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Social Security Administration
Volume I – Technical Proposal

Engineering Support Services

Section 1 – Relevant Experience


1.
RELEVANT EXPERIENCE

Our comprehensive Team MILVETS/Lockheed Martin experience and proven performance within the SSA Information Technology environment gives us the unparalleled knowledge and understanding necessary to meet or exceed the task requirements of the SSA ESS program 

Team MILVETS/Lockheed Martin has been a provider of Information Technology (IT) support services to the Social Security Administration (SSA) offices and strategic initiatives for a combined total of 25 years. We are exceptionally proud of our long-term relationship Team MILVETS/Lockheed Martin has established with the SSA. Our professionals have produced outstanding achievements in IT, quality, and performance. Our intimate understanding of the SSA and OTSO missions, NCC, challenges, and culture; our proven ability to deliver results on some of SSA’s biggest IT projects, and our extensive relevant and similar performance on large Federal contracts positions Team MILVETS/Lockheed Martin is the best team to provide support services for the SSA ESS program.

We have developed a legacy partnership with the SSA and are committed to continuing the partnership with OTSO to ensure the availability, scalability, security, and operability of the SSA mainframe, distributed, and telecommunications environments. We offer the combined knowledge of our staff and management currently supporting the AWSSC, the expertise of our team supporting the SSA NCC and Document Management Architecture (DMA), and our staff supporting multiple Section 508 compliance tasks throughout SSA. We also have the distinction of being the first Service-Disabled Veteran-Owned Small Business (SDVOSB) to hold a prime contract at SSA. The experience, commitment to partnership, and expertise we currently have within SSA, as shown in our relevant contract examples to follow, will demonstrate the unmatched knowledge, responsiveness, capability, flexibility, and customer commitment that Team MILVETS/Lockheed Martin will bring to the SSA ESS program.

Our tenure and intimate knowledge of the SSA mission, organization, technology, culture, and challenges is invaluable when working side-by-side with SSA to successfully accomplish ongoing and future projects supporting SSA initiatives and strategic goals. We have had the opportunity to develop this knowledge and understanding of the SSA over the past 25 years by providing varying levels of support services to almost each and every SSA office and operational organization, including direct involvement and support of strategic initiatives, such as:

· Electronic Disability (eDib)
· Accelerated Electronic Disability (AeDib)
· Disability Service Improvement (DSI)
· DMA Deployment
· Medicare (multiple projects)
· Social Security Unified Measurement System/Managerial Cost Accountability System (SUMS/MCAS)

· Section 508 initiatives in multiple offices
· A Document Accessibility Program for Training (ADAPT) Conversion Utility
· Reasonable Accommodation Wizard
· Starz and Stripes-The Next Generation (SSTNG)

· Web Services

· Usability

· WebSphere

· EME/eData

· eWork

· Enterprise Architecture

· Strategic Planning.

We understand the critical nature of this scope of work to SSA and offer OTSO a minimal-risk transition for the operation of this important program. Our purpose in the SSA ESS program will be to continue providing highly skilled, expert engineering support services and to apply specific computer systems expertise to the solution of particular issues critical to the successful operation of SSA and in meeting its goals and mission. In completing ESS tasks, we will continue to leverage our broad SSA experience and to consider SSA’s infrastructure, business practices and policies, personnel and existing Agency culture. The support services and partnership commitment Team MILVETS/Lockheed Martin proposes to continue under the SSA ESS program will ensure the achievement of critical tasks of various SSA initiatives under the Agency Strategic Plan (ASP) and Information Resources Management Strategic Plan (IRM).

As part of our long-standing support of Information Technology at SSA, MILVETS, as an SDVOSB, and both MILVETS and Lockheed Martin as current employers of people with disabilities and veterans with disabilities, have always applauded the importance the SSA places on ensuring equal or equivalent access to Information Technology for ALL. We have been fortunate to have been afforded an opportunity to “partner” with SSA in the delivery of solutions and value propositions that result in assisting SSA efforts to achieve Section 508 compliance and SSA Best Practices for Accessibility. We currently support the Office of Automation Support (OAS), the Office of Civil Rights and Equal Opportunity (OCREO), and recently supported the Office of Employment Support Programs (OESP) and Office of Training (OT) with Section 508/Accessibility/Usability professionals and expertise. We have the responsibility of providing the SSA Operations Branch with front-line JAWS Scripting expertise along with Level 4 Help Desk support for Section 508/Accessibility/Usability. In addition, we currently provide the SSA with Remediation/Re-engineering/Deficiency Correction support services. Our personnel have proven expertly qualified and prepared to both educate and assist SSA staff and contractors in producing future versions of EIT products that meet Section 508 compliance, accessibility, and SSA usability standards.

Our experience relevant to the SSA ESS Mainframe, Distributed Computing, and Telecommunications requirements scope continues with discussions of our multiple tasking and extensive support services on the Navy Marine Corps Intranet (NMCI), Bureau of Alcohol Tobacco and Firearms National Tracing Center (BATF, NTC), Social Security Administration (SSA) Agency Wide Support Services Contract (AWSSC), Department of Defense (DoD) Information Technology Agency (ITA), and National Aeronautics and Space Administration (NASA) Outsourcing Desktop Initiative for NASA (ODIN) contracts seen in Sections 1.1-1.5 to follow. A summary of our matching relevant work on these contracts may be seen in Exhibit 
1-1, Team MILVETS/Lockheed Martin Relevant Experience. This Exhibit clearly demonstrates our strength in areas of experience matching SSA ESS tasks. Our capacity to meet or exceed SSA requirements and expectations to manage and deliver support services for SSA ESS program tasks will be clearly apparent upon review of the similar size and scope contract descriptions in Sections 1.1-1.5 and their specific Statements of Work provided as Attachments A, B, C, D, and E to this proposal. In addition to the capability and capacity of Team MILVETS/Lockheed Martin to support SSA ESS tasks, our experience providing similar support services and management for the NMCI, BATF, SSA AWSSC, DoD ITA, and NASA ODIN contracts will allow us the opportunity to transfer valuable proven knowledge, processes, methodologies, and lessons-learned to the SSA OTSO.
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Exhibit 1-1. Team MILVETS/Lockheed Martin Relevant Experience. This Team’s experience with every aspect of IT support provides SSA with the depth and breadth of experience necessary to perform on the SSA Engineering Support Services Contract.

Team MILVETS/Lockheed Martin personnel support and provide service and management activities for multiple client challenges and initiatives in Mainframe, Distributed Computing, and Telecommunications environments similar to SSA, such as, but not limited to:
Mainframe Operations 

· Install and test, implement and maintain latest mainframe and CICS product releases

· Perform system software problem tracking and resolution, including dump analysis

· Provide support for development and maintenance of batch and online CICS COBOL command-level programs

· Support various development projects

· Perform analysis and provide detailed results and recommendations

· Determine performance and tuning techniques

· Troubleshoot hardware and software

· Perform active monitoring of CICS, DB2, IDMS, and WebSphere subsystems using Omegamon and OmegaView tools

· Troubleshoot, analyze and provide solutions to problems

· Evaluate Ad Hoc third party software

· Perform on-line monitoring using existing tools and provide detailed analysis

· Provide support for the latest version of CICS-related vendor software products such as InterTest, BMS/TS, QAHiperstation, CEMT Batch, and others

· Analyze the impact of new releases of CICS system software and make recommendations on the most efficient ways to deal with the resulting changes

· Provide support and develop procedures defining the proper use of the Connect:Direct data transfer tool

· Provide client support for 3270 emulation software accessed through RLA

· Develop scripts and/or reconfigure software to resolve problems

· Generate and monitor reports on software installations in SSA field offices

· Section 508 compliance, remediation, and support for applications and electronic documents

· Participate and manage the configuration control of monthly changes to the systems configurations and assess the impact on the user

· Performance-based delivery and management

· Knowledge transfer to SSA personnel

· Provide problem determination support 

· Document all activities.

Distributed Computing 

· Knowledge of various operating systems such as Mainframe, Unix and Windows

· Serve as liaison with other SSA management, users, Government Agencies, and the private sector

· Provide extensive Internet e-mail and MS Exchange architecture and infrastructure support

· Develop scripts and/or reconfigure software and generate and monitor reports on software installations in field offices
· Participate in the configuration control of monthly changes to the LAN/WAN configuration and assess the impact on the network and user.
· Troubleshoot all LAN/WAN issues
· Implement website enhancements and design changes or enhancements

· Provide support for SMS and HP OpenView Radia software patches and new product version deployments

· Provide support for design, customization, and implementation of  Microsoft Operations Manager (MOM) and associated components 

· Understand how to integrate new systems designs that involve multiple platforms

· Support the design, development, testing and debugging of automated install procedures for SSA applications and other COTS applications

· Section 508 compliance, remediation, and support for web, applications, and electronic documents

· Performance-based delivery and management

· Knowledge transfer to SSA personnel

· Provide problem determination support

· Document all activities.

Telecommunications Operations 

· Support file transfer software

· Research and test possible new communications products and packages

· Install, test, implement and maintain vendor software products that interface with communications software

· Perform active monitoring and diagnostics of network resources using CiscoWorks and Network General Sniffer tools

· Perform in-depth communications software problem tracking and resolution, including dump analysis

· Support connectivity requirements for the various agency client-server platforms

· Identify operational areas, procedures and routines that are candidates for network and/or systems automation and expert systems

· Coordinate, implement and support network connections to external business partners

· Performance-based delivery and management

· Knowledge transfer to SSA personnel

· Provide problem determination support

· Document all activities.

Team MILVETS/Lockheed Martin’s record of outstanding performance at SSA and our successful past experience with project management and systems engineering in numerous similar data center operations provides us with the processes, methodologies, and hands-on experience needed to mitigate risk and guarantee success. Our practices and lessons-learned will ensure the successful operation of the ESS contract. The following contract examples from MILVETS and Lockheed Martin clearly demonstrate our commitment to our customers and successful delivery experiences on similar contracts of size and scope. We are confident that Team MILVETS/Lockheed Martin possesses an unmatched combination of the skills, knowledge, and resources necessary to ensure the success of the SSA ESS program. We will partner with SSA OTSO to develop a world-class capability and a foundation for future generations of SSA applications. Team MILVETS/Lockheed Martin is committed to assisting SSA in each of the Task Order 0001 areas, ensuring SSA’s complete success in this mission.

1.1 MILVETS / Navy Marine Corps Intranet (NMCI)

Team MILVETS/Lockheed Martin will ensure quality products are deployed, provide flexible solutions, and create advantage for SSA to meet the needs of rapidly-changing requirements.

MILVETS is currently supporting the Department of Navy and Marine Corps as a subcontractor to Electronic Data Systems (EDS) on the NMCI contract. MILVETS has over 85 MILVETS technical personnel supporting the NMCI Intranet, which is a comprehensive, enterprise-wide initiative providing full range network-based information services available for day-to-day activities in wartime and peacetime. NMCI provides the Navy and Marine Corps with secure, universal access to integrated voice, video, and data communications, allows pier-side connectivity to Navy vessels in port, and links more than 400,000 desktops across the United States as well as sites in Puerto Rico, Iceland, Guantanamo Bay, Cuba, and Japan. 

MILVETS supports the NMCI Information Strike Force (ISF) Network Operations Center (NOC) 24 hours a day, 7 days a week. MILVETS supports the NMCI ISF Help Desk using Dell Optiplex workstations in Norfolk and Quantico, VA and San Diego, CA. The Help Desk support maintains customer service satisfaction levels in accordance with Government established Service Level Agreements (SLAs) for Latitude and Inspiron laptops. MILVETS provided hardware/software desktop validation support and certification for more than 360,000 workstations at locations in Washington Navy Yard, Pentagon, Naval Observatory, Crystal City, Virginia, San Diego, California, Patuxent Naval Station, Maryland, and Andrews Air Force Base (AFB), Maryland. MILVETS also performed test and evaluation, software quality assurance, Remedy Database administration, Novadigm remote administration, and complete installation of end user software transitioning from legacy applications to the current Windows 2000 environment, in support of the defense forces. NMCI will also be evaluating Windows upgrades in the future. MILVETS PC Repair Field Service Technicians support NMCI workstations throughout the United States. These technicians provide technical refresh as well as monitor, maintain, and repair Dell hardware and Microsoft software products and are on call 24 hours a day, 7 days a week. 

Our comprehensive systems and support experience on the NMCI contract will bring extensive knowledge and lessons-learned in data-center, distributed IT, and telecommunications environments, as well as, proven operating processes and practices to the support of the SSA ESS program. Team MILVETS/Lockheed Martin will apply and transfer these lessons to our ESS program management and task support. The NMCI contract continues to develop our experience with environments and systems similar in technology, size, and scope to that of the SSA ESS requirements. Exhibit 1-2 provides a brief overview and relevancy comparison of the NMCI contract support to the SSA ESS program requirements. 

	SSA ESS Relevancy Criteria
	NMCI Contract

	Entity that is of like size to SSA as measured by number of users supported?
	Yes. Dept of Navy and Marine Corps NMCI support encompasses 400,000 users 

	Computer operating system environment of like size, complexity, and geographic scope to SSA?
	Yes. Network Operations Center (NOC) support, 24 hours a day, 7 days a week, Multiple Operating Systems and Information Technology environments, NMCI ISF Help Desk,  1000+ Exchange servers throughout the network, 1000+ VLANS, 400,000 desktops across the United States as well as sites in Puerto Rico, Iceland, Guantanamo Bay, Cuba, and Japan, .

	Work year requirements of like numbers to those planned under SSA ESS?
	Yes. There are currently over 85 employees actively engaged on the 10-year contract

	Similar length as SSA ESS (i.e.:  Long-term)?
	Yes. Original contract period 2000-2006, recently extended through 2010.

	Recruitment required within a contractually specified time period from the issuance of a task?
	Yes. Typically 30 days

	Recruiting required for multiple work years in multiple labor categories?
	Yes. Currently 85 employees in 2006 and 20 labor categories on the 5-year contract and 5-year renewal


Exhibit 1-2. NMCI Contract Relevancy and Similarity to SSA ESS Requirements. Contract discussions in Sections 1.1.1-1.1.5, the attached NMCI Statement of Work (Attachment A), and Section 2.1 (NMCI Past Performance) provide supporting contract work descriptions, performance, and other relevant supporting information.
The following describes MILVETS functional task areas in support of NMCI Network Operations and the Help Desk. 

Demonstrated proficiency in the following technical areas:

· Call Center Ticketing System (Remedy)

· Call Center Phone System (Aspect)

· Microsoft Office Suite

· Internet and Browser usage

· E-mail products

· Operating System/Networking/Hardware troubleshooting.

Demonstrated proficiency in the following professional areas:

· Strong written and verbal communication skills

· Ability to multi task in a fast paced environment

· Detail oriented

· Effective time management skills

· Keyboarding skills

· Maturity and general business knowledge 

· Strong desire and enthusiasm to learn

· Strong customer care skills. 

Job responsibilities are, but are not limited to: 

· Ability to log, track, resolve, dispatch, and reroute calls through to resolution using EDS Help Desk procedures

· Ability to act as single point of contact for user community

· Ability to interact via telephone with clients and corporate personnel to perform diagnostics and resolution of technical problems

· Ability to enter data into a client request management system

· Ability to manage client requests from point of contact to closure

· Ability to document procedures, correctives actions, and update knowledge base system

· Provide technical troubleshooting and configuration support for client desktop and networking environment which may include:

· Interface with Tools such as Remedy, Tivoli, Aspect and Internet Browsers.

· Microsoft Windows 2000

· Microsoft Windows Exchange and Outlook 2000

· Provide PC software and hardware troubleshooting 

· Possess an understanding of LAN/WAN technologies and protocols

· Perform password resets 

· Identify responsible group for problem resolution and escalation when necessary

· Interface with system administrator

· Interface with Network Operating Center (NOC)  

· Ability to work in a team environment

· Ability to communicate effectively

· Ability to meet and/or exceed established service level agreements (SLAs).

MILVETS provides multi-tiered support in all areas of E-mail operations including, but not limited to:

· Daily support in the maintenance and upgrade of enterprise Clustered Exchange servers

· 24 hours a day, 7 days a week support for all Navy/DON end user issues pertaining to Outlook and email client configuration

· Performance monitoring of servers and recommending new solutions for the NMCI network based on performance data

· Maintaining web access and client access to over 1,000 exchange servers throughout the network.

MILVETS records and documents all levels of activities to the centralized Remedy database as well as develops enterprise standard operating procedures.

MILVETS subject matter experts implemented and managed a state-of-the-art test lab to determine the viability of legacy applications transitioning to the NMCI Windows 2000 environment. Certification processes involved testing, group policy object changes, application reengineering, packaging, security accreditation support and tight configuration management control. Additionally, MILVETS staff worked extensively with various Navy and Marine Corps customers to gather requirements, build virtual workspaces, and train and implement the web-based collaboration tool eRoom.

MILVETS staff assisted in the initial charter of building an enterprise-wide Knowledge Management capability to support e-collaboration, e-content management, automated workflow, data mining, and e-commerce. They also worked jointly with the Navy and various portfolios within the Information Strike Force to produce a large-scale Application Resource Guide for developers within the NMCI environment and they assisted in the development of a Process Working Group (PWG) tasked to implement consistent standards for process documentation, change management, measurement and quality assurance. MILVETS staff designed PKI infrastructure in complete compliance with DoD security regulations and were subsequently selected to represent the CFO to a US Department of the Navy Information Architecture Study Group. In a collaborative effort, MILVETS established the NMCI Asset Management Process, valued in excess of $6 billion over five years, and were selected to participate in the Government’s project, Executive Office e-commerce Tiger Team to devise and implement new and innovative business practice protocols.
MILVETS performed engineering analysis and design tradeoffs by testing COTS products. MILVETS performed remote installation procedures using Radia in response to new deployments and end user issues. MILVETS maintains documents per SOP for all testing, implementation, and troubleshooting in regards to all development and deployment activities. MILVETS participates in the Site Solution Engineering and Security Working Group initiative to develop solution sets that mitigate risk and enable COTS and NDI products to transition to NMCI.
MILVETS administrators have configured and maintained support for voice, data and video equipment. MILVETS support administrators also provide multi-tiered support for BlackBerry services in the areas of troubleshooting network, desktop and configuration issues for customers throughout the Navy and Military services. MILVETS administrators maintain two Blackberry BES servers servicing thousands of the handheld portable devices. MILVETS develops procedures for support and works with vendors to ensure timely resolution of issues arising from customer concerns and problems. We also support VTC conferences, scheduling and troubleshoot end user issues, and we maintain documentation for all VTC issues in Remedy.
1.1.1
How Well We Have Satisfied Customers Needs

MILVETS has supported EDS on the NMCI contract since its inception in 2000. MILVETS has over 85 MILVETS technical personnel currently supporting the NMCI Intranet. What may be the best testament to how well we have supported our customer is the fact that EDS has hired over 70 of MILVETS employees over the six years of support.

The following list highlights MILVETS staff customer service experience for functional task areas in support of NMCI Network Operations and the Help Desk. We have demonstrated our ability to:  

· Create a positive client relationship

· Demonstrate exceptional telephone etiquette

· Listen effectively in order to understand and process client requests

· Ask appropriate questions; ability to understand client questions

· Demonstrate conflict resolution skills

· Meet and/or exceed established SLAs (Service Level Agreements).

MILVETS provided engineering assistance during the design of a PKI solution to meet Navy e-commerce needs in accordance with DoD security regulations. MILVETS supported the implementation of the PKI solution and performed secure system testing at the INFOSEC, Communications Security (COMSEC), and physical security levels. MILVETS currently provides system administration support including operation, maintenance, and upgrades. We provide LAN, firewall, communication device, and workstation management and monitoring, help desk support, user administration and information assurance. Our staff tasking includes installation of end user software, including the complete Windows 2000 operating system suite, troubleshooting, establishing proxy connections, setting up firewall and router configurations, establishing web server connections, creating print queues, and assigning IP addresses. MILVETS assists with the certification for over 70,000 workstations on the NMCI system, transitioning users from legacy applications to the current heterogeneous Windows 2000 environment, in support of Space and Naval Warfare (SPAWAR). MILVETS is responsible for all aspects of providing web hosting and web access. MILVETS responsibilities include monitoring and maintaining all web servers in the environment, analyzing daily traffic usage of a vast proxy/cache system, troubleshooting and repairing Internet access issues, updating and maintaining website content, and installing additional hardware. Our staff makes recommendations on use of COTS products that will assist in the administration function to simplify system administration tasking. MILVETS performed informal security assessments while designing the e-commerce PKI solution. 
MILVETS network engineers provide engineering support for NMCI users, such as building servers and active directory desktops, implement of service patches, and establishing object creation modules. In addition, they are responsible for LAN and WAN provisioning, facilities preparation, and establishing software interoperability. MILVETS provides system administration support including operation, maintenance, and upgrades. MILVETS supports a multi-platform network which includes Windows and UNIX for various service offerings related to the NMCI. MILVETS systems administrators provide daily operational support in all aspects of Network Management for over 220 sites across the enterprise network spanning 50 states and 2 countries for over 400,000 clients and all DON employees and enlisted personnel. 

MILVETS provides LAN/WAN support for the enterprise network. MILVETS network administrators administrate on site support for routers and switches which route the information for high-speed inter and intra site transport across thousands of Virtual Local Area Networks (VLANs) and subnets. MILVETS uses performance monitoring systems, network packet sniffers, and throughput measuring tools to deduce network latency and develop future improvements and additions for scalability across the network. They provide timely 24 hours a day, 7 days a week support for all network outages and latency issues using a tiered level support and escalation model. Communications to customers when network maintenance is being planned and alternative solutions to customers when availability is limited due to unscheduled or planned network maintenance and upgrades is provided. A system of precise and well-documented change management processes and approvals is utilized when submitting required changes to the routing environment either for configuration modifications or hardware changes. 
1.1.2
Adherence to Applicable Federal, State and Local Laws

MILVETS works with customers (US Departments of Treasury and Defense) who require that all laws, guidelines, and regulations are followed 100% of the time and are familiar with this working environment. The NMCI program is an example of this. Some of the Legislative and Regulatory guidelines for the MILVETS NMCI contract are seen in the table below. As Team MILVETS/Lockheed Martin, we will assure compliance to business, legislative and regulatory requirements and will bring this discipline to our work at the SSA. In addition we will ensure that the SSA’s strategic business and IT plans as well as the Enterprise Architecture, are met in a secure stable fashion. 

	Legislative and Regulatory Considerations Examples for NMCI

	•
Clinger-Cohen Act (PL 104-106)

	•
OMB Circular A-130 Management of Federal Information Resources, Appendix III, “Security of Federal Automated Information Systems”

	•
IRS Audit Guide 

	•
Federal Information System Controls Audit Manual

	•
OMB Circular A-11 Preparation, Submission, and Execution of the Budget, Part 7

	•
OBM M-04-24 Memorandum: eGov President’s Management Agenda Scorecard Cost, Schedule and Performance Standard for Success

	•
Federal Standard 1090 Federal Building Telecommunications Wiring Standards 

	•
Memorandum M-05-23 Improving Information Technology Project Planning and Execution

	•
OBM Circular A-123 Revision (12/21/2004) Management’s Responsibility for Internal Controls


1.1.3
Ethical Business Practices

MILVETS has established a solid reputation for delivering quality products and services with a strong commitment to long-term client satisfaction. The personal integrity of each of our employees and their commitment to the highest standards of personal and professional conduct is critical to the success of our company. We value teamwork, assume collective accountability for actions, embrace diversity, and promote individuals who meet their performance objectives while also exhibiting the leadership behaviors we value. 
MILVETS commits to the highest standards of ethical conduct in all that we do. We believe in honesty, integrity, and trust as the cornerstones of our business. 

Our success as an enterprise depends on the talent, skills, and expertise of our people and our ability to function as a tightly integrated team. We believe that respect for our colleagues, customers, partners, and all those with whom we interact is an essential element of all positive and productive business relationships.

We understand the importance of our missions and the trust our customers place in us. With this in mind, we strive to excel in every aspect of our business and approach every challenge with a determination to succeed. 

We are proud of our employees and the important role our corporation plays in our communities, our industry, and in the national security of the United States and its allies. We will continue our commitment to ethical conduct as Team MILVETS/Lockheed Martin in the management and delivery of services to the SSA.

1.1.4
Similar Size Scope and Complexity (Demonstrated)

MILVETS has been supporting the NMCI program since its inception in 2000. There are currently over 85 MILVETS technical personnel supporting the NMCI program including the Information Strike Force (ISF) Network Operations Center (NOC) 24 hours a day, 7 days a week and the NMCI ISF Help Desk in Norfolk and Quantico, VA, Troy, MI and San Diego, CA. 

MILVETS has demonstrated the ability to organize, plan, schedule, budget, implement, and operate on large-scale projects. In all task order projects, MILVETS collaborated with the customer to identify the proper level of rigor, discipline, and detail to address the associated level of project complexity and criticality to ensure successful completion of the project. 

MILVETS possesses the combination of the skills, knowledge, and resources necessary to ensure the success of the SSA ESS program. Combined with Lockheed Martin as Team MILVETS/Lockheed Martin, we will partner with SSA OTSO to develop a world-class capability and a foundation for future generations of SSA applications. We are committed to assisting SSA in each of the Task Order 0001 areas, ensuring SSA’s complete success in this mission. 

1.1.5
SOW for Program

A copy of the Statement of Work for the MILVETS NMCI relevant experience contract is provided as Attachment A of this proposal to show comparability in size, scope and complexity with the requirements of the SSA ESS program.

1.2 MILVETS / Department of Justice, Bureau of Tobacco and Firearms (BATF), National Tracing Center (NTC) - Information Technology (IT) Support Services, Information Retrieval, Imaging, and Back-file Conversion

Team MILVETS/Lockheed Martin will leverage our extensive IT delivery experience and lessons-learned to support the SSA ESS program, transferring knowledge and proven practices that benefit the SSA and their customers. 

In support of the Department of Treasury, Bureau of Tobacco and Firearms (BATF), National Tracing Center (NTC) (now a Department of Justice organization), MILVETS provided a range of IT support services, information retrieval, imaging and backfile conversion. Our NTC support staff consisted of up to 270 managers, supervisors, network engineers, LAN/WAN specialists, computer system analysts, computer operators, production control specialists, microfilm duplication specialists, camera and scanner operators, clerical and data entry personnel. 

MILVETS provided information program management, systems administration, database design and development, programming services, hardware and software system integration, and administration and maintenance of BATF’s Local Area Network (LAN) and Wide Area Network (WAN). MILVETS also provided records and document management and backfile conversion. This contract started with the transition of approximately 125 personnel. We were successful in capturing 100% of the incumbent staff, growing to over 270 staff over the 5-year life of the contract. Understanding that the BATF would not accept any other government agency security or background investigations, and was currently taking more than 6 months to perform background investigations, we developed and maintained a backlog of pre-reviewed personnel. These personnel were checked for criminal records, drug screens, and credit standing, so that we could maintain a well-positioned, technically qualified pool of staff ready to support the BATF contract.
The National Tracing Center (NTC) is a government organization formerly under the jurisdiction of the Department of the Treasury, Bureau of Alcohol, Tobacco, and Firearms (BATF). It has transitioned to the Department of Homeland Security under the Department of Justice. The NTC provides 24 hours a day, 7 days a week assistance to Federal, State, and local government law enforcement agencies in their fight against violent crimes involving firearms.

The NTC responded to more than 280,000 firearms trace requests in fiscal year (FY) 2003. The trace requests were submitted by various Government offices and law enforcement agencies (LEA) all over the world. The Out of Business (OBR) Section processes approximately 70 percent of the trace requests. To respond to a trace request, OBR must locate and retrieve information from individual records contained within a collection that currently contains approximately 400 million records (comprised of at least 250,000 dealer files) and increases by 1 million records per month. The collection of records maintained by OBR consists of various types of firearms transaction documents submitted by inactive firearms dealers to the NTC for retention.

Our comprehensive systems and support experience on the BATF contract will bring extensive knowledge and lessons-learned in data-center, distributed IT, and telecommunications environments, as well as, proven operating processes and practices to the support of the SSA ESS program. Team MILVETS/Lockheed Martin will apply and transfer these lessons to our ESS program management and task support. The BATF contract effort continued the development of our experience with environments and systems similar in technology, size, and scope to that of the SSA ESS requirements. Exhibit 1-3 provides a brief overview and relevancy comparison of the BATF contract support to the SSA ESS program requirements. 

	SSA ESS Relevancy Criteria
	BATF Contract

	Entity that is of like size to SSA as measured by number of users supported?
	Yes. BATF support encompassed thousands of users from Law Enforcement Agencies worldwide with up to 280,000 requests for information per year

	Computer operating system environment of like size, complexity, and geographic scope to SSA?
	Yes. 24 hours a day, 7 days a week hours/7days a week Network Operating Center, Help Desk, LAN/WAN/SAN Design, Administration, Monitoring, Development, Implementation, Troubleshooting, and Support;  Multiple Operating Systems and Information Technology environments

	Work year requirements of like numbers to those planned under SSA ESS?
	Yes. There were typically 270+ employees per year over the 5 year contract

	Similar length as SSA ESS (i.e.:  Long-term)?
	Yes. Contract period 1999-2004

	Recruitment required within a contractually specified time period from the issuance of a task?
	Yes. Typically 45 days; 125 incumbent staff transitioned at start of contract (100% retention)

	Recruiting required for multiple work years in multiple labor categories?
	Yes. There were 270+ employees per year and 13 labor categories over the 5 year contract


Exhibit 1-3. BATF Contract Relevancy and Similarity to SSA ESS Requirements. Contract discussions in Sections 1.2.1-1.2.5, the attached BATF Statement of Work (Attachment B), and Section 2.2 (BATF Past Performance) provide supporting contract work descriptions, performance, and other relevant supporting information.

The following describes MILVETS functional task areas in support of NMCI Network Operations and the Help Desk.  

LAN/WAN Support Services

MILVETS provided administration and maintenance of BATF’s Local Area Network (LAN) and Wide Area Network (WAN). Services included the following:

· Level 3 telephone and on-site software support

· A full range of problem determination activities related to MS Exchange/Outlook

· Network/workstation operating system administration activities related to MS Exchange/Outlook

· Development and modification of script files to assist in monitoring and operations

· Analysis of e-mail operations on traffic and hardware/software capacity

· Testing and implementation of version releases

· Research of new technology solutions to software/hardware operational problems and recommendation of potential solutions

· Designing, implementing, maintaining problem determination support

· Conducting and documenting performance monitoring and tuning.

Backfile Conversion Pilot Project

In addition, MILVETS developed a plan for the conversion of the microfilm images to digital images in an imaging system developed by NTC. In September 2002, the MILVETS contract was modified to include an additional 85 positions to operate a Backfile Conversion Project to convert the approximately 400 million microfilm images to digital images. 

To support this project, MILVETS designed and implemented a stand-alone network of over 120 workstations, microfilm scanners, and a nine terabyte Storage Area Network (SAN). MILVETS employed the classic methodology for the project. Following a white paper which depicted the project at a high level, a detailed study was conducted to establish the project requirements for a full lifecycle development. The study identified functional requirements for records management, specific hardware and software, costs for personnel, hardware, supplies and consumables, documentation and training requirements, implementation of a pilot testing plan, and migration to full scale implementation. The implementation plan included scalable system architecture to allow for expansion to meet unknown future needs.

MILVETS acquired and installed all hardware and software and developed procedural documentation to support this five-year backfile conversion project. Hardware included: Dell PowerEdge 2650 servers; a 9.5 TB EMC CLARiiON Storage Area Network (SAN); 2Gb Fibre Channel Network between servers and SAN; two 10 CPU rack mounted image enhancement/processing enclosures;  Dell PowerConnect 5224 Gigabit switches;  Mekel 525 Scanner Workstations;  Kodak IMS Scanner Workstations; and connectivity to 120 client workstations.

The pilot project, included, but was not limited to, verification of all assumptions, development and testing of the software required for the conversion effort, and verification and validation of the procedures and processes to be implemented for the project. Upon full-scale Backfile Conversion Project facility operation, MILVETS performed verification and correction of the existing metadata and captured additional metadata from over 80% of the images with minimal information. 
Information Security Support Services

In support of Information Security, the MILVETS project team focused on the identification of vulnerabilities with the expressed purpose of determining countermeasures for mitigating these vulnerabilities. MILVETS determined classes of vulnerabilities and classified each into one of the following categories:

· Unsecured Accounts

· Unnecessary Services

· Backdoors

· Mis-configurations

· Software Defects

· Denials of Service.

MILVETS personnel maintained LAN security software consistent with:

· Anti-Virus

· Encryption

· Access Control

· Intrusion Detection

· Application Protection.

Database Support

MILVETS was responsible for providing support in the areas of database design, development, support and maintenance. MILVETS maintained legacy databases while constantly developing and implementing innovative COTS solutions and approaches, which improved the accuracies and increased efficiencies of these databases. MILVETS personnel scanned and controlled over 40,000 documents a day. MILVETS assisted in the completion of firearm traces using the current tracing procedures. On average, the NTC completes over 220,000 traces a year.

MILVETS produced the Kodak Archival and Retrieval System, which resulted in cost savings by eliminating manual screening of the data. MILVETS developed software to provide internal trace tracking from assignment to resolution, and a Warehouse Tracking System to positively locate all incoming material from receipt through destruction. 

Maintenance of the Kodak Archival and Retrieval System included all system backups, daily file saves, uploading first and second level indexing to the mainframe system, daily operational system starts and shutdowns, weekly transaction file clearing, and maintaining the interface to the Kodak TAC system to prioritize all indexing work.

Records and Document Management

As part of the systems engineering and highly sophisticated records management support for the BATF NTC, MILVETS also provided records management for the National Firearms Act (NFA), the only statutory central weapon registry; and the President’s Youth Crime Gun Interdiction Initiative (YCGII). 

MILVETS provided services to convert the Bureau’s National Firearms Act (NFA) documents to images and microfilm in addition to preparing an automated index. The services included receiving records, preparing documents for filming, microfilming, image scanning, compact disk (CD) and film processing, document-control, duplication, indexing the imaged database, and verifying the images against the National Firearms Registration and Transfer Record (NFRTR).

MILVETS also supported the Youth Crime Gun Interdiction Initiative (YCGII) and Crime Gun Analysis Branch (CGAB) by providing personnel and services. In FY 2003, MILVETS assisted in the completion of over 280,000 firearm traces. 

MILVETS also developed the BATF Mission-Critical NTC Document Management Architecture (DMA). MILVETS conducted a DMA performance baseline, established during transition and provided MILVETS and the NTC with a benchmark for a systematic roadmap to monitor and control performance. These performance measures enable the DMA team to determine and perform the following:

· Current performance level baseline (“AS-IS” State)

· Finalize and revise performance metrics, based on the current level of performance (“TO-BE” State)

· Ascertain the gap between the current performance levels, and the DMA desired goals and objectives

· Track progress in achieving the desired performance goals and objectives

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

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

· Analyze current performance and proactively plan future activities.

MILVETS collected performance data, as defined and provided in BATF’s Service-Level Agreements (SLA). Other performance data was developed from MILVETS-led focus groups, surveys, and interviews to determine requirements and how MILVETS performed in non-SLA areas. Feedback from the focus groups, surveys, and interviews provided valuable information including:

· Specific improvements that the DMA might like to implement

· The level of overall satisfaction the DMA and its stakeholders experienced with the team.

Once the performance data was collected, various types of performance measures were used to define current performance baseline and to predict future performance. Performance measurements included the following:

· Baseline Performance Measures

· Control Performance Measures

· Diagnostic Performance Measures

· Trending Performance Measures

· Planning Performance Measures.

MILVETS examined the performance data and incorporated the established baseline Performance Standards of the SLAs and the allowable deviations. All performance measures that fell outside the allowable deviation were thoroughly analyzed to determine the cause. Following this, we worked with the customer to determine the required and acceptable corrective actions, and MILVETS conducted a risk assessment, and after government approval, made the necessary corrections.

1.2.1
How Well We Have Satisfied Customers Needs

MILVETS successfully provided the BATF with an overall improvement in operations at the NTC, emphasizing improvements in mission outcome. Rather than focus on output measures alone, MILVETS provided a mission focus that not only provided high-quality and effective services in support of the NTC, but also continuously identified methods to improve operations. MILVETS not only carried out day-to-day operations, but also provided the expertise to identify, implement, and manage new processes that improved performance, reduced costs, and achieved the mission success for the NTC.

1.2.2
Adherence to Applicable Federal, State and Local Laws

MILVETS works with customers (Treasury, Defense) who require that all laws, guidelines, and regulations are followed 100% of the time and are familiar with this working environment. The BATF program is an example of this. Team MILVETS/Lockheed Martin will consider the alignment with SSA strategic business and IT plans as well as the Enterprise Architecture, support the IT-enabled investment programs and assure service delivery. We will consider not only the strategic but also tactical goals emphasizing the expected benefits. As Team MILVETS/Lockheed Martin, we will assure compliance to business, legislative and regulatory requirements. Some of the Legislative and Regulatory guidelines for the MILVETS BATF contract are seen in the table below.
	Legislative and Regulatory Considerations Examples for BATF

	•
Clinger-Cohen Act (PL 104-106)

	•
OMB Circular A-130 Management of Federal Information Resources, Appendix III, “Security of Federal Automated Information Systems”

	•
IRS Audit Guide 

	•
Federal Information System Controls Audit Manual

	•
OMB Circular A-11 Preparation, Submission, and Execution of the Budget, Part 7

	•
OBM M-04-24 Memorandum: eGov President’s Management Agenda Scorecard Cost, Schedule and Performance Standard for Success

	•
Federal Standard 1090 Federal Building Telecommunications Wiring Standards 

	•
Memorandum M-05-23 Improving Information Technology Project Planning and Execution

	•
OBM Circular A-123 Revision (12/21/2004) Management’s Responsibility for Internal Controls


1.2.3
Ethical Business Practices

MILVETS has established a solid reputation for delivering quality products and services with a strong commitment to long-term client satisfaction. The personal integrity of each of our employees and their commitment to the highest standards of personal and professional conduct is critical to the success of our company. We value teamwork, assume collective accountability for actions, embrace diversity, and promote individuals who meet their performance objectives while also exhibiting the leadership behaviors we value. 
MILVETS commits to the highest standards of ethical conduct in all that we do. We believe in honesty, integrity, and trust as the cornerstones of our business. 

Our success as an enterprise depends on the talent, skills, and expertise of our people and our ability to function as a tightly integrated team. We believe that respect for our colleagues, customers, partners, and all those with whom we interact is an essential element of all positive and productive business relationships.

We understand the importance of our missions and the trust our customers place in us. With this in mind, we strive to excel in every aspect of our business and approach every challenge with a determination to succeed. 

We are proud of our employees and the important role our corporation plays in our communities, our industry, and in the national security of the United States and its allies. We will continue our commitment to ethical conduct as Team MILVETS/Lockheed Martin in the management and delivery of services to the SSA.

1.2.4
Similar Size Scope and Complexity (Demonstrated)

In support of the Bureau of Alcohol Tobacco and Firearms (BATF), National Tracing Center (NTC), MILVETS demonstrated the ability to organize, plan, schedule, budget, implement, and operate on large-scale projects. The five-year $32 million plus contract involved all phases of facilities operation for the BATF at the NTC. MILVETS provided a range of IT support services, information retrieval, imaging and backfile conversion. These services included administrative support to the Branch and Division offices which include: processing security clearances; mail handling services; correspondence services via mail, email, and FAX; switchboard operation; property management; and other services in support of the mission of the NTC. 

MILVETS was responsible for Program Management, Local Systems Administration, various Programming Services and all necessary Systems Integration work. Our NTC support staff, consisted of up to 270 managers, supervisors, network engineers, LAN/WAN specialists, computer system analysts, computer operators, production control specialists, microfilm duplication specialists, camera and scanner operators, clerical, and data entry personnel. The contract required MILVETS to maintain a cross-trained and flexible staff to be able to respond quickly to support requests within any area of the NTC.

In all projects, MILVETS collaborates with the customer to identify the proper level of rigor, discipline, and detail to address the associated level of project complexity and criticality to ensure successful completion of the project. Partnered with Lockheed Martin as Team MILVETS/Lockheed Martin, all of the key and necessary elements of the project management and system engineering lifecycle and associated disciplines will be incorporated into the support and delivery of each SSA ESS task.

1.2.5 SOW for Program 

A copy of the Statement of Work for the MILVETS BATF NTC relevant experience contract is provided as Attachment B of this proposal to show comparability in size, scope and complexity with the requirements of the SSA ESS program.

1.3 Lockheed Martin/Social Security Administration (SSA), Agency Wide Support Services Contract (AWSSC)

Team MILVETS/Lockheed Martin will adopt the SSA Mission as Our Own ensure a collaborative partnership.

The Lockheed Martin relationship with SSA has been long-standing and is very important to us, and the success of the Agency is one of our top priorities. Lockheed Martin is prepared to assist the SSA Office of Telecommunications and Systems Operations (OTSO) with the successful implementation of all facets of the ESS contract. We will continue to provide high-value technical, professional, and managerial services, and will be recognized as the premier provider of these services by adhering to the following strategies and values:

· Operate with uncompromising ethics in all dealings with employees, customers, suppliers, and teammates.

· Anticipate and respond effectively to customer requirements and changes in the business environment.

· Improve the skills of our work force through company-provided resources and by encouraging individual self-development.

· Foster employee participation in meeting customer requirements through candid ongoing communications at all levels, creating an environment conducive to personal growth and productivity.

· Appreciate that today’s level of performance will not be sufficient in the future, and continually strive toward excellence as an organization and as individuals.

· Encourage and value employee diversity as a source of competitive advantage.

· Recognize individual and team contributions that meet the objectives in this statement.

· Promote the well-being of employees, customers, and the communities in which we live and work through adherence to environmental, health, and safety standards.

Our comprehensive systems and support experience on the SSA AWSSC program will bring extensive knowledge and lessons-learned in data-center, distributed IT, and telecommunications environments, as well as, proven operating processes and practices to the support of the SSA ESS program. Team MILVETS/Lockheed Martin will apply and transfer these lessons to our ESS program management and task support. The SSA AWSSC program continues to develop our experience in SSA environments and systems similar in technology, size, and scope to that of the SSA ESS requirements. Exhibit 1-4 provides a brief overview and relevancy comparison of the SSA AWSSC program support to the SSA ESS program requirements. 

	SSA ESS Relevancy Criteria
	SSA AWSSC

	Entity that is of like size to SSA as measured by number of users supported?
	Yes. SSA AWSSC support encompasses 70,000 users

	Computer operating system environment of like size, complexity, and geographic scope to SSA?
	Yes. Current SSA systems environment

	Work year requirements of like numbers to those planned under SSA ESS?
	Yes. Currently over 850 employees actively engaged on the 7-year contract

	Similar length as SSA ESS (i.e.:  Long-term)?
	Yes. Contract period 2004-2011

	Recruitment required within a contractually specified time period from the issuance of a task?
	Yes. Typically 30 days

	Recruiting required for multiple work years in multiple labor categories?
	Yes. There are currently over 850 employees and 29 labor categories on the 7-year contract


Exhibit 1-4. SSA AWSSC Contract Relevancy and Similarity to SSA ESS Requirements. Contract discussions in Sections 1.3.1-1.3.5, the attached SSA AWSSC Statement of Work (Attachment C), and Section 2.3 (SSA AWSSC Past Performance) provide supporting contract work descriptions, performance, and other relevant supporting information.
1.3.1
How Well We Have Satisfied Customers Needs

Lockheed Martin has an 18-year record of outstanding performance at SSA, and exceptional track record of meeting and exceeding the requirements and demands of the SSA customer. Our successful past experience with project management and systems engineering in the SSA environment as well as in similar data center operations provides us with the processes, methodologies, and hands-on experience needed to mitigate risk and guarantee success. Our practices and “lessons learned” will help SSA ensure the successful operation of the ESS contract. 

Lockheed Martin has assisted the Agency in rolling out some of its most ambitious and difficult projects. Our combined track record of success speaks to the value of this relationship. Examples of the SSA projects we have supported include (but are not limited to) eDib (all components), DMA deployment, Disability Service Improvement (DSI), Medicare, Starz and Stripes-The Next Generation (SSTNG), Web Services, Usability, WebSphere, EME, Enterprise Architecture, and Strategic Planning. Through this experience Lockheed Martin has developed a clear understanding of SSA’s existing data center, the National Computer Center (NCC), and a better understanding of most of the Agency’s future needs. We understand the critical nature of this scope of work to SSA and offer OTSO a minimal-risk transition for the operation of this important program. Lockheed Martin has a record of completing the Agency’s most difficult and critical projects on schedule and within budget. We offer the combined knowledge of our staff currently supporting the AWSSC as well as the expertise of our team supporting the SSA Document Management Architecture (DMA) Program and the broader Lockheed Martin organization. 

Having partnered with SSA over the years, Lockheed Martin possesses an outstanding technical and management team with in-depth knowledge of the Agency, its processes, and its technology environment. Lockheed Martin has a track record of achievement at the SSA and has received a significant number of awards during its long partnership as depicted in Exhibit 1-5.

Lockheed Martin is in its 18th year of providing superior quality support to the SSA. Throughout this time, across multiple contracts, Lockheed Martin has continually evolved to meet and exceed SSA dynamic IT and business process requirements. Our service excellence at SSA has been demonstrated many times and has been critical to our continued success, and this performance record will continue into the SSA ESS contract. 

Capitalizing on our size, strength, and speed to leverage our technology breadth, employee talent, corporate scale, and global market access, we partner with customers to provide: 

· Partnerships - Ethics, integrity and openness 

· Real practices and lessons learned from other customer implementations

· Objective input on technologies and solutions 

· Integration experience with other Federal Government customers

· Training, mentoring, white papers and demonstration facilities

· Sharing of processes and methodologies vetted in some of the industries largest projects 

· Focused technology and investments that provide true technical differentiation. 

· Personnel retention rates better than industry norms. 

· Proven expertise in Enterprise Data Center development & management 

· World-class project management and systems engineering/integration capabilities.

1.3.2
Adherence to Applicable Federal, State, and Local Laws

Lockheed Martin clients require that all laws, guidelines and regulations are followed 100% of the time and we are familiar with this working environment. The SSA AWSSC program is an example of this. Team MILVETS/Lockheed Martin will consider the alignment with SSA strategic business and IT plans as well as the Enterprise Architecture, support the IT-enabled investment programs and assure service delivery. We will consider not only the strategic but also tactical goals emphasizing the expected benefits. As Team MILVETS/Lockheed Martin, we will assure compliance to business, legislative and regulatory requirements. Some examples of the Legislative and Regulatory guidelines for the Lockheed Martin SSA AWSSC contract are seen in the table below.
	Legislative and Regulatory Considerations Examples for SSA

	•
Clinger-Cohen Act (PL 104-106)

	•
Presidential Decision Directive 63

	•
OMB Circular A-130 Management of Federal Information Resources, Appendix III, “Security of Federal Automated Information Systems”

	•
IRS Audit Guide 

	•
Federal Information System Controls Audit Manual

	•
OMB Circular A-11 Preparation, Submission, and Execution of the Budget, Part 7

	•
OBM M-04-24 Memorandum: eGov President’s Management Agenda Scorecard Cost, Schedule and Performance Standard for Success

	•
Privacy Act of 1974, Public Law 93-579, as amended

	•
Health Insurance Portability and Accountability Act (HIPAA)

	•
Rehabilitation Act, Section 508, Accessibility Standards and subsequent amendments

	•
Federal Standard 1090 Federal Building Telecommunications Wiring Standards 

	•
Memorandum M-05-23 Improving Information Technology Project Planning and Execution

	•
OBM Circular A-123 Revision (12/21/2004) Management’s Responsibility for Internal Controls

	•
Sarbanes-Oxley


1.3.3
Ethical Business Practices

Lockheed Martin’s heritage as the federal government’s leading contractor is the foundation of its business process management approach. As a public sector business process management provider, we are responsible for managing the critical, non-core business functions for a variety of civil and defense customers. The personal integrity of each of our employees and their commitment to the highest standards of personal and professional conduct are the foundation for the ethical culture of Lockheed Martin. At Lockheed Martin, we believe that ethical conduct requires more than simply complying with the laws, rules, and regulations that govern our business. We are a company that values teamwork, sets team goals, assumes collective accountability for actions, embraces diversity, and promotes “full-spectrum” leaders – those who meet their performance objectives while also exhibiting the leadership behaviors we value. Our commitment to excellence is exemplified in our company vision.

Lockheed Martin aims to set the standard for ethical conduct at all of our locations throughout the world. We will achieve this through behavior in accordance with our company values:

· Do What’s Right: We are committed to the highest standards of ethical conduct in all that we do. We believe that honesty and integrity engender trust, which is the cornerstone of our business. We abide by the laws of the United States and other countries in which we do business, we strive to be good citizens, and we take responsibility for our actions.

· Respect Others: We recognize that our success as an enterprise depends on the talent, skills, and expertise of our people and our ability to function as a tightly integrated team. We appreciate our diversity and believe that respect – for our colleagues, customers, partners, and all those with whom we interact – is an essential element of all positive and productive business relationships.

· Perform With Excellence: We understand the importance of our missions and the trust our customers place in us. With this in mind, we strive to excel in every aspect of our business and approach every challenge with a determination to succeed. 

We are proud of our employees and the important role our corporation plays in our communities, our industry, and in the national security of the United States and its allies. We will continue our commitment to ethical conduct as Team MILVETS/Lockheed Martin in the management and delivery of services to the SSA.

1.3.4
Similar Size, Scope, and Complexity (Demonstrated)

A critical success factor on complex IT programs is experience relevant to the size, scope, and complexity of the project. Leveraging people, process, and technology, Lockheed Martin is unsurpassed in our ability to bring real and credible benefits to the SSA OTSO ESS tasks. We have been involved in many of the SSA’s most strategic IT projects, including all stages of SSA Electronic Disability (eDib) initiative and the DMA. Lockheed Martin possesses a unique understanding of the SSA’s applications and in many cases their supporting infrastructure. This understanding allows us to judiciously apply best practices, applicable lessons-learned and standard operating procedures in support of SSA OTSO. With this background, Lockheed Martin offers a knowledgeable and seasoned team with: 

· Experience in developing, deploying, and supporting eDib and DMA from project initiation to deployment, and subsequently in sustaining operations.

· Personnel that are immediately available, with security clearances and extensive experience with the DMA.

In response to the SSA Commissioner’s mandate to deploy eDib in 22 months, Lockheed Martin rapidly staffed 72 qualified personnel in the first 90 days of the initiative to jumpstart the eDib effort. Partnering with Lockheed Martin, SSA initiated the eDib program to develop and deploy a modernized disability claims adjudication/review process via the DMA and the Electronic Folder (EF). Lockheed Martin support for eDib has encompassed all aspects of the program, from the Problem Concept phase through rollout to all the production sites. Lockheed Martin completed the deployment of DMA to 271 sites nationwide, with a 100% on-time installation record. This experience exemplifies Lockheed Martin’s ability to attract and retain qualified individuals, and provides a pool of qualified personnel currently supporting the DMA effort to immediately transition to SSA ESS upon task order award, thus ensuring a low-risk transition. In addition to having critical knowledge of DMA and the eDib program, our proposed team possesses all required security clearances and an understanding of the inner workings of the SSA environment. In short, we are the only team with intimate knowledge of DMA and eDib, an in-depth understanding of SSA systems and business practices, and years of experience supporting the Office of Systems, OTSO, and its constituents. The MILVETS/Lockheed Martin Team is the team that will ensure that OTSO’s critical operations remain on track to meet the expectations of the Deputy Commissioner for Systems (DCS), OTSO, and the American Public. 

Lockheed Martin operates its own information technology infrastructure. As a company, we are a virtual organization – centrally managed, yet locally executed. Our internal information technology (IT) capabilities include networking, mainframe processing, telecommunications, business process re-engineering, client/server applications, project management, training services, application development, object-oriented technologies, multimedia management, and data management for 135,000 employees at 650 site locations in 35 countries. Our consolidated internal systems handle 25 million e-mails per month, 85 million web pages, and 45 terabytes of online storage.

As the premier systems integrator for the Federal Government and one of the nation’s leading service providers, Lockheed Martin establishes strategic relationships with industry-leading original equipment manufacturers and software vendors. These existing relationships give us access to each company’s best people in solving complex problems, as well as advance information on upcoming product releases and advance copies of products to test and prototype in Lockheed Martin’s laboratories and centers. 

Lockheed Martin is a leading provider of data center operations to the Federal Government, providing support to the North Atlantic Treaty Organization (NATO), National Aeronautical and Space Administration (NASA), Environmental Protection Agency (EPA), Central Intelligence Agency (CIA), Department of Defense (DoD), and many other Federal Government organizations. 

Bringing together the talent and expertise of 135,000 employees from across the corporation and strategic relationships with industry-leading equipment manufacturers and software vendors, we have developed our Data Center Community of Practice. This provides a mechanism both for reaching into the expertise of the corporation and for consulting with key industry experts. Through this vehicle we are providing our customers with advanced technology services and solutions that are based on innovation and performance. 

Lockheed Martin has demonstrated the ability to organize, plan, schedule, budget, implement, and operate on large-scale projects in the Baltimore area, including the implementation of the SSA DMA; data center relocations and migrations for the Department of Defense (DoD), Federal Bureau of Investigation (FBI), and the National Archives and Records Administration (NARA), and providing replacement and additional infrastructure equipment to the Centers for Medicare and Medicaid Services (CMS), including mainframe, Sun and Hitachi SAN storage within the CMS Data Center in support of the Medicare Managed Care Act. Capitalizing on our past experience, Data Center Community of Practice, working knowledge of the SSA infrastructure, and government furnished information, Lockheed Martin will evaluate the current high-level plans and break them into detailed action plans. 

Lockheed Martin possesses an unmatched combination of the skills, knowledge, and resources necessary to ensure the success of the SSA ESS program. Partnered with MILVETS as Team MILVETS/Lockheed Martin, we will partner with SSA OTSO to develop a world-class capability and a foundation for future generations of SSA applications. We are committed to assisting SSA in each of the Task Order 0001 areas, ensuring SSA’s complete success in this mission. In addition to providing support on-site at the NCC and the various regional offices, Lockheed Martin also has facilities and expertise in the area of the selected NCC2 site. Our commitment to SSA is complete. 

1.3.5
SOW for the Program

A copy of the Statement of Work for the Lockheed Martin SSA AWSSC relevant experience contract is provided as Attachment C of this proposal to demonstrate comparability in size, scope and complexity with the requirements of the SSA ESS program.

1.4
Lockheed Martin/Department of Defense, US Army, Information Technology Agency (ITA)

The foundation of the MILVETS/Lockheed Martin Team is its proven leadership and the   commitment to successful accomplishment of the SSA ESS program through our management approach emphasizing customer communication, collaboration, and coordination. 

Lockheed Martin provides full-managed service solutions for the DoD ITA contract that includes system integration and operations and maintenance (O&M) support solutions for the Army, Air Force, Secretary of Defense, and other agencies on the common-user Pentagon backbone. Support includes the O&M of network multi-vendor switches, routers, hubs, cryptographic equipment, circuits and other network components, cable plant, facilities, telecommunications closets and equipment rooms, network security equipment, power distribution systems, backup, uninterruptible power systems, environmental monitoring systems, and the management of leased communications services. The ITA contract involves the integration of networks across all layers of security for the Pentagon’s end users at the Pentagon building, Crystal City, VA; Rosslyn, VA; Fort Belvoir, VA; Bolling Air Force Base, Washington, D.C.; and more than 35 other National Capital Region locations. We coordinate the efforts of 26 subcontractors on our 340-person team, including 6 small businesses that perform 37% of the subcontract work. In this complex full service solution environment, program visibility is enhanced through the use of a Lockheed Martin/ITA shared Network Information System (NIS) portal. The NIS portal provides management and technical information including: risk management, schedules, project status, moves, adds, change status and metrics.

Our comprehensive systems and support experience on the DoD ITA contract will bring extensive knowledge and lessons-learned in data-center, distributed IT, and telecommunications environments, as well as, proven operating processes and practices to the support of the SSA ESS program. Team MILVETS/Lockheed Martin will apply and transfer these lessons to our ESS program management and task support. The DoD ITA contract continues to develop our experience with environments and systems similar in technology, size, and scope to that of the SSA ESS requirements. Exhibit 1-6 provides a brief overview and relevancy comparison of the DoD ITA contract support to the SSA ESS program requirements. 

	SSA ESS Relevancy Criteria
	DoD ITA

	Entity that is of like size to SSA as measured by number of users supported?
	Yes. DoD support encompasses 25,000 users

	Computer operating system environment of like size, complexity, and geographic scope to SSA?
	Yes. 100+ Server Data Center support, Multiple Operating Systems and Information Technology environments, 3,800+ active network devices, 200,000+ network port management, 25,000 individual users, HW/SW support, Help Desk, Field Support and IMAC for 119,000+ devices

	Work year requirements of like numbers to those planned under SSA ESS?
	Yes. There are currently 340 support personnel and 26 subcontractors on the 10-year contract

	Similar length as SSA ESS (i.e.:  Long-term)?
	Yes. Contract period 2000-2010

	Recruitment required within a contractually specified time period from the issuance of a task?
	Yes. Typically 30 days

	Recruiting required for multiple work years in multiple labor categories?
	Yes. There are currently 340 support personnel and multiple labor categories on the 10-year contract


Exhibit 1-6. DoD ITA Contract Relevancy and Similarity to SSA ESS Requirements. Contract discussions in Sections 1.4.1-1.4.5, the attached DoD ITA Statement of Work (Attachment D), and Section 2.4 (DoD ITA Past Performance) provide supporting contract work descriptions, performance, and other relevant supporting information.
1.4.1
How Well We Have Satisfied Customers Needs

As the largest provider of IT services to the Federal government, Lockheed Martin uses its purchasing leverage to obtain favorable pricing of software and hardware for our government customers. As an example at ITA, we negotiated a 47% discount from a network hardware vendor based on volume buying power. Our success in asset management and inventory control was specifically evident in the recent consolidations of multiple contracts within the ITA support structure. During the year we successfully increased our support scope to include providing network, security and project support to various DoD customers who joined the ITA-NI backbone. Our Contract Management and Transition teams successfully managed this consolidation and standardization effort and service capacity management using detailed transition plans and the network resource management software, Visionael. Thus, we assisted our customer in becoming an invaluable network resource within the Pentagon environment. In partnership with our ITA customer we maintain a disciplined Continuous Process Improvement (CPI) Program that has resulted in reduced cost and improved service. In 2004 costs were reduced by $4M. In 2005, to date, cost reductions are $3.5M.

1.4.2
Adherence to Applicable Federal, State, and Local Laws

Lockheed Martin clients require that all laws, guidelines and regulations are followed 100% of the time and we are familiar with this working environment. The DoD ITA program is an example of this. Team MILVETS/Lockheed Martin will consider the alignment with SSA strategic business and IT plans as well as the Enterprise Architecture, support the IT-enabled investment programs and assure service delivery. We will consider not only the strategic but also tactical goals emphasizing the expected benefits. As Team MILVETS/Lockheed Martin, we will assure compliance to business, legislative and regulatory requirements. Some of the Legislative and Regulatory guidelines for the Lockheed Martin DoD ITA contract are seen in the table below.

	Legislative and Regulatory Considerations Examples for DoD ITA

	•
Clinger-Cohen Act (PL 104-106)

	•
Presidential Decision Directive 63

	•
OMB Circular A-130 Management of Federal Information Resources, Appendix III, “Security of Federal Automated Information Systems”

	•
IRS Audit Guide 

	•
Federal Information System Controls Audit Manual

	•
OMB Circular A-11 Preparation, Submission, and Execution of the Budget, Part 7

	•
OBM M-04-24 Memorandum: eGov President’s Management Agenda Scorecard Cost, Schedule and Performance Standard for Success

	•
Privacy Act of 1974, Public Law 93-579, as amended

	•
Health Insurance Portability and Accountability Act (HIPAA)

	•
Rehabilitation Act, Section 508, Accessibility Standards and subsequent amendments

	•
Federal Standard 1090 Federal Building Telecommunications Wiring Standards 

	•
Memorandum M-05-23 Improving Information Technology Project Planning and Execution

	•
OBM Circular A-123 Revision (12/21/2004) Management’s Responsibility for Internal Controls

	•
Sarbanes-Oxley
· CPS -015 Environment, Safety and Health

· CPS-034 Organizational Conflict of Interest


1.4.3
Ethical Business Practices

In order to support a comprehensive Ethics and Business Conduct Program, Lockheed Martin has developed education and communication programs in many subject areas. The Business Conduct Compliance Training program provides employees with job-specific information to raise their level of awareness and sensitivity to key issues. These required modules include:

· Drug-Free Workplace

· Equal Employment Opportunity (EEO /Affirmative Action (AA))

· Harassment-Free Workplace

· Information Protection

· Kickbacks and Gratuities.

There are numerous resources available that support the Lockheed Martin culture to meet the challenge of performing duties and responsibilities that support the important role our corporation plays in communities, our industries and the national security of the United States and our allies.

The personal integrity of each of our employees and their commitment to the highest standards of personal and professional conduct are the foundation for the ethical culture of Lockheed Martin. At Lockheed Martin, we believe that ethical conduct requires more than simply complying with the laws, rules, and regulations that govern our business. We are a company that values teamwork, sets team goals, assumes collective accountability for actions, embraces diversity, and promotes “full-spectrum” leaders – those who meet their performance objectives while also exhibiting the leadership behaviors we value. Our commitment to excellence is exemplified in our company vision.

Lockheed Martin aims to set the standard for ethical conduct at all of our locations throughout the world. We will achieve this through behavior in accordance with our company values:

· Do What’s Right: We are committed to the highest standards of ethical conduct in all that we do. We believe that honesty and integrity engender trust, which is the cornerstone of our business. We abide by the laws of the United States and other countries in which we do business, we strive to be good citizens, and we take responsibility for our actions.

· Respect Others: We recognize that our success as an enterprise depends on the talent, skills, and expertise of our people and our ability to function as a tightly integrated team. We appreciate our diversity and believe that respect – for our colleagues, customers, partners, and all those with whom we interact – is an essential element of all positive and productive business relationships.

· Perform With Excellence: We understand the importance of our missions and the trust our customers place in us. With this in mind, we strive to excel in every aspect of our business and approach every challenge with a determination to succeed.

We are proud of our employees and the important role our corporation plays in our communities, our industry, and in the national security of the United States and its allies. We will continue our commitment to ethical conduct as Team MILVETS/Lockheed Martin in the management and delivery of services to the SSA.

1.4.4
Similar Size, Scope, and Complexity (Demonstrated)

Lockheed Martin’s experience and performance on the DoD ITA contract is highly important to the success of the SSA ESS program as summarized in Exhibit 1-7 and description of our capability and capacity to deliver high quality service and solutions. 

	Lockheed Martin ITA Key Requirements Capability & Capacity Summary

	Processes & Procedures (ISO 9001-2000 certified)
	√
	Help Desk (24 hours a day, 7 days a weekhours/7 days a week for 25,000 users)
	√
	Security Operations (ISO 9001-2000 certified)
	√

	HW/SW O&M (3,800 active network devices)
	√
	Field Support Services (119,000 network ports for 25,000 users; Level II field Support; IMACs)
	√
	Collaboration Services (Voice & Video 24 hours a day, 7 days a week for 25,000 users; NIS Portal for 25,000 users)
	√

	HW/SW Upgrades (3,800 active network devices)
	√
	
	
	
	

	Data Center (Management of 100 servers)
	√
	Network Operations (119,000 network ports)
	√
	Managed Service Solutions (ISO 9001-2000 certified)
	√


Exhibit 1-7. ITA Key Requirements Capability and Capacity Summary. Lockheed Martin’s experience on the ITA contract demonstrates our strengths in many areas required by the SSA in performing Engineering Support Services.

The ITA Quality Management System (QMS) is ISO 9001-2000 certified (Certificate No. US-2341) for the provision of network services, security, and the facilitation of engineering design, transition, and projects. In addition, ITA certifies that a Self Assessment of IT Service Management Processes has been performed against the IT Infrastructure Library (ITIL) resulting in an overall rating of 3.1. ITIL is the most widely accepted approach to IT service management in the world.

We operate and maintain over 3,800 active network devices, in accordance with established processes and procedures, in providing management of over 200,000 network ports enabling connectivity for 25,000 individual users and 3,800 active network components that provide connectivity for networked devices. We provide operations and maintenance support for the NSMC and all associated Pentagon local and metropolitan area networks. Lockheed Martin ensures network infrastructure security, integrity and availability including vulnerability assessments and incident response. Lockheed Martin manages network connections between all services and agencies within the Pentagon. Lockheed Martin personnel monitor and resolve communications traffic problems as part of their day-to-day activities. Lockheed Martin coordinates with both internal and external control agencies (government and commercial) for upgrades, changes, and new implementations to ensure compatibility of necessary new or upgraded configurations. Our government-certified procurement processes allow Lockheed Martin to acquire and install equipment economically and expeditiously. Lockheed Martin performs asset management and inventory control for all the Pentagon common user networks. We coordinate the ordering, receiving, and replenishing of all spares and consumables required to support the availability or restoration of network services. Additionally we support security operations and maintain 100 servers securely supporting Sensitive But Unclassified (SBU), Secret, Top Secret, and Sensitive Compartmented Information (SCI) networks. We provide operations and maintenance support for the Network Systems Management Center (NSMC) to include all associated Pentagon LAN/WANs administration.

As part of our network operation and maintenance support, Lockheed Martin operates a Service (Help) Desk providing support 24 hours a day, 7 days a week and responding to over 4,000 calls per month. Our Service Desk screens calls in order to separate actual network trouble reports from requests for information. Complex problems are elevated to Level II and Level III Service Desk professionals for expedited resolution and Desk-Side Support. The Service Desk is organized into Integrated Project Teams (IPTs) that are dedicated to supporting technical needs of customers on the Pentagon backbone. Each IPT team focuses on customer service and has created strong customer-provider relationships to ensure the customer’s requirements and needs are met. The Service Desk documents all calls using the Remedy trouble ticket system. Trouble tickets are managed by severity and problems are tracked from initial report—the call that establishes a trouble ticket—to problem resolution. Our current ticket volume is 1,500 tickets a month.

Other network management includes performance monitoring, fault detection and correction, HW/SW configuration management (CM) and cable plant resources, HW/SW upgrades, technology insertion and new services, creation of a biennial improvement plan, and collection and analysis of metrics. Our customers are provided networks and services real-time status through network monitoring tools and viewable using a NIS Portal web application. Through this portal, customers are given enhanced customer views that provide monitoring of their resources (servers, etc), services and events from customer deployed element managers; as well as security vulnerability reporting and updated statuses on their service requests for submitted changes to the infrastructure.
As the NIPRNet and SIPRNet access provider in the Pentagon, Lockheed Martin meets with the security organizations for the principal staff assistants within the Office of the Secretary of Defense, Joint Chiefs of Staff, Army, Navy, and Air Force to ensure all network security concerns are being addressed. We coordinate directly with Computer Emergency Response Teams (CERT, ACERT, and AFCERT) to ensure that current software versions are loaded and that all recommended security configuration changes are in place and properly applied for network components. For Headquarters Air Force users, Lockheed Martin manages a firewall that provides an additional layer of network security to these network users in the Pentagon. We also monitor for e-mail viruses and intrusion attempts 24 hours a day, 7 days a week, working closely with the emergency response teams to detect network probes or hacking. 

Lockheed Martin ensures that network security policy complies with higher-level policies and that our personnel adhere to directives, regulations, and network security policy in our engineering upgrades, changes, and modifications to the networks. Our engineering support staff tests all upgrades, changes, and modifications. We work closely with the government in performing vulnerability testing, which is the basis for overall network certification. We annually outline a plan for certification that culminates in the development of a Department of Defense Information Technology Security Certification and Accreditation Process (DITSCAP) System Security Authorization Agreement (SSAA) package that we certify and submit to the Designated Approving Authority for concurrence.

Lockheed Martin possesses an unmatched combination of the skills, knowledge, and resources necessary to ensure the success of the SSA ESS program. Partnered with MILVETS as Team MILVETS/Lockheed Martin, we will partner with SSA OTSO to develop a world-class capability and a foundation for future generations of SSA applications. We are committed to assisting SSA in each of the Task Order 0001 areas, ensuring SSA’s complete success in this mission.

1.4.5
SOW for the Program

A copy of the Statement of Work for the Lockheed Martin DoD ITA relevant experience contract is provided as Attachment D of this proposal to demonstrate comparability in size, scope and complexity with the requirements of the SSA ESS program.

1.5 Lockheed Martin/National Aeronautics and Space Administration (NASA), Outsourcing Desktop Initiative for NASA (ODIN), Johnson Space Center Delivery Order

Team MILVETS/Lockheed Martin will bring our intimate understanding of the SSA Mission, Vision, Culture, Systems, and Initiatives to the SSA ESS program

Lockheed Martin provides full-managed seat services and solutions to NASA via the Outsourcing Desktop Initiative for NASA (ODIN) master contract. It is a fixed unit-price contract soon to start its third phase of 3-year delivery orders with all NASA Centers. The NASA Center with the largest base (desktop seats) is the Johnson Space Center (JSC), in Houston, Texas. While the primary focus of “seat management” services is desktop, laptop, and PDA support, services in the JSC delivery order include system integration and operations and maintenance (O&M) support solutions for network multi-vendor switches, routers, hubs, circuits and other network components, cable plant, facilities, telecommunications closets and equipment rooms, network security equipment, power distribution systems, backup, uninterruptible power systems, environmental monitoring systems, and the management of leased communications services. We provides a consolidated Help Desk  and Contact Center our of Madison, Alabama for NASA ODIN and other customers including JSC that runs 24 hours a day, 7 days a week and has a first call resolution metric of about 90%. The services are ISO9000 certified and the Help Desk and technical staff have appropriate 3rd party certifications. 

All information regarding the NASA ODIN contract can be found at http://www.odin.nasa.gov/html/about.html
JSC has a 3-year refresh cycle on client hardware and about 11,000 total desktop seats which means there is a constant recurring “refresh” of desktop and laptop hardware in order to retain technology currency while providing a virtually transparent migration upgrade to the latest hardware. The hardware configuration provided to NASA customers is updated 4-times per year and has continually grown in capacity and capability with no impact to price since the contract’s inception.  

Via ODIN, Lockheed Martin provides all typical “back office” server and network support including Microsoft Exchange Email, calendaring and related services; active directory management for authentication and user identification; web and file “seats” to support highly reliable information storage and access; and telephone services including both digital and VoIP for all telephone services at the Center. Other related services include personal and large volume printers and software licensing and refresh. Lockheed Martin produces a “standard load” with the concurrence of NASA which is modified slightly at each Center including JSC and delivered preloaded from the desktop/laptop OEM vendor.

Via a “Software Refresh Infrastructure” which includes a number of commercial and proprietary tools, we provide “software refresh” to existing seats as well as “patches”, security settings, and recurring signature updates for malware avoidance software located at three levels:  the Center’s network perimeter, servers, and client machines. We also provide a “catalog” service which permits individual users and organizations to vary their configurations from Center ODIN standards as well as to provide approved ad hoc purchasing of related equipment. Finally, the ODIN provides a mechanism for “infrastructure upgrades” to the IT infrastructure of the Center which are essentially fixed price tasks to expand or upgrade any IT infrastructure related to ODIN services which is not otherwise provided by Lockheed Martin. For example, at JSC this mechanism is used extensively to provide network upgrades, new building outfitting, and major IT hardware and software purchases.

Lockheed Martin also utilizes an extensive set of tools including Provance and Remedy for work order management, Help Desk support, and asset management. The latter is much more than the typical physical asset tracking and includes all customers, their specific selected services options under the contract, as well as linkage to all their assets under ODIN. 

Lockheed Martin also provides the NASA ODIN support for all of the NASA centers. Below is an overview of the sites we service through ODIN.
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Outsourcing Desktop Initiative for NASA 

Our comprehensive systems and support experience on the NASA ODIN contract will bring extensive knowledge and lessons-learned in data-center, distributed IT, and telecommunications environments, as well as, proven operating processes and practices to the support of the SSA ESS program. Team MILVETS/Lockheed Martin will apply and transfer these lessons to our ESS program management and task support. The NASA ODIN contract continues to develop our experience with environments and systems similar in technology, size, and scope to that of the SSA ESS requirements. Exhibit 1-8 provides a brief overview and relevancy comparison of the NASA ODIN contract support to the SSA ESS program requirements. 

	SSA ESS Relevancy Criteria
	NASA ODIN Contract

	Entity that is of like size to SSA as measured by number of users supported?
	Yes. NASA ODIN overall support encompasses 55,000+ users. 

	Computer operating system environment of like size, complexity, and geographic scope to SSA?
	Yes. NASA HQ and all of 10 NASA Field Centers. Services for more than 55,000 desktops, 1,500 servers, 60,000 network connections, 30,000 phones, 8,000 printers, 2,000 handheld devices, and numerous other IT devices and services, 24,000 calls per month Service Desk and Network Operation Center. 

	Work year requirements of like numbers to those planned under SSA ESS?
	Yes. There are currently over 100 + employees at JSC and approximately 900 employees (over all centers) actively engaged on the 9-year contract

	Similar length as SSA ESS (i.e.:  Long-term)?
	Yes. Contract period 1998-2007

	Recruitment required within a contractually specified time period from the issuance of a task?
	Yes. Typically 30 days

	Recruiting required for multiple work years in multiple labor categories?
	Yes. Currently 100+ employees in 2006 at JSC under a per seat bundle of service categories, and approximately 1000 employees overall in 2006, on the 9-year contract. No specific labor categories are defined, though we have multiple levels of experience on the contract ranging from entry-level to expert. 


Exhibit 1-8. NASA ODIN Contract Relevancy and Similarity to SSA ESS Requirements. Contract discussions in Sections 1.5.1-1.5.5, the attached NASA ODIN Statement of Work (Attachment E), and Section 2.5 (NASA ODIN Past Performance) provide supporting contract work descriptions, performance, and other relevant supporting information.
1.5.1 How Well We Have Satisfied Customers Needs

The ODIN contract provides for both metric and subjective customer evaluations which affect payment for services. Lockheed Martin maintains some of the highest Service Level Agreements (SLAs) in industry on the ODIN contracts. Customer satisfaction and service level metrics are tracked and reported in great detail. In the rare case that services are lost beyond established limits, there are penalties under which Lockheed Martin would have to return funds to the government as well. These are only a subset of the performance based elements of the ODIN contract. Under ODIN we have many elements that we use to insure customer satisfaction, they include; customer liaisons, training, outreach, surveyed feedback from all service and Help Desk calls, and a continuous improvement via both a technology roadmap effort and directed quality and process joint reviews under LM’s “LM21” quality system. 

On a larger scale, as the largest provider of IT services to the Federal government, Lockheed Martin uses its purchasing leverage to obtain favorable pricing of software and hardware for all government customers, and is able to wield consider influence on all OEM’s when required for critical support to systems performing below specification. While ODIN maintains current licensing, the company also maintains the high-level support contracts offered by major vendors such as Microsoft and Cisco. All hardware is purchased with 3-year maintenance contracts, and Lockheed Martin technicians are certified as OEM warranty services which creates both rapid turnaround (also a metric) as well as in-depth understanding of the components and software utilized in providing IT services to JSC and NASA.

1.5.2
Adherence to Applicable Federal, State, and Local Laws

Lockheed Martin clients require that all laws, guidelines and regulations are followed 100% of the time and we are familiar with this working environment. We have a zero-tolerance policy in this regard. The NASA ODIN program is an example of this. We ensure compliance to business, legislative and regulatory requirements. Some of the Legislative and Regulatory guidelines for the Lockheed Martin NASA ODIN contract are seen in the table below.
	Legislative and Regulatory Considerations Examples for NASA ODIN

	•
Clinger-Cohen Act (PL 104-106)

	•
Presidential Decision Directive 63

	•
OMB Circular A-130 Management of Federal Information Resources, Appendix III, “Security of Federal Automated Information Systems”

	•
IRS Audit Guide 

	•
Federal Information System Controls Audit Manual

	•
OMB Circular A-11 Preparation, Submission, and Execution of the Budget, Part 7

	•
OBM M-04-24 Memorandum: eGov President’s Management Agenda Scorecard Cost, Schedule and Performance Standard for Success

	•
Privacy Act of 1974, Public Law 93-579, as amended

	•
Health Insurance Portability and Accountability Act (HIPAA)

	•
Rehabilitation Act, Section 508, Accessibility Standards and subsequent amendments

	•
Federal Standard 1090 Federal Building Telecommunications Wiring Standards 

	•
Memorandum M-05-23 Improving Information Technology Project Planning and Execution

	•
OBM Circular A-123 Revision (12/21/2004) Management’s Responsibility for Internal Controls

	•
Sarbanes-Oxley
· CPS -015 Environment, Safety and Health

· CPS-034 Organizational Conflict of Interest


1.5.3
Ethical Business Practices

In order to support a comprehensive Ethics and Business Conduct Program, Lockheed Martin has developed education and communication programs in many subject areas. The Business Conduct Compliance Training program provides employees with job-specific information to raise their level of awareness and sensitivity to key issues. These required modules include:

· Drug-Free Workplace

· Equal Employment Opportunity (EEO /Affirmative Action (AA)

· Harassment-Free Workplace

· Information Protection

· Kickbacks and Gratuities.

There are numerous resources available that support the Lockheed Martin culture to meet the challenge of performing duties and responsibilities that support the important role our corporation plays in communities, our industries and the national security of the United States and our allies.

The personal integrity of each of our employees and their commitment to the highest standards of personal and professional conduct are the foundation for the ethical culture of Lockheed Martin. At Lockheed Martin, we believe that ethical conduct requires more than simply complying with the laws, rules, and regulations that govern our business. We are a company that values teamwork, sets team goals, assumes collective accountability for actions, embraces diversity, and promotes “full-spectrum” leaders – those who meet their performance objectives while also exhibiting the leadership behaviors we value. Our commitment to excellence is exemplified in our company vision.

Lockheed Martin aims to set the standard for ethical conduct at all of our locations throughout the world. We will achieve this through behavior in accordance with our company values:

· Do What’s Right: We are committed to the highest standards of ethical conduct in all that we do. We believe that honesty and integrity engender trust, which is the cornerstone of our business. We abide by the laws of the United States and other countries in which we do business, we strive to be good citizens, and we take responsibility for our actions.

· Respect Others: We recognize that our success as an enterprise depends on the talent, skills, and expertise of our people and our ability to function as a tightly integrated team. We appreciate our diversity and believe that respect – for our colleagues, customers, partners, and all those with whom we interact – is an essential element of all positive and productive business relationships.

· Perform With Excellence: We understand the importance of our missions and the trust our customers place in us. With this in mind, we strive to excel in every aspect of our business and approach every challenge with a determination to succeed.

We are proud of our employees and the important role our corporation plays in our communities, our industry, and in the national security of the United States and its allies. We will continue our commitment to ethical conduct as Team MILVETS/Lockheed Martin in the management and delivery of services to the SSA.

1.5.4
Similar Size, Scope, and Complexity (Demonstrated)

Lockheed Martin provides services under the ODIN contract at NASA Headquarters and all of NASA’s Field Centers. We provide seat management services for more than 55,000 desktops at 11 major NASA locations across the country. We also manage more than 1,500 servers, 60,000 network connections, 30,000 phones, 8,000 printers, 2,000 handheld devices, and numerous other IT devices and services. We operate an integrated Single Point of contact Enterprise Service Desk (ESD) that supports NASA users nationwide in a heterogeneous environment with multiple (different) SLAs. The ESD on our NASA ODIN contract processes 24,000 calls per month with an average speed to answer of less than 30 seconds and a first call resolution rate of 95% of the calls resolvable remotely. Ninety-four percent of our ODIN customers rate our service as Outstanding or Excellent.

Contract Environment: Lockheed Martin provides outsourced, firm-fixed price IT seat management services to the NASA enterprise. Lockheed Martin is the main ODIN service provider and performs ODIN services for NASA at NASA Headquarters in Washington, DC, and the nine Field Centers (Johnson Space Center, Houston, TX; Kennedy Space Center, Titusville, FL; Marshall Space Flight Center, Huntsville, AL; Stennis Space Center, MS; Ames Research Center, Sunnyvale, CA; Dryden Flight Research Center, Edwards, CA; Glenn Research Center, Cleveland, OH; Goddard Space Flight Center, Greenbelt, MD; Langley Research Center, Hampton, VA). The scope of services offered on the ODIN contract includes service desk support, desktop services, server services, LAN services, computer hardware maintenance, telephony, facsimile services, local video, admin radio, remote communications, public address, and cable plant services that are purchased as required by the NASA activities.

Service Desk. Lockheed Martin’s integrated; single point-of-contact ODIN Help Desk operates 24 hours a day, 7 days a week, and handles 24,000 calls per month. This facility is staffed by technically proficient Help Desk Agents providing Level 1 (telephone solutions) problem triage, resolution, and/or ticket referral to Level 2/3 (in-depth/desk side) personnel or to a Government POC or appropriate non-ODIN service provider. Problem ownership is clearly defined and unambiguous until driven to satisfactory resolution within Delivery Order metrics–no service failures due to “hand off” issues. Our quality assurance analysis of customer problems detects trends for service improvement or end user training needs–continuous improvement for exceptional customer service. Desktop Level 2/3 personnel provide prompt face-to-face support, are trained to provide comprehensive (e.g., hardware, software, network interface) resolution within a single visit – seamless customer service to minimize downtime. Advanced tool sets for ultra-responsive customer support, such as remote control assistance and self healing/self help knowledge bases– significantly shortens the time for non-priority problem resolution, returning the user more quickly to a productive state. Our Help Desk provides responsive One NASA support “around the country” and “around the clock” using our extensive resource of nationwide ODIN facilities–providing exceptional customer service to shorten downtime.

Asset Management and Hardware/Software Procurement Services. ODIN services are ordered as “seats” on a subscription basis and subscriptions are continually added or deleted on a monthly basis. Lockheed Martin owns all of the seat assets and performs all asset management for the ODIN IT infrastructure, thus relieving the customer of asset management responsibilities. We procure all hardware and software to deliver to the customer as new seats and to refresh existing seats, generally on a three-year refresh cycle. At present, we are refreshing over 20,000 desktop and laptop seats annually.

Infrastructure Systems Management. Lockheed Martin invested heavily in a modern enterprise management system to provide the efficiencies of operation needed to deliver responsive contract service as quickly as possible with the fewest number of people, at the best possible price. To effectively manage the NASA-wide ODIN IT environment, our management suite of integrated tools and operational processes is based on a pyramidal Manager-of-Managers architecture. Our ODIN services implementation represents the third generation of Lockheed Martin integrated enterprise management tools, preceded by developmental work for the DoD Defense Information Infrastructure Control Concept (DIICC) and the NASA/Jet Propulsion Laboratory Desktop and Network Services (DNS) contract.

Communications Services. The ODIN Network Operations Center (NOC) is located at LMIT Headquarters in Seabrook, Maryland, and provides the capability to view the complete ODIN Enterprise from a single point. This NOC, and the secure network that feeds it, manages over 60,000 discrete network devices, including desktops, Internet access, routers, switches, servers, firewalls, and other communications devices. The NOC monitors every technical service aspect of the Enterprise including: availability, reachability, security, applications health, network health, and device performances—all culminating in statistical data presented via the NOC web portal. NASA users and IT managers can access this portal at any time to view real-time status of the IT enterprise. Network availability exceeds 99.9% at the NASA Centers where we manage the network infrastructure, well in excess of contract requirements of 98%.

Desktop Support Services. Through the ODIN contract, Lockheed Martin provides IT services to support the desktop, laptop, peripheral, server, and intra-Center communications infrastructure for the business, scientific, research, and computational activities at NASA Headquarters and the nine NASA Field Centers. Lockheed Martin provides end-to-end desktop management services for approximately 45,000 users in a heterogeneous environment using multiple Service Level Agreements (SLAs) based on different user categories. Hardware maintenance is available 24 hours a day, 7 days a week.

Testing/Solutions Evaluations. As part of the process of selecting hardware and software for deployment as ODIN seats, extensive testing and evaluation is performed to ensure both compatibility between the equipment and the operation systems and applications and interoperability of the systems throughout the Centers. Our standard desktop/laptop loads, both for PCs, UNIX, and Macintosh systems, are developed and tested in our Integration and Testing Facility in Madison, Alabama, and provided to the hardware manufacturers for installation on systems at the factory.

Information Security Services. The Lockheed Martin Information Assurance (IA) Approach and Philosophy for ODIN encompasses all of the requirements outlined by NPR 2810, NASA’s Security of Information Technology directive. It incorporates industry standard best practices (ISO17799) and processes leveraged from DoD, DOE, and Intel Agency engagements to provide a comprehensive management structure to minimize the residual risk related to operating distributed information systems infrastructures. It complies with all pertinent NASA-wide and NASA HQ Information Security guidelines and policies, as well as all applicable Federal policies for secure operation and deployment of information systems services.

Other Services. On the ODIN contract, Lockheed Martin designs, implements, and operates information and functional Web sites to support the program. For example, contractually required reports (Data Requirements Documents) are readily accessible via our Web site, as are Service Level Agreement metrics. Our ISO 9001:2000 based processes and procedures are available on-line to our customers and employees. Additionally, we maintain a Catalog of Products and Services that is used by our customers to order technical refreshes of their hardware/software, enhancements to their systems, and other hardware peripherals and software to augment their PC workstations. In addition to the “seats,” where all required service components are bundled, IT equipment and services are ordered on a per item basis from an online catalog and additional work to upgrade the support infrastructure can be ordered at any time; several hundred of these infrastructure upgrades are ordered per year. The ODIN contract includes a mechanism through which the customer can acquire upgrades to their infrastructure, the Infrastructure Upgrade Proposal (IUP). IUPs are prepared according to the customer’s requirements and include a firm fixed-price proposal to perform the upgrade along with detailed project specifications. These are fixed price, performance based deliverables. 

Exhibit 1-9 shows Lockheed Martin supported NASA Locations, Delivery Orders, and Delivery Order values. Exhibit 1-10 indicates supported services at individual NASA locations.

The experience that Lockheed Martin has gained on the NASA ODIN contract is directly applicable to the challenges that OTSO faces every day. We are committed to assisting SSA in each of the Task Order 0001 areas, ensuring SSA’s complete success in this mission. The table below outlines the services areas that Lockheed Martin provides for the NASA customer. In this table you will see many areas that align directly with the work described in the ESS RFP and in Sample Task Order 0001. 
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Exhibit 1-9. NASA ODIN Delivery Order Locations and Values. As evident by this Exhibit, Lockheed Martin has been awarded a number of highly-valued Delivery Orders.
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Exhibit 1-10. Supported Services by NASA ODIN Location. Lockheed Martin supports a number of services for their NASA customer.

Lockheed Martin possesses an unmatched combination of the skills, knowledge, and resources necessary to ensure the success of the SSA ESS program. Partnered with MILVETS as Team MILVETS/Lockheed Martin, we will work with SSA OTSO to develop a world-class capability and a foundation for future generations of SSA applications.

1.5.5
SOW for the Program

A copy of the Statement of Work for the Lockheed Martin NASA ODIN relevant experience contract is provided as Attachment E of this proposal to demonstrate comparability in size, scope and complexity with the requirements of the SSA ESS program.

Exhibit 1-5. Lockheed Martin’s SSA Recognition. Lockheed Martin’s long relationship with the Social Security Administration has been successful as evidenced by the number of awards received by the personnel, management, and corporation for support of SSA initiatives.





SSA has formally recognized Lockheed Martin and our IT professionals for outstanding achievements and consistent commitment to quality and performance.


10 Hammer Awards, the President’s National Performance Review Committee award for putting customers first, cutting red tape, and empowering employees


1 Commissioner’s Award for the significant application of technology to meet the customer’s needs


85 Associate Commissioner, and 43 Deputy Commissioner citations for outstanding managerial or technical performance


3 Systems Partnership Council Awards for outstanding teamwork across Social Security Administration functional organizations








From the NASA ODIN Web Site�� HYPERLINK "http://www.odin.nasa.gov/html/about.html" ��http://www.odin.nasa.gov/html/about.html� 


“Today, government agencies face a number of challenges in managing their information technology (IT) and communications environments. Change is a constant in the IT world; the need for corporate interoperability, the dependence on the network as a mission critical component, and a continuing requirement to dedicate resources just to stay abreast of technology are common problems faced by every federal agency. Add flat or declining budgets, and the inability to attract and adequately compensate highly skilled IT workers, and innovation becomes a necessity. 


NASA, through the use of the Outsourcing Desktop Initiative for NASA (ODIN), has accepted this challenge by implementing an innovative, long-term outsourcing arrangement with the commercial sector which transfers to it the responsibility and risk for providing and managing the vast majority of NASA's desktop, server and intra-center communications assets and services.”
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