of the problem. If Tier 1 cannot close the open ticket within a specified time, the problem will be escalated to Tier 2. Tier 2 provides support to problems requiring more technical knowledge and problems requiring a visit to a user’s site to troubleshoot the problem. Any problems Tier 2 cannot resolve will be forwarded to Tier 3 or escalated to Tier 3 if the open ticket is not closed within a specified time. Tier 3 will be staffed by senior engineers with substantial technical knowledge and will deal with complex issues that Tier 2 cannot support.

Tier 3 is responsible for remaining current on the latest technology issues and conflicts and contacting vendors and application owners to identify problem solutions. After the problem is closed, the remedy to the problem will be well-documented and incorporated into Tier 1 and Tier 2 training.

The DST Help Desk’s service delivery model is designed to provide professional, responsive end-user support for a reliable, survivable and secure IT infrastructure that supports every business need of the VA. Our solution integrates Help Desk services with the management of the network infrastructure, desktop/ system administration, and maintenance services for a seamless customer support approach that is focused and responsive to end users. Our team’s on‑site Help Desk will provide support through a single-point-of-contact for logging, tracking, and resolving all user support requests. 

We are aware that among the goals and objectives of the VA is to foresee and plan for future growth and implementation of new technology as it becomes available, as well as to provide professional and responsive IT support to the VA community. With this in mind, DST projects an inclusive set of solutions for the VA Help Desk operation from start-up and throughout the scope of contractual service. These will include training of Help Desk staff, management at all levels, establishment of VA-approved metrics based on the Agency’s standards for acceptable performance, risk analysis and mitigation, trouble ticket resolution, quality assurance (QA), systematic analysis and reporting, and maintenance of the program with customer service standards that will meet or exceed the VA’s functional contract requirements. Our team employs a rigorous continuous improvement process that enables optimization of the service delivery model being employed at the VA, and continued evaluation and improvement of processes and procedures in line with VA business requirements.

1.3 VA IT Support Services Resumes
DST is pleased to present the resumes of five excellent candidates who are all seasoned professionals in the IT industry.  Each of these individuals is well suited in terms of experience, qualification, background, demonstrated skills, certification and professional work history to fulfill the responsibilities and perform the functions as stated in VA RFP 79294 Statement of Work.  DST has continued to grow as a provider of IT Support Services because we have a reputation of hiring the right people.  We only hire staff members qualified to exceed expectations in the roles he or she performs.  
1.3.1 Help Desk Support
Help Desk Support –Minimum of five (5) years industry experience and either MCDST Certification or A+ Certification

Exhibit 1.3.1 Help Desk Resume 1

	POSITION TITLE: Help Desk

	Name: Justin Gast

	Education: Tech Data Training, Chicago, IL, The Training Camp, Orlando, FL, The Academy, Miami FL

	Cisco ID: CSCO10824759.
MCSE Certified

A+ Certified

	Experience Relevant to SOW:

5.1 Help Desk

Mr. Gast has a total of ten years of years of IT experience providing computer equipment and technology support services, including five years as the owner/technician of his own computer business.

Mr. Gast has worked on the design and construction of desktop computers, troubleshooting hardware and software, and meeting business customers’ on site needs.  Mr. Gast has performed services as a technician requiring him to install and maintain a corporate server, desktop and network systems.  He demonstrated the following skills in the accomplishment of these tasks: Installation, maintenance, and troubleshooting of Windows, Novell, and OpenBSD servers as well as the installation of desktop operating systems such as Windows 98, 2000, and XP.



	Certifications:

· Microsoft Certified Systems Administrator: Security

· Microsoft Certified Systems Engineer: Security

· Microsoft Certified System Engineer (MCSE)

· Microsoft Certified Professional
· Certified Cisco Network Professional

· Managing and Maintaining a Microsoft Windows Server 2003 Network Infrastructure

· Installing, Configuring, and Administering Microsoft Window XP Professional



	Operating Environments
Hardware: Compaq, Dell, IBM, and Gateway PC’s and Laptops, HP Printers.

Servers:  Windows NT 4.0, 2000, 2003 Novell 
Operating Systems: Windows 98, 2000 and XP

Software:  Microsoft Office ’97 Pro, 2000 Pro and XP

Internet:  TCP/IP, DHCP, IPX/SPX and DNS
Routing Protocols: RIP, RIPv2, EIGRP, OSPF, BGP
Network Device Configuration:  Cisco Router 4000, Cisco Catalyst 2900 / 3000, HP, Cisco, and 3Com Switches, Wireless Access Points, PIX Firewalls.

Network Security: VPN, PIX Firewall


	Present Position Description:

Mr. Gast is currently working as Data Processing Equipment Technician responsible for maintaining nearly one thousand laser printers and has managed to achieve a near zero down time for all lab printers.  Mr. Gast provides technical support for desktops, laptops, Macintosh computers.

	Rationale for choosing the individual for the Help Desk position

Mr. Gast has over ten years of IT industry related experience as a private business owner and more recently as a Data Processing Equipment Technician in private industry.  Mr. Gast’s credentials exceed the stated Help Desk Position requirements because in addition to the requisite A+ certification Mr. Gast has also completed Cisco and Microsoft certification to become a Cisco Certified Network Professional and Microsoft Certified System Engineer. Mr. Gast has extensive experience with creating solutions to a variety of customer computer and network related problems which make him an ideal candidate for the Help Desk position.  Mr. Gast has demonstrated ability to analyze, troubleshoot, create and implement solutions to computer, network and printer equipment problems. Mr. Gast will draw on his own relevant years of past “hands-on” experience as an IT technician and his credentials as both a Cisco Certified Professional and Microsoft Computer Systems Engineer to provide timely, accurate responses to the Veterans Administration end user.




Exhibit 1.3.1 Help Desk Resume 2

	POSITION TITLE: Help Desk

	Name: Guy Bouaka

	Education:. Bachelor’s Degree – University of Benin, Togo, MS in Telecommunication and Computer Science DePaul University, Chicago, IL

	Cisco ID: CSCO10234157

MCP ID: 1787114

A+ Certification: D6FDTT1484

	Experience Relevant to SOW:

5.1 Help Desk

Mr. Bouaka has experience providing Desktop Support for Executives and over 10,000 Users. The applications. Mr. Bouaka provided assistance as required for the following programs: Remedy, Clear Case, Clear Quest, Frame Maker, Visio Studio Development Suite, Active Perl, Tornado and many others. Running diagnostic on faulty peripherals devices Installing system board, HDD, Processor, repairing printer, Re image machine, installing network cards, Memory modules, troubleshooting Software/Hardware devices. Troubleshooting Network connectivity issues. Assist user with their Telnet sessions. Also showing leadership to other engineers by resolving problematic issues and handled training engineers in a window 2000/NT environment.
Mr. Bouaka has provided on line technical support in the telecommunications and banking industries and worked as the Lead Support Engineer for Motorola Distribution Center setting up a network for all production lines and the desktop computers and printers for 500 end users in an office area.



	Certifications:
· Microsoft Certifications towards MCSE

· Microsoft Certified Professional (2000)

· Certified Cisco Network  (CCNA)

· A+ Certification
· HP Certifications

· IBM Certifications


	Operating Environments
Hardware: Compaq, Dell, IBM and Gateway PC’s and Laptops, HP and Xerox Printers

Servers: Windows NT 4.0, 2000, 2003 Novell 4.x and 5.x

Operating Systems: Windows 9x, NT 4.0, 2000, XP

Software: Lotus Smart Suite, Microsoft Office ’97 Pro and 2000 Pro, Lotus Notes, FileMaker, Gains, Ghost, Help Desk Software (Peregrine Service Center, Tivoli, Remedy)

Internet: TCP/IP, DHCP, IPX/SPX,DNS, FTP and Telenet, TN3270

Routing Protocols:

RIP, RIPv2,EIGRP, OSPF, BGP

Network Devise Configuration: Cisco Router 4000, Cisco Catalyst 2900/3000, HP, Cisco, and 3Com

Switches, Wireless Access Points, PIX Firewalls

Network Security: VPN, PIX Firewall


	Present Position Description:

Mr. Buoaka is currently working as a Sr. Network Analyst, responsible for the maintenance of the Company network and configuration and maintenance of the Clients’ network. 



	Rationale for choosing the individual for the Help Desk position

Text for Bouaka-
Mr. Buoaka has worked as a Computer Technician, Systems Engineer, Computer Systems Analyst, Lead Support Engineer and Senior Network Analyst demonstrating his desire to accept ever increasing roles of responsibility.  

Mr. Buoaka’s eight years of experience in the IT industry and his MCSE and CCNP certifications exceed the five years minimum IT industry experience and either A+ or MCDST Certification required by the RFP Statement of Work.

Mr. Bouaka is the qualified, knowledgeable IT Help Desk Support individual the Veterans Administration can rely on to provide resolution to all technical questions and IT related problems. 


1.3.2 Network Administration
Network Administration – MCSE Certification and a minimum of five (5) years industry experience, with Cisco Certification preferred.
Exhibit 1.3.2 Network Administration Resume 
	POSITION TITLE: Network Administrator

	Name: Alex Karetnikov

	Education: The Information Management Group, Schaumburg, IL, The Aquarius Institute of Computer Sciences, Des Plaines, IL, Microhard Technologies, Inc. Chicago, IL, Oakton Community College, Des Plaines, IL. Advanced Courses in the State Engineer Institute. Moscow, Russia. BSEE. The Moscow State University, Moscow, Russia.

	Cisco ID: CSCP 10029277

MCP ID: 451608

	Experience Relevant to SOW:

5.2 Network Administration

Mr. Karetnikov has extensive Network Administration experience acquired at a number of positions of increasing responsibility over the past eight years since completing the Microsoft Certified System Engineer (MCSE) certification. Mr. Karetnikov completed Certified Cisco Network Professional coursework in 1997. He has continuously maintained and supported network service for companies with between 30 and 60 servers and 160 to 2500 users. Mr. Karetnikov has redesigned existing networks and migrated from NT to Windows Active Directory. He has managed a crew of IT support team personnel. Mr. Karetnikov created and maintained network documentation as well as creating company network policies and user instructions. 



	Certifications:

· Completed Citrix MetaFrame Presentation Server 3.0 

· Enterprise Edition training in March 2005

· Microsoft Certified System Engineer (NT & 2000)

· Microsoft Certified Professional (NT & 2000)

· Microsoft Certified Professional + Internet

· Certified Cisco Network Professional

· Certified Cisco Network Associate

· Cirtix Certified Administrator (CCA) v.5

· Cisco Network Support

· TCP/IP Administration

Programming Languages:

· Visual Basic, Qbasic,C,PLC



	System Environment:

Windows 2003 Servers, Windows 2000 Servers, WindowsXP, Windows 2000 Pro, Windows 9X, Windows NT Server/Workstation 4.0, DHCP, DNS, WINS, TCP/IP, RAS, VPN, PPP, PPTP, EIGRP, IIS, MS Exchange2003/2000, MS Exchange Server/Client5.5/5.0/4.5, Proxy 2.0, ISA, SQL 6.5, 7, 2000 Outlook 98/2000/XP, PC Enterprise, PC AnyWhere, ClickNet, Rumba, Extra, ARCserve 6.0-9.0, Disaster Recovery, Veritas Backup 9, NovaNet, Macromedia Sitespring, WebTrends, McAfee, Norton AV, Dnews, Virtual LAN, Dynamic Access Server, Token Ring 4/16, Ethernet 10/100, Hubs, Cisco, 3Com Switches, Cisco Routers, Printer servers, MS Office XP, MS Office 2000/2003, NLB, Clustering service, SAN.



	Special Skills:

Windows 2003, Windows 2000 server, Windows 2000 Pro,  Windows XP, Windows 2000 Network Security, Designing Windows 2000 Network, Exchange 2003/2000 Administration, ISA Administration, Windows NT Workstation 4.0, Networking Essentials, Windows NT Server 4.0, Windows NT Server 4.0 in the Enterprises, TCP/IP, IIS 

and Index Server, SQL Server 7/2000, SuperStack II Switch 3com 3900/9300, NetWare 5.0, 

Cisco routers support, Terminal Server 2000, 2003 and Citrix Metaframe XP, Cisco PIX 506, 515E, 525E

SonicWall Pro300 firewalls.


	Present Position Description:

Mr. Karetnikov is currently employed under contract as a Senior Network Engineer working in a mulit-domain, multi-location environment, Windows 2003/2000/NT – servers up to 60, Window XP, Windows 2000 – 2500 clients. Mr. Karetnikov is responsible for network documentation, equipment analysis, netork performance as well as infrastructure modification and support.  Additional responsibilities included:

· Crisis support, backup and disaster recovery

· SQL clustering administration and support

Current Hardware Environment:
Dell, HP Servers, Cisco Cat 6500, Cat 3350, Cat 3560, Cisco 7500, Cisco 3640, Cisco 3745. Cisco 3725, Cisco 2620, Cisco 1760



	Rationale for choosing the individual as the Network Administrator

Mr. Karetnikov has worked continuously in the IT industry for over 22 years, gaining extensive experience in every aspect of network administration and support as a Network Administrator, Network Manager, and Senior Network Engineer.  Mr. Karetnikov possesses the qualifications, background and professional certifications specified in the VA RFP Statement of Work for the Network Administrator position. Mr. Karetnikov is a certified Microsoft Computer System Engineer ( MCSE), has over five years of industry experience and is a Cisco Certified Network Professional (CCNP) which was a stated preference.

Mr. Karetnikov has demonstrated experience, possesses the skills and has completed the training and certification process (MCSE and CCNP) and has the industry experience (8+ years) required to satisfy every aspect of all of the tasks stated in the Specific Skills section 5.2 Network Administrator.




1.3.3 Database Administration
Database Administration – MCDBA (Microsoft Certified Database Administrator) and a minimum of nine (9) years experience in Database Administration
Exhibit 1.3.3 Database Administration – DST Team Leader

	POSITION TITLE: Database Administrator

	Name: William Slater, III

	Education: M.S. in Computer Information Systems, University of Phoenix 

B.S. Engineering Technology,  Memphis State University Memphis, TN

Major: Computer Systems Technology, 
Minor: Manufacturing Technology. Graduated Cum Laude

Squadron Officers School, United States Air Force
Microsoft 1560 Course: Upgrading NT 4.0 Admin Skills to Windows 2000

	Certifications:

· CISSP (No. 58749, June 20, 2004)
· SSCP  (No. 57707, April 25, 2004)

· MCSE 2000: Security 
· MCSA 2000: Security
· MCSA 2003
· MCDBA in SQL Server 2000
· MCDST in Windows XP
· MCP Windows XP
· Microsoft Certified Professional in Windows NT 3.1, No. 3585,  - June 1993
· IT Project+ , Security+ , Network+ , Server+ , A+ , I-Net+

	Computer Experience

Operating Systems: Windows Server 2003, Windows 2000 Server , Windows XP, Windows 2000 Professional, Windows NT Server, Windows Terminal Server 4.0, Citrix Metaframe 1.8, Windows NT Workstation, Windows 9x, RedHat Linux 5.2 – 7.2, Mandrake Linux 7.x – 8.x, Windows for Workgroups 3.11, Windows 3.1, MS DOS, VAX/VMS, OS/2, OS MVS, HP-UX, Sun Solaris 7 and 8.

 

Networks and Protocols: TCP/IP, Ethernet, Token Ring, IPX/SPX, HTTP, SNMP, SMTP, POP3, DNS, DHCP, NetBEUI, DLC, RAS, PPTP, PPP, IPSec, EAP, MS-CHAP v1 & v2, RDP, Xmodem

 

Hardware: Servers from these vendors: IBM, HP, COMPAQ, Dell Servers, Digital, and Cobalt; IBM-PC Compatibles from 8088 to Pentium IV Also Cisco VPN Concentrators, HP-UX RISC Workstations, VAX, RAID 0, 1, and RAID 5 disk arrays, Network Interface Cards, Modems, Switches, Hubs, SCSI, IBM 30XX, Tape drives (DAT, QIC, OnStream, etc.)

 

Software and Utilities:  BP Global Change Management System (GCMS), TCP/IP, SNORT 2.1, Samba Server, DNS, DHCP, WINS, Active Directory Services, FTP Server, NMAP, MS Exchange Server, MS Internet Information Server, HP OpenView Tools: ManageX, Network Node Manager, Network Associates Sniffer, Desktop Administrator, Exchange Manager for ManageX, MS FrontPage, ASP with VBScript, Javascript, Compaq Insight Manager, Citrix Metaframe, Citrix Nfuse, Visio, Compaq Workflow Expeditor, MS Personal Web Server, MS Internet Explorer, MS Word, MS Access, MS Excel, MS PowerPoint, MS Project, PaintShop Pro, Netscape Navigator, MS Outlook, Norton System Professional, ODBC, Norton Anti-Virus, McAfee VirusScan,, BackupExec, CA ArcServIT, TSO/ISPF, WS_FTP32, Lotus Notes.

 

Databases: MS SQL Server 2000, Oracle, Oracle Rdb, MS Access, PARADOX, IDMS/R, SQL Anywhere

	Experience Relevant to SOW:

5.3 Database Administrator

Mr. Slater has over twenty years of experience as a Network Administrator and is a certified MCDBA in SQL Server 2000. Mr. Slater’s certifications and work experience meet and exceed the requirements In the VA IT Support Services RFP Statement of Work which is MCDBA certified with at least 9 years of experience.

Mr. Slater has extensive experience in the IT industry as a Database Analyst, Database Administrator, Systems Administrator and Senior Systems Technical Consultant.  Mr. Slater through his ongoing pursuit of certifications and IT training has demonstrated that he is capable of growing and changing at the same pace as the IT industry.

	Continuing Professional Training:

· Presently enrolled in the MS in Computer Information Systems graduate program at the University of Phoenix, since January 2003.

· Active Server Page Developer’s Conferences, November 1998, and October 1999

· Introduction to Cisco Routers and IOS, January 1999

· HP OpenView ManageX Training and HP OpenView Network Node Manager Training, September 1998

	Professional Accomplishments:

· Nominated for a 2003 BP Digital Business Helios Award for Excellence in Data Center Management – Re-centralizing the Management of the Naperville Data Center
· Wrote one of the first articles that demonstrates the use of FrontPage 2000 and Access 2000 to create web database applications without programming. Web Techniques Sept. 99
· Mentored several younger people who became successful IT workers. Wrote the world’s very first published article advocating Windows NT Workstation as Client in a production Client/Server environment. It was published in NT Developer Journal, Nov. 1993.
· Organized and formed the Chicago Chapter of the Internet Society (www.isoc-chicago.org) and served as this organization’s first president since October 1998. Prepare technical presentations and lead meetings in about seven or eight of 12 meetings each year.

	Present Position Description:

Mr. Slater is currently employed as System Administrator with responsibilities in three major areas:

1) Data Center Manager for BP Naperville’s Data Center that houses over 135 Servers (Windows Server 2003, Windows 2000 Server, Solaris,) as well as a network infrastructure that forms one of the largest hubs in North America, and also responsibilities for three nearby satellite Data Centers, 

2) Change Management Coordinator for a nationwide region comprised of 67 sites, and scores of servers, routers, switches, scores of WAN Circuits, etc.

 3) System Engineer on one of the world’s largest Active Directory domain networks (over 2000 servers total, distributed globally). Technologies used: SQL Server, MS Access 2000, NT Server 4.0, Windows 2000 Server and Windows 2000 Professional, IIS, FrontPage 2000, HTML, Windows Terminal Services, PCAnywhere, etc. scripting, in Perl, VBScript, and KIXStart

	Rationale for choosing the individual as the Database Administrator

Mr. Slater has worked in the IT industry for over 22 years, gaining extensive experience in every aspect of database administration as a Database Analyst, Principle Software Specialist, Senior Architect Integration Engineer, Senior Technical Consultant, Database Administrator and Systems Administrator.

Mr. Slater has pursued a parallel career path in the IT industry as a certified instructor teaching computer and network technology courses to IT Managers addressing real world issues that involve the application of Information Technology.  Mr. Slater is currently teaching classes in MCSE 2003 Certification.

Mr. Slater has been selected by DST to fulfill the responsibility of Team Leader for the DST staff assigned to the VA in addition to his primary duties as the Database Administrator.  His years of experience as a Business Development Consultant and Senior Technical Consultant will prove to be an invaluable asset in coordination and execution of the management plan for the VA IT Support Services.

Mr. Slater’s work history, extensive training, certifications and demonstrated superior capabilities in the Database Administration field make him the perfect candidate to fulfill the requirements of VA IT Support Services contract.




1.3.4 Developing / Programming
Developing/Programming – for design and document requirements, require a minimum of five (5) years industry experience and extensive, practical experience in using Visual Studio.Net along with emphasis on using VB.NET, and MCAD certification preferred; for development /programming requirements, require eight plus years of industry experience in developing, securing, maintaining and implementing quality applications and extensive, practical experience in using Visual Studio.Net along with emphasis on using VB.NET, and MCAD certification preferred.

Exhibit 1.3.4 Developing/Programming Resume

	POSITION TITLE:  Developer/ Programmer

	Name: Anna Turovsky

	Education: MS with Honors (5.0 GPA) in Technical Design of Garments, Kharkov School of Garment Design, Ukraine, Kharkov;

MS with Honors (4.85 GPA) in Mechanical Engineering, Minor in Computer Science, Kharkov Polytechnic University, Ukraine, Kharkov

	Experience Relevant to SOW:

5.4 Developer/Programmer

Ms. Turovsky is a highly skilled professional with over 6 years of IT experience in addition to many years of engineering experience. Ms. Turovsky has performed multiple roles including Senior Web Developer, Software Engineer and Programmer/Analyst in a variety of industries. She specializes in Visual Basic, VB.NET, SQL Server, T-SQL, ASP, ASP.NET, JavaScript, VBScript, HTML, DHTML, XML and has substantial experience in finance, insurance, transportation, warehousing, engineering, manufacturing, garment design and retail industry business processes. Experienced in full System Development Life Cycle (SDLC), including gathering end-user requirements, coding, database design, GUI design, testing, debugging, documentation, implementation, maintenance and support of business applications.  Result oriented, strong analytical, mathematical and organizational skills. Able to prioritize and handle multiple projects simultaneously. Self-motivated, energetic and adaptable with proven success in diversified industries. Excellent ability to learn and successfully use new tools and environments. Efficient and friendly team player with great communication and interpersonal skills.

	Certifications:

· Microsoft .Net for Developers

· Visual Studio.NET

· Visual InterDev.NET

· VB.NET,

· ASP.NET

· ADO.NET

· E-Commerce and Web development using Microsoft Visual Studio 6.0

Advanced courses in Visual Basic, SQL Server, Access

	Computer Skills:

Programming Languages: Visual Basic 6.0 / VB.NET, VBA, SQL 2000/7.0/6.5, T-SQL, VBScript, JavaScript, ASP / ASP.NET, HTML, DHTML, XML, CSS
Technologies: OOP, ActiveX, COM/DCOM, ADO / ADO.NET, OLE, ODBC, DAO, IIS,  MTS / COM+,  Win32 API
Databases: MS SQL Server 2000/7.0/6.5, MS Access 2002/2000/97, Oracle 8i
Software and Tools: MS Visual Studio 6.0/.NET: Visual InterDev 6.0/.NET, Visual SourceSafe; FrontPage 
MS Office 2000: Excel, Word; Photoshop, AutoCAD, KaratCAD, Microdynamics CAD/PDS
Operating Systems: MS Windows XP/ME/2000/NT/98/95, MS DOS
Hardware: IBM PC Compatible
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