A.3.14
Deliverable Reports and Documents (SOW D, 14)

MILVETS follows a standardized preparation, review, and quality control process for the development and quality control of deliverable documents and reports.  

Waiting for the write-up and GRAPHIC from BOB COOPER
All VA ORM IT Support contract documents and reports will receive final review and then be submitted in both electronic and hard-copy format to:

Mr. Kevin Thomas 

1575 Eye Street, 10th Floor 

Washington DC 20005 

Kevin.thomas@va.gov
One Time Documents (SOW D, 14, a)

The MILVETS team will prepare the following one-time documents in draft form to the VA ORM  PM utilizing the schedule referenced in the table below.  Upon review and any changes by the VA ORM, we will finalize each document and deliver a formal copy both in hard-copy and electronic format.  Periodic review and updates will be made to each document as required, and when operational process changes or efficiencies are encountered during performance of the VA ORM IT Support contract. 

	One Time Documents

	Deliverable Type
	Due
	Updates

	Staffing Plan
	3DACA
	As Necessary

	Help Desk Policy
	3DACA
	As Necessary

	Disaster Recovery / Contingency Operation Plan (COOP)
	30DACA
	Periodically as Necessary

	Standard Operating Procedures (SOP)
	30 DACA
	Periodically as Necessary

	Concept of Operation (CONOPS)
	30 DACA
	Periodically as Necessary

	As-Built Drawings and Configuration Management Documents
	60 DACA
	As Necessary


Monthly Reports (SOW D, 14, b)

The MILVETS team will submit at the first of every month (within 5 working days of the first day of the month) the status and performance reports referenced in the table below.  We will utilize a standardized report structure and collaborate with the VA ORM ITSD staff and government Program Manager to identify specific desired information to be tracked from the Help Desk and each individual task or project to be completed.  Our VA ORM IT Support Project Manager and Task Leaders will utilize data currently tracked in addition to any VA ORM desired data when develop reporting formats tailored to the management requirements of the VA ORM.  This collaborative approach to tracking information and data collection will benefit the VA ORM by compiling meaningful data and trend analysis; providing a greater understanding of the IT operations environment and enhancing effective decision-making by the VA ORM and management staff.

	Monthly Reporting

	Report Type
	Due
	Information Required

	Status Reports
	Monthly, Within 5 working days of the first day of each month
	· As related to IT Support Task or Project

· Collaborative Report.  Development with VA ORM PM and ITSD staff

	SLA Performance Reports
	60DACA

Monthly, Within 5 working days of the first day of each month
	· As related to IT Support Task or Project

Include:

· Technical Effectiveness

· Timeliness

· Management Effectiveness

· Customer Satisfaction

	Help Desk Trend Analysis Reports
	60DACA

Monthly, Within 5 working days of the first day of each month
	Help Desk Reporting Types 


Quarterly Reports (SOW D, 14, c)

The MILVETS Team will submit at the 1st of every quarter (within 5 working days of the 1st day of the beginning of the quarter) the following quarterly reports referenced in the table below:

	Quarterly Reporting

	Report Type
	Due
	Information Required

	Software Asset Report
	Quarterly, Within 5 working days of the first day of the beginning of the quarter
	Template provided by the VA ORM ITSD

	Hardware Asset Report
	Quarterly, Within 5 working days of the first day of the beginning of the quarter
	Template provided by the VA ORM ITSD


A.4
General Requirements (SOW C)

The MILVETS Team will provide on-site technical personnel at 1575 Eye Street, Suite 10000, Washington DC 20005 to support VA ORM users nationwide.  

We need a little staffing capability paragraph here.  Mention incumbent capture of the current help Desk staff and any other staff that VA ORM would like to retain
MILVETS Team VA ORM IT Support contract staff will consist of the following:

· Project Manager

· Interface with the government to set priorities for specific goals and objectives; oversee the day-to-day execution of the government’s program; and provide IT consultative and administrative support 

· IT Business Analyst

· Research new technologies, compile and analyze data for delivery to the government; and produce project plans and program justifications for new initiatives 

· Centralized Help Desk

· Staffed with subject matter experts who have expertise and experience in Microsoft Windows 2003 Client and Server environments; Active Directory, MS Office Suite 2003; and the software packages used by VA ORM

· Additional Subject Matter Experts

· As necessary to consult with the government on new technology solutions and to execute the requirements of this SOW. 

We understand that the VA ORM will provide:

· Adequate space and all equipment needed to accommodate on-site staff in the performance of their duties

· Toll-free phone number or extension for users to call for any desktop problem 

A.5
Contracting and Administration Authority (SOW E)

Shouldn’t this go in the cost prop??? What is it doing in the SOW???  Ck with Bob Fier
MILVETS understands the government CO will be the only person authorized to approve changes or modify any of the requirements under the VA ORM IT Support contract. Additionally, we understand that any request for change or modification must be submitted directly to the CO.  We will not effect any contract changes or modifications without the permission of the CO.

All requests for modification of the VA ORM IT Support contract will be submitted to the Contracting Officer, Department of Veterans Affairs, Central Office, Acquisition Operations Service (049A3A), 810 Vermont Avenue, NW, Washington, DC, 20420.
MILVETS will interface with the government Project Manager appointed by the CO for all VA ORM IT Support contract day-to-day technical aspects.  All contractual questions or problems will be brought to the immediate attention of the CO for resolution

A.6
Charging and Invoicing (SOW F)

Again, should be in the Cost Prop with Bob Fier stuff.
MILVETS will submit an original copy standardized invoice referencing the GSA contract number, the purchase order number, complete corporate address remittance information, invoice date, description of service, price and quantity of property and services actually delivered or rendered to the following address for payment:

Department of Veterans Affairs Certified Invoices Financial Services Center (FSC) P.O. Box 149971 Austin, TX 78772 FAX (512) 460-5432 1-877-353-9791

A copy of each invoice will also be submitted to the ORM Project Manager as follows: 

Department of Veterans Affairs Office of Resolution Management ITS (08) 1575 Eye Street N.W., 10th Floor Washington, D.C. 20005 Attn: Mr. Kevin T. Thomas

We understand that payments will be made monthly in arrears after acceptance of each VA ORM IT Support contract deliverable.

A.7
Contractor Personnel Security Requirements (SOW G)

Security

The MILVETS Team will ensure that employees and subcontractor personnel who require access to the Department of Veterans Affairs' computer systems be the subject of a background investigation and must receive a favorable adjudication from the VA Office of Security and Law Enforcement.   We understand that if the investigation is not completed prior to the start date of the contract, the employee may work on the VA ORM IT Support contract while the security clearance is being processed. The MILVETS Team will be responsible for the actions of those individuals we provide to perform work for VA. 

MILVETS Team personnel performing work under this contract will satisfy all requirements for appropriate security eligibility in dealing with access to sensitive information and information systems belonging to or being used on behalf of the Department of Veterans Affairs. To satisfy the requirements of the Department of Veterans Affairs, a National Agency Check with Written Inquiries Background Investigation will be conducted on each employee.    We understand that the VA will provide appropriate Background Investigation (BI) forms upon award of the VA ORM IT Support contract.  MILVETS Team employees will complete and return BI forms to the VA Office of Security and Law Enforcement (OSL&E) within 30 days for processing.

The MILVETS Team will be responsible for all costs associated with obtaining clearances for all identified work personnel.  Additionally, we will be responsible for the actions of all individuals provided to work for the VA under the ORM IT Support contract. In the event that damages arise from work performed by MILVETS Team provided personnel, under the auspices of the VA ORM IT Support contract, the MILVETS Team will be responsible for all resources necessary to remedy the incident.

All MILVETS Team employees and subcontractors under this contract will complete the VA’s on-line Security Awareness Training Course and the Privacy Awareness Training Course annually. We will provide signed certifications of completion to the CO during each year of the contract.

All personnel requiring access to the VA ORM computer systems will be prescreened to ensure they maintain a U.S. citizenship and are able to read, write, speak and understand the English language. 

After contract award and prior to contract performance, the MILVETS Team will provide the following information to the CO: 

· List of names of personnel

· Social Security Number of personnel

· Home address of personnel 

When notified of an unfavorable determination by the Government, the MILVETS Team will withdraw the employee from consideration from working under the VA ORM IT Support contract.

Confidentiality and Nondisclosure 

No data or information of material related to the VA ORM IT Support contract will be published or released without the express permission of the Department of Veterans Affairs. 

Government Responsibilities 

We understand that the A Office of Security and Law Enforcement will provide the necessary forms to  MILVETS or to the MILVETS employees after receiving a list of names and addresses. Upon receipt, the VA Office of Security and Law Enforcement will review the completed forms for accuracy and forward the forms to OPM to conduct the background investigation. The VA facility will pay for investigations conducted by the Office of Personnel Management (OPM) in advance. In these instances, MILVETS will reimburse the VA facility within 30 days. The VA Office of Security and Law Enforcement will notify the CO and MILVETS after adjudicating the results of the background investigations received from OPM.

A.8
Other Instructions (SOW H)

Contractor Quality Control (SOW H, a)

MILVETS prides itself in the quality of our work.  Quality Control is integrated into each of our projects from the beginning.  As part of our VA ORM IT Support, we will establish and maintain a complete quality control program. MILVETS Team quality assurance and inspections will be independent of those performed by the Government.  We will perform inspections prior to requesting acceptance of our work by the Government. Our VA ORM Project Manager will attend meetings with the Government Program Manager and other Government personnel, as necessary, to resolve quality considerations and problems that may arise in the course of the work. The MILVETS Team will assure continuous quality improvement in services and technology, and report on improvements in service and technology that could be implemented, as identified. We will assure that customers are satisfied with the quality of service by conducting independent reviews or surveys, or other methods determined appropriate to validate customer complaints.

Need a nice, brief boiler-plate Quality Control/Assurance/Inspections/Independent Customer Service Survey write-up here, with a GRAPHIC of the process….
