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Executive Summary

MILVETS Systems Technology, Inc. (MILVETS) is pleased to respond to the Department of Veterans Affairs, Office of Resolution Management (ORM), and Acquisition Operations Service’s solicitation to provide information technology (IT) support services to the Office of Resolution Management (ORM). 

MILVETS, founded in 1986, is a Service-Disabled Veteran-Owned Small Business (SDVOSB), Small Disadvantaged Business (SDB), and is certified as a Historically Underutilized Business Zone (HUBZone) Empowerment Contracting Program business. We are totally committed to providing the resources necessary to ensure successful performance of all tasks under the VA ORM IT Support contract – efficiently and at best value to the government.

MILVETS is a rapidly growing 130-person professional and technical services company with an established track record of providing efficient and cost-effective IT services to both commercial and government clients. Under the leadership of our President, Mr. Bob Daniels, we have established a solid reputation for delivering quality products and services with a strong commitment to long-term client satisfaction and corporate expansion. Our fundamental business philosophy simply stated is Timely Production of Quality Work.  

MILVETS has assembled a world-class team that is fully qualified to provide unsurpassed support to the government, while achieving superior technical results and timely accomplishment of all your objectives.  The MILVETS Team offers the VA ORM a team with significant expertise in end-user support; telecommunications and IT infrastructure support; enterprise architecture planning; web applications support and legacy systems engineering and development. We have significant experience supporting a portfolio of contracts similar in size and scope to the VA ORM and a sustained reputation for providing superior quality work. 

The MILVETS Team comprises 3 team members— MILVETS Systems Technology, Inc. (prime Contractor), Electronic Data Systems (EDS) and King Consulting, Inc. (KCI)—all with specialty skills and capabilities listed in the VA ORM IT Support Statement of Work (SOW).  We selected EDS and KCI, Inc. because of our excellent previous partnering experience with them, and because of their strong complementary skills in IT systems operations and management, exceptional current VA performance, work force stability, and their similar culture and value system.  

Exhibit 1 provides the Corporate profile file for each team member. Through our teaming arrangements, MILVETS offers the resources and facilities to support all VA ORM missions and functions, now and into the future, as requirements change, technology advances, and new ORM mission objectives emerge.

Exhibit 1 – The MILVETS Team Corporate Profiles

	Company
	Description

	MILVETS Systems Technology, Inc.

(Prime Contractor)
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	MILVETS is a leading service-disabled veteran-owned small business (SDVOSB), small disadvantaged (SDB) business and certified as an SBA HUBZone firm providing superior quality IT services and program management support to the Federal government for 20 years.  MILVETS delivers a broad array of IT and technical services solutions to U.S. Federal Government, state, local, and commercial customers. Founded in 1986, MILVETS has established a solid reputation for delivering quality products and services with a strong commitment to long-term client satisfaction and corporate expansion and was the recipient of the SBA Administrator’s Award for Excellence for contract performance. MILVETS brings to the VA ORM, 9 years of experience supporting the VA. 

	Electronic Data Systems (EDS)
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	EDS is one of the leading information technology (IT) services firms with more than 118,000 employees in 56 countries.  Its clients include commercial businesses and governments on a worldwide basis as well as almost every U.S. civilian agency, all branches of the Department of Defense (DoD), and U.S. state and local governments.  For more than 40 years, EDS’ government clients around the world have trusted EDS to deliver fully integrated solutions for their critical IT needs. The government represents approximately 28 percent of EDS’ overall business with more than 25,000 EDS employees serving more than 500 government clients in 27 countries.  EDS brings to the VA ORM, over 9 years of experience supporting the VA. 

	King Consulting, Inc. (KCI)
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	King Consulting Incorporated (KCI) is a minority-owned, small business incorporated in 1996 and certified by the U.S. Small Business Administration under the 8(a) Program. KCI was founded to offer efficient, cost-effective and high quality technical consulting and Information Systems services to both commercial and government clients.  KCI has established a solid reputation for delivering consistent and high-quality results in fulfilling its strong commitment to long-term client satisfaction. The successful application of sound and appropriate technical principles and best practices to solve customer problems has been fundamental to KCI's longevity and integrity. KCI brings to the VA ORM team five years of experience with the VA.


The MILVETS Team offers the VA ORM the ideal blend of talent, experience, commitment, and value to ensure the continuing success of the VA ORM IT Support contract. Our team has the ability to deliver high quality, innovative, performance-based IT services nationwide.  Our collective record of performance in supporting our clients’ critical business missions enables us to provide superior support. With a plan for successful transition and a focus toward the future, we are committed to protecting the investment in the VA ORM mission to date and maximizing the performance and cost-effectiveness of the architecture and supporting services going forward.  The MILVETS Team is excited about the VA ORM opportunity. The VA ORM vision is clear, and the MILVETS Team is strategically poised and firmly committed to helping the VA achieve it.

“MILVETS is the VA ORM’s “Best Overall Value” choice for the VA ORM IT Support contract”

A.
Understanding The Requirement

MILVETS understands the critical mission of the VA ORM IT environment and the demand that requires centralized day-to-day monitoring, management and coordination of IT support services for ORM IT infrastructure operations supporting the 270 ORM employees in 30 locations nationwide. 

The MILVETS Teams’ record of outstanding performance at the VA and our successful past experience on numerous similar contracts clearly demonstrate our commitment to our customers and successful delivery experiences. Our practices and lessons-learned will ensure the successful operation of the VA ORM IT Support contract. 

We offer an extensive resource pool with great qualitative depth and geographic positioning enabling us to begin work immediately to support the VA ORM IT Support contract. We are confident that the MILVETS Team possesses an unmatched combination of the skills, knowledge, and resources necessary to ensure the success of the VA ORM IT Support contract. We will partner with VA ORM to develop a world-class capability and a foundation for future generations of ORM applications. The MILVETS Team is committed to assisting the VA ORM in each of the Task Order areas, ensuring VA’s complete success in this mission.

The MILVETS Team offers a robust capability to respond quickly and with great efficiency to the VA ORM requirements, wherever they may occur.  Our current experience managing and supporting similar IT services and modernization programs, such as the support to the Navy Marine Corp Intranet (NMCI) Information Strike Force (ISF) Network Operations Center (NOC), uniquely qualifies us to manage and coordinate IT support services for the VA ORM.  MILVETS supports the NMCI ISF Help Desk 24 hours a day, 7 days a week in Norfolk and Quantico, VA and San Diego, CA. Our large business partner, EDS, manages 15 service management centers (SMC), 30 help desk centers and 240 data centers in 24 countries. KCI brings to the VA ORM team five years of experience with the VA environment and infrastructure, intimate knowledge of VA agency goals, mandated methodologies and compliance requirements, and strong technical expertise with software and web site development and support to include high levels of technical competence with the methodologies and technical tools needed to support web site and software development team environments.

We are committed to provide the VA the highest levels of customer satisfaction, expertise, and support required to successfully execute all of the task orders issued under this contract.  Our Team’s combination of experience, personnel, and skills will enable the MILVETS Team to aggressively respond to each task and meet the requirements of this contract. 

A.1
Introduction

In the following sections, we address our team’s capabilities to manage the VA ORM IT Support contract and our proven management approach for providing cost-effective solutions to diversified customers’ requirements. Without regard to company affiliation, the MILVETS Team will provide qualified personnel who have the experience and insight to support critical customer requirements efficiently and cost-effectively. We will do this through superior management of integrated task teams; close control of task schedules; effective data sharing; innovative task planning; reliable process controls; a measurable continuous process improvement program; systematic procedures for employee and customer feedback; and near-real-time tracking of task status and expenditures, with complete visibility to authorized VA ORM stakeholders through our proven collaborative tools. We are committed to provide the VA the highest levels of customer satisfaction, expertise, and support required to successfully execute all of the task orders issued under this contract.  Our Team’s combination of experience, personnel, and skills will enable the MILVETS Team to aggressively respond to each task and meet the requirements of this contract.

Through a strategic partnership built on traditions of customer focus, innovation, and technical excellence, we offer the following key benefits from our technical approach to the VA ORM IT Support contract:

· Rapid integration, extension, and enhancement of the ORM IT architecture to support emerging requirements enabled by a “top-down” and “bottom-up” technical approach—an overarching strategy that accommodates new technology insertion and refreshment with an emphasis on security, data interoperability, high network availability, and the end user.

· Comprehensive support of the overall VA ORM IT Strategic Plan to accommodate emerging requirements resulting from the Clinger-Cohen Act and the President’s Management Agenda, supported by an all-inclusive Project Management Framework complete with a tailored Change Management process and Decision Support tools.

· Rapid, high-quality, cost-effective response to task orders and emergent efforts via our support infrastructure staffed by experienced and certified IT professionals from our team, who will employ proven methodologies over the entire System Development Life Cycle (SDLC) and associated ORM IT Support contract service areas.

We will employ a customer-focused approach and proven methodologies in the execution of our technical performance, and we will provide a “best value” to the VA ORM through efficient task execution with cost-effective management controls and oversight.
A.2
Management Structure (RFQ A)

MILVETS understands the challenges of working in a task order (TO) environment and the need to be flexible and responsive to client base and needs. This understanding translates to an empowered, flexible organizational structure and Project Office, as well as depth and breadth of team resources that match the VA ORM IT Support contract service area requirements. MILVETS’ management plan provides a structure for effective project management, a single point-of-contact (POC), and comprehensive support to the VA ORM. With a well-designed project management structure; integrated task teams focused on each component and comprising personnel with extensive technical qualifications and experience; and a positive means of control over every task, the VA ORM is assured of quality performance. Our management approach promotes innovation, superior performance, continuous process improvement, and responsive staffing for every task area. Specifically, our team brings the following to the VA ORM:

· Flexible, motivated, and committed management team led by a Project Manager with full authority and accountability for success of the VA ORM contract. Our proposed VA ORM Project Manager, Ms. Lee Adams, brings broad technical expertise and significant experience managing complex programs. She is vested with full authority to make technical and staffing decisions and to obligate the complete resources of MILVETS in support of the VA ORM program.

· Fully integrated, flat organizational structure backed by the full resources of MILVETS and our world-class team. To that end, we have created the MILVETS Team, composed of representatives from our business partners. Each team member has designated a single POC who will be responsible and accountable to the MILVETS VA ORM Project Manager. These POCs and their respective organizations will work in synchrony and are committed to ensuring that full team resources are brought to bear as required to ensure VA ORM program success.

· Large resource pool with qualified and certified personnel supplied through a team of one large and two small businesses assembled specifically to support the VA ORM program with the right solution for the right price. To ensure total coverage of the VA ORM IT Support Statement of Work (SOW), MILVETS has selected a team of proven organizations that have niche capabilities in telecommunications and IT infrastructures; help desk services; IT hardware and software installation, reconfiguration, and replacement; asset management; training; system operations and maintenance system administration; and legacy systems engineering and development. The MILVETS Team brings more than 70 combined years of Government IT contracting experience; and over 25 combined years supporting VA programs.

· Repeatable and proven management processes that have been crafted in both TO‑ and product-oriented environments. Our methodology is based on the Project Management Institute (PMI) Project Management Body of Knowledge (PMBOK) and focuses on earned value management and proactive risk management. We ensure project status by applying proven tools such as a Collaborative Project Management Environment and a certified cost management system. In addition, we develop artifacts such as detailed project schedules, Work Breakdown Structures (WBSs), Gantt charts, and critical path representations to measure progress and illuminate our way forward. We also focus on the development of metrics and an associated knowledge base to establish and improve Service Level Agreements (SLAs).

The MILVETS Team is committed to VA ORM program success. We recognize that success can only be achieved by delivering outstanding support to the legacy VA ORM environment and user community, and that this level of support requires top performance on all task orders. We will take a leadership role in applying new technology to provide innovative, cost-effective solutions, and we will apply full team resources to ensure program success. 

A.2.1
Task Order Management (RFQ A)

The MILVETS Team will employ a performance management approach developed and refined during MILVETS’ years of experience managing complex IT tasking in some of the most demanding environments. We will implement this approach through a motivated program management team led by Ms. Adams, who will be supported by dedicated business operations staff, technical and administrative staff. Responding effectively to demanding communications infrastructure and IT service requirements requires timely support, either in responding to hotline calls or working directly with customers in remote locations. In this dynamic environment, there is no substitute for experience and little time to correct mistakes. IT services support is one of the most important functions, since it involves dealing directly with product users in assistance and evaluation roles. Our history of continuous field support in difficult and mission critical environments demonstrates our knowledge of customer operations and our superior track record of providing quality support—on time and within budget.

Our approach to ensuring timely performance and minimizing performance risk on any contract or task focuses on proven task planning and control procedures, continuous customer interface, and effective risk management procedures. These procedures are designed to identify potential problems or risk areas, promptly assess alternatives for resolution, and develop mitigation plans. However, the most important function in performance management and measurement is project scheduling. We have adapted to both anticipated and unpredictable task demands to accommodate evolutionary task situations and project complexities. By focusing on the project schedule, we are able to most accurately manage performance. 

The MILVETS Team provides the organization structure and management practices required to deliver the optimal end-to-end business solution to the VA ORM IT Support contract. This approach has been developed and refined based on MILVETS performance-based contracting (PBC) experience.  Core to this management approach as depicted in Exhibit A-1 is as follows:

· People – The MILVETS Team delivers experienced, skilled personnel with the management and technical capabilities to do the job effectively and efficiently

· Process – The MILVETS Team brings visibility to VA ORM managers through industry best practices and processes, tailored to VA ORM needs by successful program experience.

· Tools – The MILVETS Team uses management tools that capture the metrics needed to plan, monitor, and assess performance.
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Exhibit A-1: MILVETS Task Performance Oversight

Our task management cost-control process focuses on strict adherence to development of task and budget plans and schedules, as well as continuous monitoring via informal daily assessment and formal weekly and monthly management reviews. In conjunction with task planning, budget estimates are generated for effective cost control. These estimates include direct labor by each personnel category, and other direct costs such as travel, materials, training, overtime, and miscellaneous charges. Actual costs are recorded in our in-house, automated cost accounting system (DCAA-certified Deltek) by task as defined by the project WBS. Summary reports are provided to the Project Manager, Functional Managers, or Task Managers as appropriate, for assessment of planned versus actual expenditures. For internal management visibility, a monthly progress cost review will be conducted by our Project Manager in addition to the formal monthly reports that will be prepared and submitted to the VA Government Project Manager (GPM).  

MILVETS standard automated tools allow us the flexibility to manage and track multiple projects at virtually any level of required detail. Our industry best practices and unique tools are geared to performance-based contract management. MILVETS currently uses the integrated tools into its local business operations to provide visibility of projects and processes at all levels of the organizations Microsoft (MS) Project for overall project management tracking, the DCAA-certified Deltek suite for financial accounting, and our Web-based Program Management Information System (PMIS), to ensure that we are always in agreement regarding scope and tasking.

A.2.2
Task Planning and Execution Process (RFQ A)

Our management methodology requires the development of formal program management and control processes for each task, regardless of complexity, to ensure strict technical, cost, and schedule control for all tasks. The MILVETS VA ORM Project Manager will work with the VA ORM GPM on all task areas, and with each individual component, to develop tasks that meet the VA’s individual needs. The procedural steps that must be explicitly addressed in the task proposal are as follows:

· Planning (a comprehensive plan to optimize staff use and accomplish the task)

· Execution (applying the resources according to the approved task area resource and task schedules)

· Control (management insight into processes and procedures, costs, schedule, corrective actions, and overall risk management)

· Process Improvement (performance analysis, corrective action planning, and technology insertion)

Our proven procedures for task management, performance monitoring, earned value measurement, cost control, and progress reporting are based on effective task planning and continuous customer interface. Adherence to such planning is implemented through mandatory technical and cost management reviews and strict compliance with our QA program. We have tailored our management procedures for the VA ORM IT Support contract to ensure responsive support of all VA ORM component requirements. Using our proven project management tools and technical, schedule, and cost control techniques, we will provide our VA ORM IT Support contract management team with data to perform earned value analysis and to continuously assess performance. These procedures will be used to develop task responses, continuously monitor task performance, and accommodate VA ORM IT Support contract management and reporting functions.

A.2.3
Performance Monitoring (RFQ A)

MILVETS provides effective management of contracts using a strictly disciplined task planning and control system that allows quick and efficient response to, and management of, tasks from initiation through completion. Task Execution Plans are based on expertise, facilities, personnel, equipment, current and future commitments, available resources, and other unspecified requirements.

Escalation Procedures

The MILVETS Team organization and management techniques and tools applied to the VA ORM IT Support contract will be geared toward early problem identification, communication, and resolution, including escalation of problems to the appropriate management level for prompt attention and resolution. Our problem management approach involves the following five important steps:

· Identifying and analyzing problems, risks, and potential solutions

· Communicating or elevating problems to the appropriate MILVETS Team management level and/or VA management personnel

· Tracking the status and impact of potential/actual problems

· Executing the necessary steps to resolve or mitigate the problem

· Informing the VA ORM GPM/CO/COTR of action taken

Whether problems are identified as urgent or chronic in nature, we will devise an appropriate course of action. Based on the TO approval, we will use all necessary resources to resolve and mitigate risks. Our VA ORM IT Support Project Manager; and Task Leaders will discuss any problems experienced or identified. Together, they will assess all risk area situations; analyze technical and cost risks; and initiate actions to resolve the problem or mitigate impact on task performance. Our risk management process will focus on early identification of potential risk areas and mitigation plans to eliminate such risks or minimize impact on task performance. Our Project Manager will carefully manage these aspects and keep the appropriate VA ORM GPM/CO/COTR and associated customer personnel informed. We will use our team’s combined experience to apply sound management principles to the resolution of technical problems. A Monthly Status Report will include updated information on all open action items.

A.3
Management Reporting Structure (RFQ A)

A.3.1
Management Organization

The MILVETS Team’s Organizational Structure to support the VA ORM will incorporate our placement of the VA ORM Contractors Project Management Office (CPMO) within the MILVETS Team corporate organization, beginning with Mr. Bob Daniels, Chief Executive Officer (CEO), and President of MILVETS Systems Technology, Inc. Exhibit A-2 presents our overall corporate structure and highlights the chain of command for managing the VA ORM IT Support contract.  MILVETS is currently organized into three operational divisions and a small corporate group.  

Our PM for the VA ORM IT Support contract is Ms. Lee Adams, a Senior IT Project Manager with a PMP Certification and over 20 years experience successfully supporting enterprise, e-Commerce, and service delivery systems.  Ms. Adams is a seasoned business and technical manager, supervisor, and project controller.  She is empowered by MILVETS management to make decisions, solve problems, expend funds, and ensure that the IT support services meet and exceed performance objectives.

Ms. Adams has overall responsibility for contract performance.  She reports directly to the President of MILVETS.  This very short and direct chain-of-command provides access to and oversight by the highest levels of corporate management and ensures the VA ORM of immediate responsiveness. It also indicates the relationship and importance of the VA ORM IT Support effort to MILVETS.  Our PM will perform the following duties in support of this effort:

1. Ensure that each task is fully planned, staffed, and executed in accordance with VA ORM IT support requirements and the provisions of this contract

2. Ensure implementation and continued adherence to MILVETS QA plan and objectives

3. Approve and verify all required progress, status, and monthly contract reports

4. Maintain liaison and coordination with the government GPM, CO, COTR, and other technical points-of-contact

5. Optimize the resources of each project to satisfy customer goals and objectives

6. Provide senior management and control of the entire effort

7. Manage and control all efforts to ensure that MILVETS meets the VA and customer goals, objectives and expectations
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MILVETS will also provide support in such areas as contracts administration, human resources, recruiting, and accounting.
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Exhibit A-2:  Team MILVETS Organization Incorporates the VA ORM CPMO into the corporate    organization

A.3.2

MILVETS Team/Senior Government Personnel Communication

Government contract decision making requires understanding the appropriate lines of communication—in essence, who talks to whom and why. As an experienced VA and Federal Government contractor, MILVETS understands these relationships. Moreover, we carefully integrate our organization with our customer’s. We clearly identify which contractor personnel interact with their Government counterparts during typical day-to-day operations. Managing and coordinating decision-making is an element of a sound and responsive project management process. The MILVETS Team will be proactive and responsive in making VA ORM decisions but will fully coordinate with the VA ORM, in particular regarding any significant or strategic decision—we will always follow VA ORM direction.

The VA ORM will be able to turn to Ms. Adams, Project Manager of the MILVETS Team, for all VA ORM issues. She leads a streamlined, flat project organization, providing the VA ORM clear reporting lines and single point accountability. Exhibit A-3 depicts a typical MILVETS Team/Government Senior Personnel Communication process. As indicated in this exhibit, Ms. Adams will be the single point of contact for the VA ORM GPM/CO/COTR and Task Managers. The designated MILVETS Team Task/Functional Leads will report to our PM and perform the daily on-site coordination with the government VA ORM Task Managers to ensure that the VA ORM IT Support tasks are delivered on time, within budget and with excellence. MILVETS senior management (President, Contracts Manager, and Comptroller, where appropriate) will coordinate contractual matters with the VA ORM IT Support contact Contracting Officer and COTR, as required. MILVETS senior management will be fully accessible to the VA ORM GPM, Contracting Officer, COTR, and the individual ORM Task Managers, if required. 
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Exhibit A-3:  Typical MILVETS Team/Senior Government Personnel Communication. VA ORM has

high visibility and open communication interfaces within MILVETS

A.4
Transition Approach

MILVETS’ staff and management have significant experience with the transition of contracts from a prior incumbent firm to MILVETS. In support of the Department of Treasury, Bureau of Alcohol, Tobacco and Firearms (BATF), National Tracing Center (NTC) (now a Department of Justice organization), MILVETS provided a range of IT support services. 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. 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.

A.4.1

Understanding VA ORM’s Transition Requirements

Upon contract award, a MILVETS Transition Team, led by Mr. Don Perry, will be appointed to develop and implement our Transition Plan. This team will consist of senior MILVETS Team management staff—those who have specialized experience with transitions, as well as senior members of the proposed VA ORM IT Support contract team. This team’s work will begin well before the actual contract start date. There are several actions that will be completed during the Transition phase, including establish Transition Team; create Transition Plan, System Engineering Management Plan, Security Implications, and Concept of Operations (CONOPS) documents; staff the project; perform system analysis; negotiate agreements with stakeholders; and execute the transition.

A.4.2

Transition Plan

The goal of the Transition Plan will be to develop a comprehensive approach for completing the transition to the new contractual arrangement. A joint team will be organized whose principal task will be to develop and implement a detailed Transition Plan. The first step will be to develop a preliminary outline of all tasks to be performed to complete the transfer of responsibilities from respective incumbents to the MILVETS Team. The Transition Plan will include the collection and review of all reports and documentation relevant to VA ORM operations.

A.4.3

Implementation

The first major issue will be the VA ORM IT systems phase-in. The transition to a new contractor must be seamless and transparent. The MILVETS Team fully understands the complexity of the systems and technical requirements to successfully accomplish this task. Overall system operations (continuous uninterrupted services), and fully operational system capability, must be the Number 1 priority during the transition. Implied within the uninterrupted services is staffing the program. Secondary considerations must be given to equipment accountability and control processes. Prior to the commencement of the operational period, it is very important that all members of the Transition Team have defined the transition-related tasks, collected and evaluated all relevant documentation, and performed a detailed analysis of all active and projected projects under the current contract.

A.4.4

Phase-In Concept and Approach

The MILVETS Team proposes a well-planned and common sense phase-in concept and approach that reduces risks and workforce anxiety, and rapidly establishes the capability to manage the contract and provide seamless continuity of operations. We will deploy our Transition Team immediately upon contract award. Our Transition Team Leader will meet with the VA ORM GPM/CO/COTR and the incumbent contractor Phase-Out Team Leader(s) at the earliest possible opportunity to formulate an orderly transition of all work and property.

The transition effort will be as transparent to the ongoing VA ORM IT Support operations as possible. The purpose of this period is to phase-in personnel as required; provide time during which new personnel become indoctrinated, and receive the necessary familiarization training on all elements of the VA ORM IT Support effort; and prepare to assume full responsibility for performance at the end of the phase-in period and start of the base year. In general, phase-in activities focus on establishing site interfaces and relationships; processing incumbent or new staff for relocation or assignment, as appropriate; and beginning preparations to assume tasking.

A.4.5

GPM/CO/COTR Interaction

We will continuously communicate and seek collaboration with the VA ORM GPM, CO and COTR. As soon as the Transition Plan has been completed and a list of recommendations for improvements to procedures, reports, or documentation has been developed, a meeting will be set up with the GPM, CO and COTR.  During this meeting, MILVETS Team management will discuss the results and recommendations of the Transition Team’s review of existing operations and documentation with the GPM, CO and COTR. Once the GPM, CO and COTR approve any changes recommended by the Transition Team, both parties will begin to develop a timetable for implementing those recommendations.

A.4.6

 Staffing

Critical to this task is providing the proper number of employees with the exact skills and clearances at the correct location. The hiring process will integrate operational requirements, fiscal control, security considerations, and employee requirements. The MILVETS Team will develop a staffing plan and provide to the VA ORM GPM 3 days after contract award and will staff the project through a combination of new personnel delivered from MILVETS Team members and recruitment and retention of the current incumbent workforce where such retention is advantageous to the VA ORM and will minimize transition risk. We believe that immediate and candid communication with the incumbent workforce is vital to a smooth transition and continued operation by the incumbent contractor during the transfer of responsibility of the contract. We will actively coordinate having all personnel approved by the VA ORM GPM, CO and COTR, and we will coordinate the requisite Security Clearance requests. All MILVETS Team employees will be issued security badges with their photographs; supervisors will conduct inventories of software and equipment and sign for these items; and each employee will sign a new Confidentiality Statement and Security Agreement.

A.5
Technical Approach (SOW D, 1-14)

Our technical approach for the VA ORM IT Support services task consists of a total life cycle approach to customer service and support encompasses a comprehensive set of repeatable processes, based on industry best practices that are compliant with ISO 9001:2000 certification. Our support methodology integrates the planning, deployment, and sustainment functions related to the entire SDLC. We will use repeatable processes and the shared best practices of the MILVETS Team to provide high-quality, cost-effective supporting services to the VA ORM program.

A.5.1
Help Desk Services (SOW D, 1, a)

One of the MILVETS Team’s specialized areas of expertise is staffing and managing Help Desks for Federal Government clients. The MILVETS Team will operate a multi-level VA ORM Operations Center support organization, consisting of skilled network engineers, experienced system administrators, software engineers, technicians, and training specialists with clear guidelines to support the VA ORM technology infrastructure and end-user organization. This organization is responsible for ORM information system operations, administration, maintenance, training, and customized database and applications development. It provides centralized network operations and system administration support to all technology platforms, as well as timely, focused, hands-on assistance to end-users. The MILVETS Team will provide a three-tiered approach centralized help desk by using specialists who understand the VA ORM system components. 

The three level support concept offers an integrated ORM support solution as shown in Exhibit A-4 - Sample Help Desk Response and Escalation Flow. It is based on a logical separation of support tasks and embedded communications processes among support functions and carefully controlled problem escalation procedures. We will establish it as “The Place” that all users contact for IT related information, to report incidents, and request service or changes.  It will handle all requests via voice, e-mail, or online for all locations.  The help desk support personnel will have a high level of experience with installed hardware and software deployed on the enterprise.  As part of the service we recommend making a knowledge base available to all users to explore any IT issues before contacting the help desk.  The help desk personnel will use a system tailored to help debug problems with the enterprise applications, networks and servers.  When assistance is required, the MILVETS Team’s key goal is to provide immediate problem resolution in accordance with a performance-based Service Level Agreement (SLA) standard. SLAs will be based on mission requirements to ensure mission priority to IT alignment is achieved. 
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Exhibit A- 4 MILVETS Sample Help Desk Response and Escalation Flow

A.5.1.1

General Help Desk Requirements (SOW D, 1, a)

The MILVETS Team will provide telephone and hands-on support from 7:00 a.m. - 9:00 p.m. (EST), Monday-Friday (except Federal holidays). Outside of these hours, the MILVETS Team will provide 24 x 7 enterprise support using after-hours escalation procedures whereby engineers on call will be notified for action via Blackberry Personal Data Assistants (PDAs). On an ongoing basis, the MILVETS Team will monitor the health of the network, hardware, and software.  Should an alert notification occur, the help desk team will proactively engage in resolution.  VA ORM customers will be notified of the (potential) issue and estimated resolution time.  The MILVETS Team will maintain an ever expanding knowledge base of comprehensive problem resolution data, help desk procedures, and trouble shooting techniques.  The knowledge base will also include: escalation and notification procedures, POCs, process diagrams and workflows, communications standards, Standard Operating Procedures (SOPs), vendor manuals, user manuals, SLA guide, FAQs, checklists, and training material.  The MILVETS Team will continually update the knowledge base and provide ongoing training to staff as new technologies, applications, system components, co-figurations, and/or security constraints emerge.  Specifically, the MILVETS Team will:

· Perform day-to-day problem resolution with respect to any software utilized by ORM employees in the performance of their official duties.  We understand that these systems are standardized on Microsoft Windows XP and Microsoft Office Suite 2003. 

· Support all hardware systems utilized by ORM employees at all ORM locations. This support covers, but is not limited to, Dell, Micron, and Hewlett-Packard Pentium III & IV desktops and laptops, BlackBerry personal digital assistants (PDA), scanners, monitors, printers, and presentation devices. 

· Man the ORM on-site Help Desk to support all users from 7:00 a.m. - 9:00 p.m. (EST), Monday-Friday (except Federal holidays). 

· Provide remote access support through Proxy to identify and resolve reported problems. 

· Dispatch technicians to any ORM location to support hardware and/or software problems that cannot be solved through Proxy software and that require the physical presence of a technician. 

· Interface with the appropriate ORM and VA IT staffs to resolve workstation or network problems. 

· Respond to trouble calls through a Government furnished Blackberry PDAs during non-peak hours. We understand that on-call coverage is required during the weekend and evening hours and on Federal holidays and that on-site evening, weekend, and/or holiday hours may be required during times of major upgrades or system problems.

A.5.1.2

Help Desk Staffing Plan (SOW D, 1, b)

Our Help Desk staff will consist of highly qualified employees organized into three support tiers. We define specific roles and responsibilities for each Help Desk agent to ensure that all personnel understand their assigned duties, as well as the duties of their coworkers. In this way, we foster a close working team environment, and we facilitate open communications among our staff members, and between our staff members and VA ORM customers.

Tier 1 staff is the first point-of-contact for any customer placing a call to the VA ORM Help Desk. Tier 1 staff are responsible for gathering complete information on the call, opening a trouble tracking ticket, performing initial troubleshooting, and resolving as many of the calls as possible during the initial call. The Tier 2 staff are senior level technicians who address problems that will require a Tier 1 agent’s attention for a period longer than 10 minutes, thus freeing the Tier 1 staff to respond to other support calls. Tier 2 staff will also be dispatched to provide desk-side support, as appropriate. If our Tier 2 professionals are unable to resolve an issue, we escalate to our Tier 3 staff and/or contact the manufacturer and apply the appropriate trouble ticket documentation.  They coordinate all activity for all Tiers and are responsible for escalating calls and quality assurance.
Tier 1 and Tier 2 staff have roughly equivalent training and skills, including Microsoft Certified Professional (MCP) certifications in the key areas of MS Office Suite, Windows 95/98/2000, and Windows NT/2000/XP. Both Tiers have the qualifications necessary to provide support at either Level and are cross-trained in Tier 1 and Tier 2 duties. Cross-training permits us to rotate between Tier 1 and Tier 2 staff on a weekly basis, providing an opportunity for all staff to experience variety in their work and for the Help Desk to make effective use of their varying skill sets. This rotation reduces “burn out,” which support staff experience by performing the same tasks repeatedly. Cross training allows us to augment Tier 1 support staff with Tier 2 staff during periods of high calls.

Our Tier 3 support group consists of technical professionals who are MCSE and/or Cisco certified (CCNA, CCNP, CCIE) and have the skills and experience to address more complex or time-consuming issues than those addressed at Tier 1 or Tier 2. While these employees normally will not be dispatched to provide desk-side assistance, they may be dispatched, as necessary, to provide a higher level of knowledge required to resolve a problem. Our Tier 3 staff rotates technical review duties, which include shepherding new products from conception through deployment in accordance with VA ORM Technical Review guidelines.

A.5.1.3

Help Desk Responsibilities (SOW D, 1, c)

The MILVETS Team’s Customer Support methodology is based on our customer first approach; support requests and problem tickets are not closed until the customer validates their satisfaction with the resolution. This means that our Help Desk assumes ownership from problem or request inception through resolution. All activity is posted in the trouble, providing a detailed audit trail of all work performed and personnel involved. Escalation time frames and problem prioritization are determined jointly by the customer-MILVETS Team partnership at Task Order/Delivery Order (TO/DO) start. Performance measures are continuously reviewed and assessed for compliance, and processes are improved when warranted. We also survey the customer base in partnership with our customer, tailoring surveys to reflect current data gathering interests, to ensure that user expectations as well as contract performance expectations are being met.

The MILVETS Team’s Help Desk staff’s responsibilities include but are not limited to:

· Logging all calls, inquiries and problems within 30 minutes of receipt. 

· Analyzing and resolving problems that arise in the computing environment over the telephone, using Proxy remote control software. 

· Providing desk side support in the VA ORM’s office in Washington, DC. 

· Performing installation, configuration, maintenance, and troubleshooting on all ORM systems, printers, faxes, and scanners. 

· Determining if the hardware is under warranty, placing the appropriate trouble desk call for the under-warranty systems, and coordinating the replacement of any defective parts under warranty. 

· Thoroughly documenting all Help Desk tickets to reflect the actions taken on each trouble ticket and the final resolution. Maintaining logs and documenting ticket resolution into the Help Desk database. 

· Recording and tracking change for moving, updating equipment and software, and provide reports; testing all changes and/or enhancements prior to implementation; and obtaining government approval for the modifications and enhancements prior to implementation. 

· Analyzing problems that indicate systemic issues, recommending solutions, or escalating unresolved issues to Tier II or Tier III support or regional support personnel, to document training requirements of user population. 

· Implementing Help Desk policy and procedures regarding problem logging, status updates, and corrections. 

· Ensuring that all ORM desktops, laptops and take-home personal computers are on the latest version of McAfee Virus Scan anti-virus engine and have the latest dat files and associated patches installed. 

· Handling move, add, and change (MAC) requests with a minimum disruption to the users. The contractor will monitor and document physical (e.g., equipment) and logical (e.g., IP address) MAC installations and re-installations. 

Our Help Desk services will be available to answer and manage incoming phone calls—Monday thought Friday from 7:00 a.m. – 9:00 p.m.—as ORM customer requirements dictate, and to perform actions such as:

· Receive and answer calls 24 x 7 (by PDA during non-peak hours) 

· Provide phone line 24 x 7 availability 

· Provide the PDA for non-prime time coverage 

· Solve reported problems by telephone, by remote control desktop software, or by desk side assistance, as appropriate 

· Dispatch technicians, as necessary, to resolve end-users problems that cannot be solved otherwise. 

· Categorize and log inquiries/problems within 30 minutes of receipt 

· Determine inquiry/problem resolution requirements 

· Resolve inquiry/problem within prescribed time limits 

· Identify problem characteristics and, if possible, root cause 

· Perform moves, adds, changes to client systems. 

· Perform network based or CD distribution for software changes and adds

A.5.1.4

Help Desk Performance Metrics and Data Collection (SOW D, 1, d)

The MILVETS Team understands that there is a necessary correlation between the cost of running a Federal Department and the value of services rendered. We further believe that such value should be objective and that there should be a method to measure whether the value is attained. We have had considerable experience in developing SLAs and implementing performance measurement-based programs for Federal Government agencies as well as for commercial companies. This experience has taught us that the development of a performance measurement model requires that the mission statement, service offerings, investments, and staffing be inextricably tied together. It also requires that incentives for the organization—its reward system—must encourage the organization at all levels to work toward these performance measurements. Our experience also suggests that for a performance measurement program to be successful, the criteria for measurement must be directly linked to the organization’s mission and the measurements must be realistic and attainable. 

The MILVETS Team will provide a Help Desk support staff that meets the agreed upon SLAs and service level performance measures established by the ORM GPM and defined based on the various ORM user groups. The MILVETS Team understands these performance metrics to include: 

· Technical effectiveness 

· Timeliness 

· Management Effectiveness 

· Customer satisfaction

The VA ORM Help Desk will use the established metrics to measure performance against VA ORM-defined SLAs, and to determine when process improvements are needed as shown at Exhibit A-5 – VA ORM Service Level Performance Measures. The MILVETS Team will gather metrics from various sources (e.g., ACD call statistics, trouble ticket information, and customer survey information). The metrics collected include, but are not limited to: customer satisfaction, types of calls, average speed of answer, call abandonment rate, first contact resolution, etc. Customer satisfaction information collected will include questions regarding the courtesy of the agent, the agent’s technical knowledge, the adequacy of the response time, and the customer’s satisfaction with the service. This information will be used to evaluate service delivery and determine areas for improvement. Regular reporting of metrics and Help Desk status information will be performed as agreed upon by VA ORM and the MILVETS Team. MILVETS will provide SLA Performance reports monthly beginning 60 days after contract award. 

	VA ORM Service Level Performance Measures

	Required Services
	Performance

Measurement
	AQL
(Acceptable Quality Level)
	Monitoring Method

	Timeliness
	Percentage of calls resolved on first contact to the Help Desk.
	Executive/Power User – Call Resolution 1 hour During Prime Time
	CO/COTR/GPM Review/Inspection

Of Call Statistics

	Customer Satisfaction
	Customer Survey, Random Sampling, User Complaints
	90% Satisfaction Rating and Above
	CO/COTR/GPM Review/Inspection of Customer Surveys, User Complaints


Exhibit A-5 – VA ORM Service Level Performance Measures

A.5.1.5

Help Desk Reporting Requirement (SOW D, 1, e)

The MILVETS Team has developed tailored reports that provide information relative to all Help Desk activity, as depicted by the required deliverables listed in the SOW and respective due dates. We will provide VA ORM management with monthly written progress reports that provide:

· A summary of Help Desk problems by type (hardware, software, network, mission-critical application related, etc.) 

· Trend analysis 

· Status of ongoing Help Desk enhancements 

· Status of ongoing activities associated with the Help Desk maintenance and operation.

We will continually perform analyses of the types of calls and problems encountered, and we will pinpoint particular problem areas that could be reduced by providing training in the problematic areas. Our experience with Help Desk operations indicates that many calls are not actually technical problems, but informational calls that can be reduced by determining the user community’s needs, and providing training in those areas. All end-user training recommendations will be coordinated through the VA ORM PMO. We typically record and perform trend analyses for:

	· Call volumes

· Problem trends and problem types

· Average hold time 
	· Call abandon rate

· Problem resolution time

· First-call resolution percentage


MILVETS will provide monthly Trend Analysis report on help desk reporting types with the first report due 60 days after award.

A.5.2
ORM Server Services (SOW D, 2)

Awaiting EDS’ Input  – All A.3.2

The contractor shall operate, configure, and maintain all ORM servers. The services the contractor shall perform include (a) maintaining and upgrading the operating system and other utilities installed on these servers; (b) managing configuration changes; (c) insuring that the servers are constantly on-line and available and (d) backing up user data stored on the servers. Security on the servers must comply with VA security standards. Group level access is established on the VA’s DVA Domain. Security incident reporting policies are in place. The following server tasks shall be performed by the contractor:

Team MILVETS will provide daily operational support for ORM server maintenance, upgrades, configuration changes and back up and restores and manage the data protection operations.  We will monitor and report the status of backups for all ORM servers; track and report on LAN and server availability; ensure back-up processes are completed; and perform day to day server backup scheduling, routine server recovery and restart; and document operational procedures. Team MILVETS will proactively monitor the backup, recovery, and storage area network infrastructure.   

A.5.2.1

Server Support Tasks (SOW D, 2, a)

The primary service categories required for server support include: 

• Loss Data Recovery 

• Downtime Recovery 

• User Administration 

• Backup and Recovery 

The contractor shall perform the following tasks: 

• Initiating, monitoring and reporting the status of backups for all servers. 

• Tracking, analyzing, and reporting on LAN and server availability. 

• Ensuring that the backup processes are completed successfully. 

• Performing day-to-day operations tasks such as server monitoring, server backup scheduling, routine server recovery and restart; and documenting operational procedures 

• Maintaining a backup library. 

• Performing restorations of archived data. 

• Following Government established backup routines and recommend updates and improvements to current policy and procedures. 

• Ensuring new servers are placed on the backup schedule and backed-up upon deployment. 

• Providing offsite repository of backup media that can be restored and documented. 

• Providing a disaster recovery plan and contingency operations plan. [NOTE: The plans are deliverables under the task order. The implementation of the plans will be negotiated after award and separately priced and funded.
A.5.2.2

Backup Scheduling and Verification (SOW D, 2, b)

The contractor shall schedule backups for off-hours execution. Differential backups will be scheduled for execution on weeknights, after 10:00PM. Full backups will be scheduled for execution on weekend nights (Saturday or Sunday) early evening to late morning, as appropriate. 

The contractor will utilize a media rotation scheme that provides a high availability of version history. Tape media, which will be supplied by the government, will be controlled so as to minimize the reuse of tapes through the daily, then weekly backup processes. Tapes will ultimately be retired after release from archive storage to mitigate the effects of media degradation through repeated use. 

The tape rotation scheme for on-site retained backups will be used as follows: 

• (Differential) 5 tapes, daily: M, T, W, T, F. 

• (Full) 4-5 tapes, weekly on early Saturday: 1st, 2nd, 3rd, 4th, and 5th (if needed). 

• (Archive) copy of last end-of-month full backup set, sent to off-site archive. 

• Server Backup Log 

The Server Backup Log must be maintained to provide a standardized record of server backups accomplished in accordance with the Server Backup Policy. See Appendix C for a template of the Server Backup Log. 

Server Backup Log Template 
	Server Backup Log 

	Cover Page of Backup Log 

Customer: <Name of Customer as Organization, Division or Department> 

Location: < Facility or site Location> 

Office ID: <Identification of LAN or customer office served by servers> 

Server Admin POC: <Name and contact information of server administrator> 

Backup Server Admin POC: <Name and contact information of backup server administrator> 

Customer POC: <Name and contact information of customer administrator> 


	Server Backup Log 

	No. 
	Field 
	Content 

	1 
	Reference Number 
	Sequential number for reference 

	2 
	Server name or backup set ID 
	Local name of a server (if one per tape) or of a "backup set" - a tape containing backups from each of a set of servers. If a backup set is defined, the identities of the servers in the set must be recorded and made part of the log. 

	3 
	Date of Backup 
	Date that the backup was initiated. Record in format YYYYMMDD 

	4 
	Time 
	Time that the backup was initiated. Record in format HH:MM:SS (SS optional) 

	5 
	Operator 
	Name or initials of operator responsible for the backup 

	6 
	Tape ID Label 
	Physical label assigned to tape cartridge. This must appear on a label affixed to the cartridge. This field must be filled in, and must match the cartridge label, unless tapes are identified by barcode labels, in which case this field is optional. 

	7 
	Backup Type 
	F - Full (data and meta-data) 

S - Full (system plus data) 

I - Incremental 

D - Differential 

X - Special (details provided in Exceptions/Actions

	8 
	Backup Success/Fail 
	Field to designate if the backup ran to completion without error. "Y" or "yes" indicates successful backup; "N" or "no" indicates flawed or failed backup. Failed restores require explanatory information in the Exceptions/Actions field. 

	9 
	Exceptions/Actions 
	Brief notes or reference to a journal entry noting any special conditions or anomalies related to the backup. 


A.5.2.3

Server Configuration Control and Technical Support (SOW D, 2, c)

The contractor shall perform the following tasks in support of ORM’s server services: 

• Implement all server modifications, enhancements, and problem corrections. 

• Develop and maintain server system documentation. 

• Recommend actions to improve server productivity and strengthen configuration control. 

A.5.2.4

Server Problem Detection and Correction (SOW D, 2, d)

The contractor shall perform the following tasks in support of the ORM Server Services: 

• Analyze and resolve problems that arise in the server environment. 

• Solve problems expeditiously, establishing LAN and server backup and recovery processes, defining escalation and alert processes. 

• Update affected server components and test results. 

• Server Policy development 

• The contractor shall develop and follow policies and procedures regarding server support and server problem logging, status updates, and corrections.
A.5.2.5

Server Maintenance (SOW D, 2, e)

ORM has a monthly maintenance schedule that is one Saturday of every month. The contractor shall perform the following tasks in support of server maintenance support specified in this task order: 

• Conduct maintenance and parts management and monitor in-warranty and out-of-warranty periods. 

• Maintain peripherals and any special purpose devices. 

• Follow established maintenance routines and recommend updates to current policy and procedures. 

Repair parts will be provided by the Government. Any maintenance process outside the scheduled maintenance shall be performed with a minimum impact on the users.
A.5.2.6

Server Capacity Planning and Systems Utilization (SOW D, 2, f)

The contractor shall develop server capacity plans, monitor current server workloads, and project future workloads. The contractor shall provide assistance to the ITSD in capacity planning such that future technology enhancements may be smoothly rolled out. 

A.5.3
Directory Services (SOW D, 3) 

The MILVETS Team will ensure the accuracy of all Active Directory objects.  The MILVETS Team will use agreed upon naming standards and strictly controlled procedures to ensure that active directory objects are populated accordingly to the satisfaction of our customers.  All objects will be maintained throughout an organized active directory structure compiled to allow such accuracy.  The MILVETS Team will maintain the objects through routine audits to ensure objects are maintained according to agreed standards.  We will maintain the accuracy of distribution list and security group memberships and ensure that all Global Address List attributes are configured and accurate according to agreed standards to ensure specific attributes are visible to all customers.  The MILVETS Team will ensure that a process is followed to ensure a standard and unique email address, and that all objects maintain singular and unique identification.  Further, we will maintain, through an active directory rights structure to ensure that changes are controlled by highly trained individuals who understand Active Directory.

The MILVETS Team will ensure Active Directory object provisioning, deletion and changes to the various Active Directory objects in a quick and concise manner.  We will create a general service request process to accommodate approved customers with making the necessary requests for the provisioning, deletion and change of objects.  Using the strength of controlled procedures and customer agreed upon standards, we will make bulk or single additions, deletions or changes in a timely manner consistent with customer expectations.  The MILVETS Team will maintain a strong understanding of all objects and their use on the network to include mail distribution lists, security groups, mail contacts, various user objects, printer objects, computer objects and all active directory organizational objects.  We will maintain a strong technical understanding of all tools used to provision accounts and set various optional object attributes.  The MILVETS Team maintains high training standards and a high standard of quality of work to ensure consistency and compliance in all provisioning aspects.

A.5.4
Security Management Services (SOW D, 4)

The MILVETS Team has a unique understanding of the impact of security policy and security technology on enterprise development and systems engineering, particularly as it pertains to interoperability among systems and networks operating at different security and privacy levels. The MILVETS Team understands that security is not a solution but a process that requires constant vigilance, assessment, and evaluation.  

Current trends in the IT community continue to place emphasis on security requirements for IT personnel and infrastructures. As these requirements have escalated in recent years, the requirements for the MILVETS Team have also grown exponentially in this area. In response to this trend, MILVETS has taken proactive measures and established a refreshment process for the individual workstation. This process occurs as a result of our overall awareness of operating system and application maintenance releases and monitoring for new security threats and viruses. As a result of this awareness, and through our efficient refreshment process, we are constantly updating IT Security policies and procedures, and virus definition files and response procedures as new virus updates are released. 

The MILVETS Team will continually assess ORM’s IT Security requirements, evaluate associated risks, and recommend procedures to identify, log, alarm, and report security violations. Our support of this tasking area is a viable extension for process improvement and overall Information Security for the VA ORM enterprise.

A.5.5
Configuration/Asset Management (SOW D, 5)

Configuration Management (CM) and the Change Management Process (CMP) are key elements that should be considered prior to initial deployment of a software application, desktop environment upgrade, or other system component. CM is a discipline, the purpose of which is to control changes to large software and hardware system families through the functions of component identification, baseline version control, and change management. For ORM, this discipline applies technical and administrative direction and surveillance to:

· Monitor and report the status, location and ownership of assets including hardware and software products. 

· Ensure that adequate numbers of software licenses are in place. 

· Define and support the processes required to verify changes in configuration, status, location, and ownership of assets. 

· Ensure software documentation for ORM developed applications and databases are maintained to reflect changes and updates. 

· Establish and follow a formal change control process, including the maintenance of accurate configuration files, listings and drawings.

The Configuration Management of ORM will be controlled by managing changes to its components, particularly desktops and client-based software. All changes will be documented, and it is this document repository that will define the system baselines at any point in time. No changes will be allowed to the ORM IT assets without going through a formal change management process.  The MILVETS Team will work with the ORM PMO, as well as software vendors to maintain software license agreements. The MILVETS Team will gather and document all current software license agreements and store them in our warranty management database. A software-tracking tool will be used to track the software loaded on all servers and workstations. The team will use the tracking tool’s database to track all software license agreements, as well as set up triggers to notify them when agreements need to be addressed.

A.5.5.1

Change Management Process

A comprehensive CM Plan covers the four principle functions of CM: (1) configuration identification, (2) control, (3) status accounting, and (4) audits. The nature of the evolving network architecture and desktop environment of the ORM project calls for a CM Plan that focuses on change management. Change management is part of the configuration control function of CM. The purpose of this function is to track all system modifications, including changes to specifications, architecture configurations, and project documents. As part of a comprehensive overall CM Plan, the MILVETS Team will provide robust version control and change management processes, supported by automated tools that will form a solid ORM infrastructure to support maintenance and enhancements continuing beyond the ORM life cycle.

Our team has the capability to assist the ORM with asset management of hardware and software. Our asset tagging and management procedures are designed to ensure accuracy by providing the asset management information in a ORM-specified electronic format that can be imported into the ORM asset management repository immediately upon receipt. Once in this automated repository, the data is available immediately to those who require access. This information is particularly useful to Help Desk staff; it allows them to fully understand the assets they are being asked to support. Asset management data allows an organization/Help Desk to track asset service history and support calls for each asset across an enterprise, allowing the Help Desk to recognize trends associated with a common asset deployed across an enterprise.

A.5.6
CATS Maintenance (SOW D, 6)  
The MILVETS Team understands the need to support mission-critical applications such as the Complaints Automated Tracking System (CATS), which is used to track work-place discrimination cases and to manage case file documents. We will use documented, repeatable, and quantifiable processes to maintain or enhance the CATS database. The MILVETS Team has in-depth, hands-on experience with both legacy and current programming languages and development environments. We recognize that today’s Federal environment is comprised of a diverse collection of automated tools and data repositories, many of which are scheduled for migration to less costly and better-supported platforms. Our experience and access to expertise of a wide variety of development languages and tools will ensure a rapid and successful approach to legacy system support and new system development.

The MILVETS Team has the requisite experience using Business Objects’ Enterprise Edition, Microsoft SQL Server and other appropriate enterprise tools to adequately and completely provide CATS database administration and applications support. We will use OneVA SDLC  guidelines for all software development or software maintenance activities to support the CATS database. We will provide support in modifying and upgrading the CATS database, as needed; developing new capabilities and improvements to CATS as requested by the ORM; provide Help Desk support and training to CATS end-users and support staff; and identify, analyze, and resolve problems that arise in the CATS application; and work with ORM support staff in making recommendations to enhance CATS performance.
A.5.7
Software Development (SOW D, 7) 

Our software development staff is made up of highly trained individuals with years of experience in their respective subject matter areas of expertise with software presentation layers, logic layers, and data layer enterprise development and maintenance.  Upon clarification of task, the MILVETS Team is ready and able to provide the appropriate mix of experience and skill in the areas of Business Objects’ Enterprise Edition, Microsoft SQL Server and other appropriate enterprise tools to adequately and completely provide technical services in support of ORM’s application software and databases. We understand that the software development and maintenance includes, but is not limited to, the CATS database. Our support will be in the areas of maintenance fixes, modifications, upgrades, development and integration. 

Our staff will pool their knowledge resources and tools to approach enterprise software development to fully encompass the following critical areas:

· Procedures to cover the complete software lifecycle 

· Mapping of software business rules to VA regulatory and compliance documentation

· Use of automated Configuration Management tools

· Use of Automated Issue tracking (web based with customer access in a collaborative environment) 

· Use of automated testing tools and processing frameworks 

· Traceability from requirements through design, implementation and testing 

Project execution and management makes use of the MILVETS electronic document management and workflow collaboration system.

Our Software Development Process – The Best of the Best

To maximize the success of enterprise software development projects the MILVETS Team applies strict methodologies for effectively designing, developing, deploying, operating and supporting software solutions. Our methodology is derived from the knowledge and extensive experience developing software solutions for enterprise customers along with the application of industry standard process models and best practices.

The use of a process model helps to guide the order and structure of project activities and represents the project life cycle. Use of a structured and proven process model aids in the ability to accurately predict and effectively utilize resources required for a development effort, and also significantly increases the probability of repeatable, positive outcomes.

The MILVETS process utilizes a complimentary combination of the Microsoft Solutions Framework and the SDLC, which is part of the VA IT Project Management Framework. The Microsoft Solutions Framework (MSF) is based on two well-known industry-standard process models called the Waterfall and Spiral models. 

The Waterfall model depicted in Exhibit A-6 uses milestones as transition and assessment points. When using the waterfall model, you must complete each task in one phase before moving on to the next phase. This model works best for projects in which the requirements are clearly defined and not likely to change in the near future. Because this model has fixed benchmarks, you can easily monitor schedules and assign clear points of responsibility and track progress.
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Exhibit A-6: Microsoft Solutions Framework Waterfall Method
The Spiral model depicted in Exhibit A-7 is based on the continual need to refine the requirements and estimates for a project. This model is effective when used for rapid application development (RAD) of small projects. This model generates synergy between the development team and the customer because the customer is involved in all stages of development by providing feedback and approval. Although excellent for including the customer in the process, this model however does not incorporate clear checkpoints.

[image: image7.png]rerative
Processes

Spiral Model






Exhibit A-7: Microsoft Solutions Framework Spiral Method

The MSF Model depicted in Exhibit A-8 combines the best principles of the waterfall and spiral models.  It combines the waterfall model’s milestone-based planning and resulting predictability with the spiral model’s benefits of feedback and creativity.
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Exhibit A-8 Microsoft Solutions Framework 

This process fits in perfectly with the SDLC Steps as promoted by the VA IT Project Management Framework as shown below depicted in Exhibit A-9:
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Exhibit A-9: VA IT Project Management Framework SDLC Steps
The combination of people, program processes, and tools will ensure the best possible results while ensuring adherence and compliance with OneVA Enterprise Goals and methodologies.

A.5.8
Training (SOW D, 8) 

Our staff of training professionals will provide training to users for new and existing technologies, such as PDA devices, network scanners, smart cards, and wireless communications devices.  We will also provide initial basic end-user training on new and current products and services, including Microsoft Office application upgrades; and provide one-on-one training to ORM VIPs and Executives, to be designated by the ORM GPM. The MILVETS Team training professionals are qualified to deliver training in a variety of content areas, including the following:

· Basic and Advanced Training. Initial and refresher training on basic and advanced features of the ORM hardware and software will be tailored to meet the specific needs of the ORM community. This training will focus on enabling the ORM users to maximize the potential of the ORM hardware and software suite.

· Specialized and Application Training. This training will be specifically tailored to teach the functionality of ORM applications. It will focus directly on the unique applications (including the CATS application) developed to meet the ORM mission.

· New Technology Training. As new technology is implemented, training will be developed to facilitate its use by the ORM community. As the technology matures, this training will be integrated into Basic, Advanced, Specialized, and Application training.

· One-on-One Training. Often the most effective training method is one-on-one, on-the-job coaching. Where appropriate, the MILVETS Team trainers will provide this training to as needed.

· Remote Locations. Because of the diverse locations of the ORM community, training at field locations will be essential. This will include training sessions during initial equipment setup, and (potentially) the development of distance-learning (CD-ROM or Web-based) solutions.

· Security Awareness Training. In order to protect ORM’s most valuable asset—information—and in accordance with Federal regulations such as the Computer Security Act of 1987 and the Government Information Security Reform Act of 2000, the MILVETS Team will conduct training to ensure awareness and understanding of security protocol, especially with regard to connecting to and downloading from the Internet and using the e-mail system.

A.5.9
Web Support (SOW D, 9) 

The MILVETS Team has extensive web site development and maintenance experience. For the past three years, MILVETS and KCI have worked together developing and maintaining web sites compliant with the specific agency directives and preferences of the U. S. Department of Veterans Affairs.  In addition, EDS has supported the Web enterprise operational services for VA internet and VA intranet. As required by the VA ORM SOW, the MILVETS Team will provide Web-based support to the VA ORM. This will include application development and scripting. The tools used will be determined by working with the ORM. Tools such as Internet Information Services, Cold Fusion, and Active Server Pages will be used. The following describes the MILVETS Teams’ web development and applications experience and approach:
A.5.9.1

Web Technology Proficiencies and Tools

There are several industry standard tools available for the development and maintenance of web sites. Our team has superior knowledge of most of these tools to include those technologies and tools used at VA facilities. 

Our team members have thorough and complete experience with the following web tools technologies:

· HTML/XHTML/XML – Industry standard mark-up languages that serve as the core of most web site and virtual applications


· JavaScript – Scripting language used to provide powerful and cross-platform client-side interactions with the web site visitor or virtual application user.


· Active Server Pages (ASP) - A technology developed by Microsoft which allows web site and web application developers to embed Visual Basic code into HTML documents to make them more dynamic and interactive. 


· Microsoft SQL Server 2000 –This is Microsoft’s Relational Database Management System (RDMS) used to provide secure, reliable, enterprise data management and storage. Our team has past experience integrating this RDBMS product with VA web sites.


· ColdFusion Application Server: This product is a web application Server Software that works with Microsoft Internet Information Server to deploy powerful Internet applications, rich forms, structured reports, and dynamic generation of printable documents. Our team has past experience developing and maintaining web sites for VA using this application server platform.


· Internet Information Services (IIS):  This is a powerful Web server that provides a highly reliable, manageable, and scalable Web application infrastructure for all versions of Microsoft Windows Server 2000/2003. Because this version of web server is used in the production environment at VA Web Operations, our team has had extensive experience with it at VA.


· Adobe Photoshop: This software is the professional image-editing standard and leader of the Photoshop digital imaging line of software products. Our experience with this tool will allow the team to create new or modify existing custom graphics for the ORM Web site.


· Multimedia: Adobe Flash: This is a powerful design and authoring tool used to create interactive rich content with video, graphics, and animation. Our team is cognizant of the need to make any flash content accessible to persons with disabilities in compliance with Section 508 Guidelines and VA Directive and handbook 6102.


· Multimedia: Streaming Video:  Our multimedia staff has the knowledge and capability to create and present accessible streaming video for the ORM web site. We are well versed in close captioning techniques to ensure compliance with Section 508 Guidelines and VA Directive and Handbook 6102.


· Macromedia Dreamweaver: Dreamweaver is the industry-leading web development tool, enabling users to efficiently design, develop and maintain standards-based websites and applications. This will be used as the development software for developing and maintaining the web pages.


· JAWS for Windows: JAWS for Windows is a powerful accessibility solution that reads information on your screen using synthesized speech. This product will be used as one method to insure the ORM web pages that are to be developed or maintained site meet or exceed the Accessibility Requirements as prescribed in the Section 508 Guidelines and the VA Directive and Handbook 6102.


· ZoomText: This is screen magnification software used by persons with vision impairments that allows them to enlarge and modify contrast of computer screen contents.  This software will be used as one method to insure the site meets or exceeds the accessibility requirements as prescribed in the Section 508 Guidelines and the VA Directive and Handbook 6102.


· Color Contrast Analyzer: This is a software utility that allows the programmer to enter specific color and brightness specifications used on a web page to determine if the degree of contrast EXACTLY meets or exceeds that prescribed by Section 508 and W3C Accessibility requirements.  This software will be used as one method to insure the web site meets or exceeds the accessibility requirements as prescribed in the Section 508 Guidelines and the VA Directive and Handbook 6102.


· Microsoft Windows SharePoint Services: Tightly integrated into Windows Server 2003, this software provides collaboration features that will allow the web development and content management teams to easily create, manage, and build collaborative Web services that greatly enhanced the management and content tracking processes during this project. We propose using this environment as a means of tracking web content changes and other management processes.

A.5.9.2

Web Site Development and Maintenance Processes

By its’ nature, a web site can quickly communicate its message to millions of people around the world in real time. Because of this awesome power, and its dynamic aspect, users have come to expect almost instant turn-around on changes and updates to such an important medium.  The combination of the desire for quick changes and the wide scope of audience that consume these changes make web site maintenance techniques extremely important. If mistakes are made, the mistakes will have just as wide an audience.

Because of this, the MILVETS Team has developed a multi-phased process for processing web maintenance and new development tasks. The processes employ OneVA principles, industry best practices, and user involvement as follows:


A.5.9.3

Maintenance Task Request Process

For web sites and systems that currently exist and require changes, the MILVETS Team will use the following process to maintain them:


1. Task Acceptance: A task is accepted when it is entered into the system and approved by the customer project manager or his/her designee

2. Task Staging: The task, whether a web site change request or other web request, is made available across the Internet on a secure development server for the requester to review and comment on for the purposes of confirming the accuracy of the task performed

3. Task Implementation: Upon acceptance by the end user the change is promoted to the VA Production environment using the procedures established by VA Web Operations and/or ORM

4. Task Quality Assurance: A team member will confirm that the task request has been promoted to production as expected

5. Task Closure: The task is closed upon successful Q.A. 

A.5.9.4

New Development Request Process

If requests arise that require the creation of new processes that do not currently exist, the team will employ the time-tested and preferred methodology defined by the OneVA Enterprise Management Program for the System Development Life Cycle Process as follows:

1. Concept Development: through analysis and interaction with the requestor, formalize the concept behind new request.

2. System Design and Prototyping: Employ further design and test the design with basic prototyping construction

3. System Development and Testing: This stage includes testing of the prototype and modifying the design as needed

4. System Development: Develop the system now that the design is complete and the prototype proves applicability

5. System Operation: Take the necessary steps to move the new product into production environment

A.5.9.4

Archival Process

All versions of all content are maintained in an organized archival system such that previous content is always available for retrieval if necessary.

A.5.9.5

Compliance

With our three years of experience creating production web sites for the Office of Acquisition and Materiel Management (OA&MM) and the Office of Small and Disadvantaged Business Utilization (OSDBU), our team has grown very familiar with the compliance documents that must be adhered to in order to produce top quality and compliant VA web sites.  In performing maintenance and development for ORM, we will employ the following compliance strategies:

1. VA Directive and Handbook 6102

2. VA Directive 6201 (Security)

3. Section 508 Accessibility Guidelines

4. W3C Guidelines

5. Best Practices for Universal Accessibility

6. Web Design Guide Industry Best Practices

A.5.10
Video-Teleconferencing Support (SOW D, 10)  

The MILVETS Team has vast experience in Video-Teleconferencing to support this task.    EDS has been supporting the GM Videoconferencing since 1991, including the CM CIO Conference Room at Brewery Park, which EDS designed and installed in the summer of 1998.  In 2000, EDS began installing 500 560IRoom System at DowNet.  The iRooms were a mixture of video and audio only systems with 16 Video MCU Bridges/Gateways and 4 pairs of gatekeepers for voice, 4 pairs of gatekeepers for video. In 2003, EDS installed approximately 171 videoconferencing systems at Bank of America and 75 videoconferencing systems at Fleet Bank.  Both systems installed were Polocom 8400 series that used IP connectivity.   

The MILVETS team will support the flowing VTC requirements for this task.

· Troubleshoot and resolve system issues and log and report outages to the VTC Vendors.

· Configure and make layout adjustments to enable/disable special VTC features. 

· Schedule audio and video calls for ORM conferences. 

· Determine requirements for recording capabilities or equipment needs. 

· Monitor (1) call status and setup; (2) VTC equipment usage and outages; and (3) system operation for proper use support. 

· Test required systems and features prior to scheduled call. 

· Produce monthly call detail records.

A.5.11
Technology Refresh (SOW D, 11) 

In a rapidly changing technological environment, integrating enhanced technology into an existing system can be a challenging and demanding task. We recognize the importance of providing technical solutions that seamlessly integrate into established baselines, yet allow for the controlled implementation of enhanced capabilities and new services. We recognize that the VA ORM will continue to accelerate the evolution of their functional requirements and business practices to meet today’s demands. Under the VA ORM contract, we understand that we will be tasked with refreshing new systems by removing existing units and integrating, test, installing new systems, as identified by the ITSD. We will provide life cycle support for VA ORM assets and move assets among users either through successive refreshes, or as new systems are installed. The MILVETS Team will return all deinstalled assets will be returned to the GPM office for asset disposal.

The MILVETS Team will support the entire SDLC, from conducting requirements analyses and product evaluations through integration testing and configuration management. All plans, procedures, schedules, processes, and changes to standard operating procedures (SOPs) will be fully documented using a format approved by VA ORM. Software and/or hardware will be thoroughly tested and evaluated before it is integrated into a production network/system.

Legacy systems engineering and development support is one of the most critical areas in the SDLC. We will apply our PM and our IT Business Analyst to work with the VA ORM to recommend, develop, integrate, test, document, and implement applications and services that will enhance the current environment. 

A.5.12
Surge/Contingency Requirements (SOW D, 12)

The MILVETS Team understands and has overcome the logistical and management challenges associated with supporting multiple concurrent tasks, fluctuating workloads, remote operations, and quick response to crisis situations. We also recognize the need for continuity of support and rapid response to unforeseen tasks and changing priorities and the importance of having experienced personnel available to assist with complex IT problems ( such as power outages, viruses, security level changes, network hardware and software changes, that occur either during or after duty hours. 

While it is not always cost effective to assemble a full-time staff of experts, it is reassuring to know that the MILVETS Team has access to Engineers that it can rely on for surge support in times of technical crisis. We are confident of our ability to meet sudden workload surges without operational impact to the VA ORM or any other ongoing effort by combining our automated systems, corporate relationships, and reach-back capabilities across our team. 

The MILVETS Team has extensive experience in supporting Continuity of Operations in Contingency/Disaster Recovery situations. For example, MILVETS rapidly responded to disaster recovery efforts by sending personnel to the Pentagon immediately following the September 11 attacks.  MILVETS relocated software, hardware, and network assets to temporary locations across the metropolitan area, returning users to acceptable levels of secure operation in a minimal amount of time. The significant lessons learned from this experience have been incorporated into MILVETS’ holistic approach to emergency responsiveness. MILVETS is prepared to provide 24 x 7 emergency support should an unforeseen emergency occur. 

In addition, as part of its support for the Navy Marine Corp Intranet (NMCI) contract with the Department of the Navy, MILVETS provided technical expertise and consulting support to the NMCI Disaster Recover and Continuity of Operations initiative for the backup, redundancy and migration of mission critical applications, and data and vital records to off-site secure facilities.

MILVETS considers all personnel resources working on the project to be a part of the emergency response solution. Thus, we require that all staff, vendors, and subcontractors associated with the contract receive security, alert, and emergency preparedness training to heighten awareness of potential threats (fire, water, smoke, power outages and virus attacks) reporting suspicious activity and preparing staff for appropriate response.  The training includes step-by-step instructions on how to report threats, issues, and potential vulnerabilities and follow VA ORM approved procedures.  

MILVETS will meet with the customer to validate disaster recovery/continuity of operations procedures, which will include levels of escalation, points of contact (POCs), communication plans, risk mitigations, security procedures, backup, and recovery processes.  In the event of an emergency, a critical success factor involves the mobilization of large teams of qualified people, who can move quickly, act independently, energize a task, and make good decisions.  

In addition, MILVETS will utilize Tiger Teams who can supplement staff levels, assist in recovery operations and provide additional support until operations return to non-emergency levels.  These resources can assemble in-person or as virtual teams and through their interactions create synergy as they apply their expertise in multiple areas to respond to the emergency situation.  

A.5.13
Conference Support (SOW D, 13) 

The MILVETS Team understands the VA ORM requirement for providing on-site conference computer and communications support to ORM’s conferences and training seminars approximately 8 times throughout the year, or as often as needed.  The MILVETS Team recognizes such support shall include, but not be limited to the establishment of cable or wireless computer networks, setting up desktops/laptops and providing audio-visual on-site support during the conferences.  Understanding these services will be coordinated in advance and we will work closely with the VA ORM Program Office for establishment of these conferences and training seminars. 
A.5.14
Deliverable Reports and Documents (SOW D, 14)

MILVETS follows a standardized preparation, review, and quality control process for the development and quality control of Deliverables, Plans, and Reports.  

A.5.14.1
Deliverable Quality

For each VA ORM IT deliverable, we will require at least two quality reviews. Major Deliverables will require the joint approval of the designated MILVETS Team QA representative and our Project Manager, as well as the approval of an independent subject matter expert inside the MILVETS organization who is not affiliated with the project. Our quality review requirements will be detailed in a project plan that is developed for the VA ORM IT Support contract.

The MILVETS Team approach to developing effective and meaningful Deliverables, Plans, and Reports is incorporated into our Quality Control and Project Plans that empowers all members of our project team to identify problems and recommend solutions at the time they are noted. We will conduct periodic audits of our service delivery, identify and correct problems between scheduled Plan and Report deliverables, and prepare enhancements for the documents to be reviewed and submitted to the VA ORM IT Support contract PM. These audits help to identify systemic problems and implement long-term solutions.  Ms. Adams, will be fully empowered to ensure the appropriate resources are applied to resolve the problem, minimize risks, and meet Deliverable, Plan, and Reporting delivery schedules. Exhibit A-10 below identifies how Deliverables, Plans, and Reports are incorporated into our Project and Quality approaches to the VA ORM IT Support project management.
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Exhibit A-10:  MILVETS project monitoring process ensures the development of quality Deliverables, Plans,

                        and Reports

All VA ORM IT Support contract documents and reports will receive final review and then be submitted in both electronic and hard copy format to:

Mr. Kevin Thomas 

1575 Eye Street, 10th Floor 

Washington DC 20005 

Kevin.thomas@va.gov
A.5.14.2
One Time Documents (SOW D, 14, a)

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

	One Time Documents

	Deliverable Type
	Due
	Updates

	Staffing Plan
	3DACA
	As Necessary

	Help Desk Policy
	3DACA
	As Necessary

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

	Standard Operating Procedures (SOP)
	30 DACA
	Periodically as Necessary

	Concept of Operation (CONOPS)
	30 DACA
	Periodically as Necessary

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


A.5.14.3
Monthly Reports (SOW D, 14, b)

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

	Monthly Reporting

	Report Type
	Due
	Information Required

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

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

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

Include:

· Technical Effectiveness

· Timeliness

· Management Effectiveness

· Customer Satisfaction

	Help Desk Trend Analysis Reports
	60DACA

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


A.5.14.4
Quarterly Reports (SOW D, 14, c)

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

	Quarterly Reporting

	Report Type
	Due
	Information Required

	Software

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

	Hardware

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


A.6
General Requirements (SOW C)

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

The MILVETS Team will develop a staffing plan and provide to the VA ORM GPM 3 days after contract award and will staff the project through a combination of new personnel delivered from MILVETS Team members and recruitment and retention of the current incumbent workforce where such retention is advantageous to the VA ORM and will minimize transition risk. We believe that immediate and candid communication with the incumbent workforce is vital to a smooth transition and continued operation by the incumbent contractor during the transfer of responsibility of the contract.

MILVETS Team VA ORM IT Support contract staff will consist of the following:

· Project Manager

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

· IT Business Analyst

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

· Centralized Help Desk

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

· Additional Subject Matter Experts

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

We understand that the VA ORM will provide:

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

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

A.7
Contracting and Administration Authority (SOW E)

MILVETS understands the government CO will be the only person authorized to approve changes or modify any of the requirements under the VA ORM IT Support contract. Additionally, we understand that any request for change or modification must be submitted directly to the CO.  We will not effect any contract changes or modifications without the permission of the CO.

All requests for modification of the VA ORM IT Support contract will be submitted to the Contracting Officer, Department of Veterans Affairs, Central Office, Acquisition Operations Service (049A3A), 810 Vermont Avenue, NW, Washington, DC, 20420.

MILVETS will interface with the government Project Manager appointed by the CO for all VA ORM IT Support contract day-to-day technical aspects.  All contractual questions or problems will be brought to the immediate attention of the CO for resolution

A.8
Charging and Invoicing (SOW F)

MILVETS will submit an original copy standardized invoice referencing the GSA contract number, the purchase order number, complete corporate address remittance information, invoice date, description of service, price and quantity of property and services actually delivered or rendered to the following address for payment:

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

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

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

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

A.9
Contractor Personnel Security Requirements (SOW G)

A.9.1
Security

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

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

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

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

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

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

· List of names of personnel

· Social Security Number of personnel

· Home address of personnel 

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

A.9.2
Confidentiality and Nondisclosure 

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

A.9.3
Government Responsibilities 

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

A.10
Other Instructions (SOW H)

A.10.1
Contractor Quality Control (SOW H, a)

MILVETS prides itself in the quality of our work and is committed to quality.  Quality Assurance is integrated into each of our projects from the beginning.  We believe securing and maintaining our relationship with clients provides only the basic foundation on which our company can grow; providing customer service that exceeds client expectations is required to ensure overall customer satisfaction. MILVETS realizes that a process-driven and focused discipline is needed to retain its clients and ensure business growth. To this end, we have implemented a quality control (QC) process on all of our contracts.

Our quality management is based on compliance with ISO 9001 standards. This translates into a Quality Assurance Plan for the VA ORM IT Support contract based on the integration of industry best practices with recognized quality management guidelines.

As part of our VA ORM IT Support, we will utilize these corporate standard Quality Assurance methodologies to create and maintain a complete quality control program for the VA ORM IT Support contract. Operations, production, services, other deliverables, and employee training will follow applicable standards, and MILVETS management will review the quality system and its measurements regularly. Our QC procedures will measure the effectiveness of our staff, identify areas needing improvement, and enable us to implement continuous improvement programs to ensure VA ORM satisfaction. We conduct two to four internal audits of each of our processes to ensure they are adhered to and to seek opportunities for improvement.

The MILVETS Team will deliver a comprehensive Quality Control Plan to the Contracting Officer.  The Quality Control Plan will:

· Specify the QC system and all services to be reviewed.

· Explain how reviews will be conducted.

· Indicate whether services will be reviewed on a scheduled or unscheduled basis.

· Identify the tools to be used to ensure required time frames are met.

· Detail the method for identifying deficiencies in the quality of service and taking corrective action.

· Describe the method used for subcontractor selection and management.

· Establish the methods and procedures for internal controls, customer service functions, and continuity of operations during transition.

· Establish and maintain files for quality control review documentation throughout the life of the contract.

· Enable the MILVETS Team to prevent/eliminate the potential for fraud, waste, or abuse of VA ORM funds.

MILVETS Team quality assurance and inspections will be independent of those performed by the Government.  We will perform inspections prior to requesting acceptance of our work by the Government. Our VA ORM Project Manager will attend meetings with the Government Program Manager, CO, COTR, and other Government personnel, as necessary, to resolve quality considerations and problems that may arise in the course of the work. The MILVETS Team will assure continuous quality improvement and report on improvements in service and technology that could be implemented, as identified. We will assure that the VA ORM is satisfied with the quality of service by conducting independent reviews or surveys, or other methods determined appropriate to validate customer complaints.

As an ISO: 9001-2000 certified Team, we are dedicated to the delivery of quality information services that meet or exceed the VA ORM expectations, are timely, and are provided at a competitive price. Our Quality system satisfies these objectives through the implementation of a series of standards and procedures requiring continuous monitoring and review.

MILVETS approach to achieving our vision of excellence is based on quality people using quality processes and quality tools. The use of quality processes (well-defined, documented, standardized, and integrated) yields repeatable, managed, and optimized results. An important feature of achieving quality is the ability to measure both process quality and product quality, and to provide quantitative feedback from the process and from implementing innovative ideas and technologies.  Exhibit A-11 reviews our six-step project quality process.
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Exhibit A-11:  The MILVETS Team Work Plan Has a Built-in Process for Quality
MILVETS uses sound technical practices established through our quality process and documented in the Project File. Our PM and each Task Leader is responsible for training his/her team as necessary and for establishing policies, standards, methodologies, and procedures used to conduct the project effort. The PM works closely with the client in understanding the practices used by the client and the requirements to support its needs.  MILVETS utilizes sound technical practices established through the process illustrated in Exhibit A-12 and documented in the Project File.

 SHAPE  \* MERGEFORMAT 



Exhibit A-12:  Practices Are Established to Provide a Standard for Quality

In addition to existing customer policies, instructions, and guidance, the MILVETS Team will maintain cognizance of new technology developments and work with the customer to incorporate new practices and requirements as they become available and acceptable. After defining the accepted procedures, methodologies, and standards applicable to the project, the PM will conduct or arrange for training of assigned task personnel if needed. This ensures all task personnel are knowledgeable of the accepted processes and standards for the task.

As an ISO 9001-2000 registered Team, we are dedicated to delivering quality services that meet or exceed the VA ORM IT Support Requirements and Objectives.  Key elements of our Quality Control program for the VA ORM IT Support contract tasks are:

Meeting Performance Objectives 

Internal audit, analysis, and reporting of daily performance to meet and exceed the VA ORM IT Support performance objectives.

Accurate Record Keeping 

PM and Task Leaders record and file data to track Standard Operating Procedures, problems, problem resolutions, and lessons learned.

External Reviews 

MILVETS corporate management will be involved to ensure VA ORM satisfaction and completion of program performance objectives.

Ongoing Improvement
Procedures and processes to ensure continuous operational improvement will be employed.

Ms. Lee Adams, the MILVETS Team PM, is responsible for the quality of our deliverables and customer service performance.  She will work closely with the VA ORM IT Support GPM, CO, and COTR to ensure that we are providing quality service to VA ORM.  Ms. Adams will review all quality control reports and actions with VA ORM management to jointly ensure a high level of customer satisfaction.  Our quality system satisfies these objectives through the implementation of a series of standards and procedures and through continuous internal and external monitoring as shown in Exhibit A-13. 

The quality control review process begins with the establishment of clear requirements and objectives from the Project Work Plan.  The project team maintains a continuing diary of steps taken, methods used, results, problems encountered, problem resolutions, coordination, and other important information in the Project Folder.  The Project Folder consists of both electronic and paper information, and each functional area maintains a sub-folder of the project.  Our Project Folder method facilitates technical and progress reviews, and maintains continuity during personnel changes.
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Exhibit A-13:  The MILVETS Team Quality Control Project Work Plan

The MILVETS Team internal quality control, inspection, and feedback system facilitates internal and external monitoring and auditing in the areas of Project Management Reporting, Operations Review, and Customer Satisfaction Surveys.  Ms. Adams is responsible for reviewing our day-to-day performance, evaluating quality problems and implementing changes.  Ms. Adams will monitor our Customer Service statistics, network and system availability, weekly reports prepared by the VA ORM IT Support Team, and VA ORM comments including the results from Customer Surveys.  She will report monthly to Mr. Bob Daniels, the MILVETS, on the overall quality of service.  Mr. Daniels will also communicate frequently with VA ORM to identify new or changing business requirements.  Proactive planning will not only ensure services are satisfactorily delivered, but will also provide a foundation to correct the deficiencies early and implement preventive measures for their recurrence.

Problems will be resolved by the MILVETS Team as part of the day-to-day Standard Operating Procedure (SOP) and in conformance with VA ORM IT Support performance objectives and SLAs.  These problems, and their resolutions, will be analyzed for performance trends.  Performance Trend analysis is performed weekly to identify and isolate performance problems in a timely manner. 

In addition to our internal program audit, analysis, and reporting, MILVETS management performs external quality of service (QOS) reviews.  Bob Daniels, CEO, will perform a quarterly external program status and quality reviews with Ms. Adams.  This review will focus on contract performance and the performance of our VA ORM IT Support in meeting VA ORM performance requirements, objectives, and metrics. 

Technical Challenges and Risks

While performing services for the VA ORM, The MILVETS Team will encounter challenges.  The identification, analysis, and abatement of these challenges and risks will begin during the initial MILVETS Team planning activities when risk will be identified for each task area and work element.  Red, amber, and green ratings will be applied to each task area and those determined to be red will be immediately worked to identify risk reduction alternatives.  Our risk identification, prioritization, and tracking approach is illustrated in Exhibit A-14.
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Exhibit A-14:  The MILVETS Team Risk Mitigation Process Focuses on Early Identification, Tracking, and Abatement of Risk Areas to Assure Quality Services Are Delivered on Time and within Budget

The MILVETS Team PM, Key Task Personnel, and any Team Leaders will perform an independent assessment and disagreements will be resolved by the PM. Work effort remaining in the amber category, for which risk reduction alternatives have not been identified, will be managed on an exception basis to ensure success. As performance results are quantified in the Performance Measurement process, each amber risk area will be given special analysis to determine progress/level of risk. Areas of work that show increases in risk and potential program impact will be processed through our Risk Mitigation process to reduce program impact. This continuous process of Risk Identification, Performance Measurement, and Risk Mitigation will ensure that risk will be used as a performance parameter in the same sense as cost, schedule, and technical performance thereby helping assure VA ORM IT Support success.

Risk Control Processes

Our process and tools for risk control are based on techniques developed while providing programmatic support to clients such as US Navy, Veterans Affairs, and BATF. The methodology is network-based and supports development of detailed schedules that include measurable milestones for work progress tracking. The system employs Microsoft Project and Excel for schedule development and analysis, and includes a statistical probability evaluation of the impact of risk on tasks.  The tailorable nature of the systems is its greatest value in terms of meeting various program objectives in the most cost effective manner.  The complexity of the tasks and the importance of schedule/performance make it critical that risks be identified early and appropriate mitigation implemented.  The PM and MILVETS Team staff will perform an assessment based on their experience, and discussions with VA and affected internal customers of VA ORM. The MILVETS Team standard risk control methodology is depicted in Exhibit A-15.
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Exhibit A-15:  MILVETS Team Standard Risk Evaluation Methodologies

A.10.2
Meetings (SOW H, b)

Communication is the key to any successful program operation and to maintain a clear understanding of project progress and current and future client requirements.  MILVETS will follow a regular meeting schedule with the VA ORM IT Support government management team to continuously keep all parties informed and to swiftly identify areas of priority.  During the contract kickoff, the meeting schedule will be established that effectively meets the needs of both teams.  Additionally, during the operation of the VA ORM IT Support contract, additional meetings will be established as determined by Government, task demands, and special projects.  MILVETS senior executive management will also be fully committed and available for any VA ORM IT Support management meetings and reviews as required by the Government.

Initially, meetings between the VA ORM IT Support government management team members and the MILVETS Team will include, but not be limited to, the following:

· Orientation/Kickoff Meeting
· At the request of MILVETS, the VA ORM IT Support government management team will conduct an orientation meeting at ORM at a mutually agreed upon date and time, promptly after task award. The purpose of this meeting will be to clarify the requirements as set forth in the VA ORM IT Support SOW and define the working relationship between ORM and the MILVETS Team

· Weekly Operations Meetings
· The VA ORM IT Support government management team will conduct weekly operations meetings at ORM to determine status of various system changes and enhancements, operational and support issues and to discuss upcoming events and other topics

· Quarterly Meetings
· The VA ORM IT Support government management team will conduct quarterly meetings at the ORM building, at a mutually agreed upon date and time, promptly after the end of each fiscal year quarter. The purpose of these meetings will be to review and discuss the performance for the quarter, as it relates to the performance requirements defined in the VA ORM IT Support SOW.

Once regular meeting schedules have been established, the MILVETS Team PM will suggest individual task meeting schedules between MILVETS team leaders and their corresponding VA ORM IT Support government task leads.  Results of these meetings will be compiled, regularly reviewed by the MILVETS Team PM, and reported on in both monthly reports and in the Weekly meetings with the VA ORM IT Support government management team. 

A.10.3
Inspection and Acceptance of Deliverables (SOW H, c)

MILVETS understands the importance to the VA ORM of timely receipt of quality deliverables.  Acceptance and/or rejection of all services and deliverables under the VA ORM IT Support contract shall be accomplished by the GPM or designee. Services will be of a continuing nature and the VA ORM IT Support task order will prescribe monthly payments for services. Completion of services will be deemed to have occurred at the end of each month falling within the task order term, and incentive payments or deductions will be applied in the next successive period.

We understand the VA will accept, provide comments, and/or change requests, if any, within ten (10) working days from receipt by the VA, of all required VA ORM IT Support contract deliverables. Any notifications of rejection will be accompanied by specific reason(s) for rejection. MILVETS, upon receipt of the Government comments, will rectify the situation and re-submit the deliverable(s) if it is not a "draft" deliverable within ten (10) working days. If it is a "draft" deliverable, MILVETS will rectify the situation before the next scheduled submission of this deliverable(s). The Government will review and verify that the original problem(s) has (have) been resolved with the contract deliverable(s) as re-submitted. If it is a re-submission of a final deliverable, the Government will provide MILVETS with notice of acceptance/rejection or request for extension within ten (10) working days after receipt of each re-submitted final deliverable. MILVETS understands that only one re-submission will be allowed. If subsequent re-submissions are required, deductions will apply.

A.10.4
Task Order Modifications (SOW H, d)

MILVETS is a flexible organization and we are prepared to adapt to any VA ORM IT Support requirements that may arise.  We understand that if VA ORM IT Support Services were not anticipated in the initial task order and later become necessary, the task order may be modified by the VA to acquire the services. Services required will be mutually agreed to and incorporated into the task order through modification.  MILVETS follows a task order proposal and modification process on all contracts to assist our clients with any new services or changes that may arise.  If the VA determines that they would like to modify the VA ORM IT Support contract or add a service component, MILVETS will provide a proposal and quote with information describing our approach to the new modification.

A.10.5
Key Personnel Replacement (SOW H, f)

MILVETS’ Project Manager and the IT Business Manager are the key personnel positions in the VA ORM IT Support program. Prior to any key personnel reassignment, removal, or resignation, MILVETS will provide written notification at least ten (10) calendar days in advance to the CO and shall submit justification (including proposed substitutions) in sufficient detail to permit evaluation of the impact of the proposed change on the VA ORM IT Support program and its schedule. No replacement of key personnel will be made by MILVETS without the written consent of the CO. Resumes will be provided for any key personnel replacements. MILVETS will demonstrate that the qualifications of the prospective replacement personnel are equal to or better than the qualifications of the personnel being replaced.

Biographies and Resumes of the MILVETS Team Project Manager and IT Business Manager may be seen below in Section B-1 Key Personnel of this proposal.

A.10.6
Staffing Plan

MILVETS will provide the VA ORM a staffing plan at the beginning of this task. We will provide our Key Personnel at the start of the transition and, within ten (10) days of contract award, we will be 100% staffed.  Part of our proposed staffing plan will be to identify, interview, and transition incumbent staff that the VA requires to continue the VA ORM IT Support.

The MILVETS Team Staffing Plan and Transition Plans will be the roadmap that ensures no interruption of on-going operations during the transition period, and to capture all the required incumbent personnel.

A VA ORM IT Support Recruitment Team will be formed to process candidates for employment on a compressed schedule. They typically consist of a team lead, a technical expert, a facility security officer, and personnel specialist.  Responsibilities include:

· Make formal offers of employment to qualified incumbents

· Verify and transfer clearances of incumbents as necessary

· Process employment packages


· Verify technical skills

· Survey training status of incumbents 

· Identify problem areas

· Initiate QA metrics

Our Staffing Transition Process is illustrated in Exhibit A-XXXX below.
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Exhibit A-16:  MILVETS Team Incumbent Capture Process

MILVETS understands the stresses associated with employment transition. To alleviate anxiety among the incumbent workforce and foster cooperation with the incumbent contractors, the MILVETS Team will be open and cooperative with the incumbents, answer employees' questions honestly, and keep employees informed about transition progress. Interested incumbent employees will be invited to a MILVETS Team Open House planned within 5 days after award date, and conducted during the first week after authority to proceed. At this session they can meet and talk with the Ms. Adams and the MILVETS Team Human Resource Managers and representatives. To assist in this process our Human Resources specialists will provide an information package detailing our corporate descriptions, benefits, hiring eligibility requirements, an interview/Open House invitation, and telephone numbers to each incumbent

During the first week after award the MILVETS Team will contact key incumbent personnel by telephone after normal working hours to determine their interests and to establish interview dates. Input from the incumbent company management will provide valuable input to this process. Our Human Resources specialists will update and maintain our personnel database of skills, to include incumbent employees interviewed, hiring decisions, comments, technical expertise, and level of experience to provide the MILVETS Team Transition Team with status updates of each incumbent.

Based upon the staffing plan, offers will be made to those incumbents that provide the best match of talent for work to be accomplished and match our corporate productivity quality standards. Our people-oriented environment has produced an incumbent capture rate of 95% for the past 20 years, which significantly reduces the risk of staffing shortfalls.  

A.10.6.1
Recruitment and Retention

MILVETS maintains a corporate Recruitment Plan and tracks records of designing contract teams, staffing, recruiting and hiring qualified teams to execute the work plans.  All MILVETS Team members have experience successfully organizing contract work teams and recruiting staffs based on our previous successful efforts in support of our commercial and government customers.  Our diverse past performance track record and depth of experience depicts our understanding and technical experience to perform VA ORM IT Support tasks as a low risk alternative to other bidders. 

Our Team recognizes the importance of personnel staffing, recruiting, and hiring of personnel.  Our choices of key personnel and the staffing, populating, and retaining of contract personnel within the program organization is the single-most important factor in determining our Team’s ability to succeed.  Our approach to previous contract performance has been to hire high-performing employees and provide them with the work environment and participation incentives to keep them satisfied and productive while performing this important work for our customers.  Additionally, our key managerial personnel were chosen based on their management experience and technical subject matter expertise with the requisite formal education and work experience histories to mitigate any performance risk.  

We are able to call upon the entire MILVETS Team to “ramp-up” our staffs to meet changing/emerging requirements.  The MILVETS Team has the resources in its own HR databases from which to draw personnel to meet contract requirements.  In addition, the MILVETS Team has processes and procedures in place to tap into additional recruiting databases at a moment’s notice.  This lessens the recruiting requirements and stress on our Team to meet any requirement.  Our team members HR databases of qualified individuals have been used constantly to support project staffing needs.  The HR databases are constantly refreshed.  In those instances where recruiting is necessary, the entire recruiting force of our total Team responds to the effort to identify the most qualified individual candidates for the selection regardless of company affiliation.

The MILVETS Recruiting Plan uses our existing and proven HR procedures.  We will analyze personnel staffing and labor category requirements in each contract.  We identify the skills and quantity for each labor category required to perform the contract and Project Management Office support.  On a regular basis, we send HR recruiting teams to local military installations, universities, and other locations to participate in job fairs or to interview personnel in response to our local newspaper ads.  In many instances, our employees refer candidates to staff our contracts.  We also have an extensive personal/corporate network, as well as linkages to other Internet-based recruiting services, which gives our MILVETS Team members access to former military and civil service individuals with relevant experience to staff our projects.  Our overall recruiting process is shown in Exhibit A-17 below.
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Exhibit A-17:  MILVETS Team Recruiting Process

MILVETS also maintains an in-house employment individual information database.  This formalized registration system for individuals seeking full or part-time employment, including consultant subject matter expert services in support of any contract or contract, provides us with an immense recruiting advantage.  

A.10.6.2
Maintaining Trained Personnel

The most critical element of maintaining trained personnel is ensuring that each employee remains current and competent throughout the life of the VA ORM IT Support contract.  MILVETS Team employees will be provided sustainment training, consistent with their labor category, as needed to meet this requirement.  We will also cross-train personnel within individual task areas and across task areas to the extent possible to provide greater depth and breadth of coverage across the full range of specified and implied VA ORM IT Support task areas.  

A key element of ensuring quality control is the retention and stability of the MILVETS Team members.  Competitive salaries, corporate climates and exceptional incentive/benefit programs are critical to retaining a quality workforce.  MILVETS Team members experience a low turnover rate of assigned professional personnel supporting our contracts.  Our plan to retain qualified personnel includes a fair compensation and benefits plan and working environment, which allows our employees to focus on contract requirements.  Our collective benefits include health and dental insurance plans, IRA with employer contribution, insurance, education assistance, annual leave, sick leave, and holiday observance.  Retention of qualified personnel begins with an accurate staffing plan, supported by a viable recruiting and hiring plan with new employee orientations.

MILVETS Team members attract and retain skilled professionals because we offer competitive and comprehensive compensation and benefits packages.  Our incentives and pay structure reflect our employee retention policies.  Competitive compensation establishes the parameters by which each contract’s overall objectives are formulated.  Each of the MILVETS Team companies have published HR policies for providing compensation that rewards employees fairly and equitably, and an “employee value” approach that recognizes individual personal achievement and that of the contract team.

In order to serve employees better, MILVETS Team members have developed relationships with experts in the benefit sector.  A benefits administrator and financial planner handle those portions of our employee benefits package that require expert guidance.  Our HR department is available to all employees who have any questions regarding benefits and other areas of employment. MILVETS Team members follow all local, state, and federal regulations regarding employment practices and record keeping.  We have a detailed employee handbook covering all policies and benefits for employees.  We are constantly monitoring and benchmarking our policies and benefits in order to maintain the highest standard of employment.  We have an established Code of Ethics by which all employees operate, and we have a progressive discipline policy that allows us to fairly handle any situation we encounter as an employer.  We believe that by using standardized processes and policies, we are able to treat every employee fairly and with respect.
A.10.6.3
VA ORM IT Support Training

Training of MILVETS Team personnel in task areas outlined in the VA ORM IT Support SOW will include training assistance programs to focus on specific VA ORM IT Supports task requirements training, providing skills development for both career growth and VA ORM IT Support contract requirements, and encourage employees to establish and follow a defined career path which may lead to internal promotions within the VA ORM IT Support tasks. Each employee will have an understanding of their position responsibilities, authorities, and accountabilities. A comprehensive career path plan individualized for each employee will establish a guide to seek technical and career advancement within the MILVETS Team organization.

As the principal contact with the VA ORM IT Support Contracting Officer and Project Officers, the MILVETS Team PM will coordinate all internal team requirements and present a single team view to the customer. To ensure contractual compliance, the PM, in concert with the EDS and KCI Contracts Administrator, will ensure the flow of work. The following Exhibit A-18 illustrates our proposed work flow to ensure an efficient and effective integrated team.


Exhibit A-18:  MILVETS Subcontractor Management Approach

A.10.10
Labor Categories (SOW H, k)

MILVETS has carefully selected and identified the labor categories that we are proposing for the VA ORM IT Support contract.  We have listed them in Exhibit B-1 in Section B,  Personnel Assigned to Task below.

B.
Personnel Assigned to Task (RFQ B; SOW H,e)

The MILVETS Team recognizes the importance the VA ORM places on highly qualified personnel providing services to the VA ORM IT Support effort.  All members of the MILVETS Team are expected to perform at the highest levels of technical and ethical expertise whether from the Prime or Subcontractor organizations.  The MILVETS Team will provide qualified personnel to perform all VA ORM IT Support task order work and services; regardless of past historical records, estimated personnel needs, or minimum levels established elsewhere in the VA ORM IT Support SOW. To ensure the most effective and efficient use of personnel, MILVETS Team technical personnel assigned to the VA ORM IT Support contract will possess skills in multiple technical disciplines, i.e., will be capable of performing functions associated with more than one of the task areas. MILVETS will replace that/those employee(s) with personnel of equivalent or better experience and skills if the assigned personnel are reassigned to another task or leave the employment of any MILVETS Team member. Qualifications of substitute personnel shall be equal to or greater than those of the personnel being replaced.

As a dynamic and growing enterprise-wide IT support services team, MILVETS continually recruits qualified professionals from within the industry.

MILVETS has over 20 years of experience performing and supporting technical contracts.  MILVETS management has carefully analyzed the requirements of the VA ORM IT Support SOW and has selected personnel who have the abilities to successfully complete VA ORM objectives.  MILVETS Team personnel exceed the required qualifications to perform the work and have demonstrated individual talents and technical qualities for multiple government and VA clients on similar projects that MILVETS Team members have supported.   Our personnel have also demonstrated success in addressing and managing all technical, operational, and administrative issues that may arise.  MILVETS has, in-house, the resources and procedures necessary to ensure that VA ORM receives exceptional service, technically qualified individuals of the highest caliber, and state-of-the-art tools.

MILVET personnel keep current in their knowledge of state-of-the-art technologies.   They are familiar with legislative requirements and Federal and industry policies, procedures and guidelines.  They remain current in their knowledge in technical program management, Network Operation Center, Help Desk, Web Operations, Server Support, Information Assurance, Risk Management, Project Security Support, Security Assessment policies, processes, and procedures as each applies to this VA ORM IT Support effort incorporating ongoing training, using the Internet, trade journals, and new legislation and Federal and industry policies, procedures and guidelines. Our MILVETS Team credentials clearly support the claim that we offer the best value to the VA ORM.

Our ability to provide, recruit, train, and retain quality personnel is discussed in Section A.10.7 Staffing Plan above

Exhibit B-1 identifies the typical qualification and experience of personnel to be proposed for the VA ORM IT Support effort.

	Team MILVETS Personnel Qualifications

	Labor Category
	Education
	Years Experience
	Representative Responsibilities

	Program Manager
	BA/BS
	10+
	Responsible for all aspects of project performance, performing independently of leading a team in planning, analyzing, implementation and management

	Project Manager
	BA/BS
	10+
	Responsible for all aspects of technical performance

	Task Manager/Lead
	BA/BS
	9+
	Develops detailed plans for all work assignments, assigning work and monitoring performance to ensure satisfactory completion

	Senior Technical Specialist
	BA/BS
	10+
	Performs independently or leads a team in planning, analyzing, designing, implementing and managing automated systems

	Rehabilitation Engineer
	BA/BS
	5+
	Performs needs analysis, applies analytical techniques and trains customers with disabilities.

	Trainer/Instructor
	BA/BS
	8+
	Proficient in the delivery of complex training materials.  Capable of training large audiences, as well one-on-one type training.

	Senior Engineer
	BA/BS
	5+
	Designs electronic mechanical devices down to the subsystem level.  Verifies technical designs.

	Database Administrator
	BA/BS
	3+
	Establishes procedures for operations of the database management system and ensures compliance.

	Engineer/LAN Specialist
	BA/BS
	3+
	Performs network analysis, design, installation and administration.  Provides technical support.

	Junior Engineer
	BA/BS
	3+
	Performs non-routine work involved in specifications development, implementation, testing and documenting engineering systems and equipment.

	Communications Specialist
	BA/BS
	3+
	Installs, relocates, removes, modifies or repairs voice and data equipment.

	Senior Systems Analyst
	BA/BS
	6+
	Provides programming and technical leadership in determining/supporting customer requirements for major operational systems.

	Programmer
	BA/BS
	3+
	Performs all functions of digital computer programming, using standard design and programming techniques.

	Junior Technician
	HS
	3+
	Installs equipment according to layouts, floor plans, sketches and written diagrams.

	Technical Writer/Editor
	BA/BS
	3+
	Ensures that the preparation of technical documents is consistent with prescribed standards for format and presentation.

	Administrative/Clerical Support
	HS
	3+
	Performs administrative and/or clerical assignments using word-processing software.


Exhibit B-1:  MILVETS Team Labor Categories and Experience Levels for the VA ORM IT Support effort

B.1
Key Personnel

B.1.1
Project Manager

Biography

Our proposed Project Manager, Ms. Lee Adams, is available and ready to start work on the VA ORM IT Support program.  Ms. Adams brings to the effort over 20 years of experience in program and project management, often involving large scale Enterprise Programs and Architectures.  She has provided leadership, executive level consultations, and technical expertise to a number of Federal Agencies, such as: Federal Bureau of Investigation (FBI), U.S. Navy/Marine Corps Intranet, Department of Justice (DoJ), Executive Office for Immigration Review (EOIR), Department of State (DoS), U.S. Agency for International Development (USAID), and National Archives and Records Administration (NARA).  

Resume – Lee Adams

AT&T, Vienna, VA, 2/05 - Present

Provide program and project management direction and expertise in support of various AT&T contracts.

Oversee a multi-million dollar portfolio of programs across multiple Government Agency customers to include a broad spectrum of support to the Department of Defense, U.S. Marine Corps, Nuclear Regulatory Commission and Health and Human Services.  

MILVETS Systems Technology, Inc., 1993 – Present
Navy/Marine Corps Intranet (NMCI), 9/2004-2/05

Ms. Adams was the Technical Lead for the Office of the Director NMCI (DNMCI) on Enterprise Operations initiatives including Bringing Voice over Internet Protocol (VoIP) capability to more than 400,000 seats; Resolving issues related to the enterprise transition to Internet Protocol Version 6.0 (IPv6); Assisted in the enterprise transition from Windows 2000 to XP. She was the DNMCI technical representative on critical NMCI working groups including deployable mission capabilities, spyware/malware issues, enterprise asset management PKI. 

National Archives and Records Administration (NARA), 1/04-9/04

Ms. Adams led the instructional design and standards development effort to revolutionize the NARA records management training program. The program was chartered to educate and assist Federal agencies in the adequate and proper documentation of their agency mission.  The project involved developing more than 60 hours of instructor-lead course curriculum and then translating that curriculum into e-learning and SCORM compliant. 

Electronic Data Systems (EDS) - Navy/Marine Corps Intranet (NMCI), 2000-2004

Ms. Adams implemented and managed a state-of-the-art test lab to determine the viability of legacy applications transitioning to the NMCI Windows 2000 environment.  The certification process involved testing, group policy object changes, application and business process reengineering, packaging, security accreditation support and tight configuration management control.  She gathered requirements, build virtual workspaces, and train and implement the web-based collaboration tool eRoom. 

United States Agency for International Development (USAID), 1999 -2000

Ms. Adams provided expertise to the USAID Office of Inspector General (OIG) in support of their audit of the Agency’s Y2K Certification Process.  She attended technical and functional meetings to provide direction, feedback, and IT expertise.  She also performed research, made recommendations, and produced detailed audit reports of the findings.

Department of State (DoS), 1998-2000

Ms. Adams provided leadership and technical expertise to the DoS OIG and the Year 2000 Project Management Office (Y2K PMO) to develop Y2K Certification Guidelines for the Agency’s 59 Mission Critical Applications.  She performed extensive cost/benefit and earned value analysis to mitigate for Y2K.  She also developed parameters defining the Temporary Professional Services database.  

Department of Justice, (DoJ), 1996-1998

Ms. Adams supported the Executive Office for Immigration Review (EOIR) Information Technology initiatives.  Ms. Adams managed a 20-person Tier I, II, and III help desk support for the EOIR Automated Nationwide System for Immigration Review including: Incident Management, Problem Resolution, Asset Inventory, and Technology Refresh.  Ms. Adams used a Remedy-based solution to manage trouble tickets, workflow, assets, and SLAs and to build an enterprise knowledge base.  
Federal Aviation Administration (FAA), 1994-1996

Ms. Adams facilitated the development and implementation of the first phase of the FAA Enterprise Operational Data Management System (ODMS) in a multi-vendor environment (Oracle 7, Sybase, IBM, HP, SUN SPARC 20, Unix, Solaris).  

Naval Sea Command (NAVSEA), 1993-1994

Ms. Adams developed an implementation strategy and rollout plan and managed the migration from the old document management system to a CALS/PDES compliant image and document management system to scan, store, retrieve and distribute more than 10 million images (i.e. engineering drawings) across the Navy’s wide area network. 

SECURITY CLEARANCE: DoD Top Secret

EDUCATION: BS Journalism May 1982

B.1.2
IT Business Manager

Biography

The MILVETS Team brings to the VA ORM IT Support contract effort a highly experienced IT Business Manager with over 20 years of experience in the IT industry, Mr. Steve Rincavage.  Mr. Rincavage is available and ready to work on the VA ORM IT Support contract.  He offers strong project management skills, over 6,000 hours of managing complex projects, and proven life cycle methodologies to produce outstanding results by promoting teamwork and innovation.  His sound project management skills and extensive technical background will allow VA ORM to solve real business problems and identify new opportunities to better serve its customers.  Mr. Rincavage was PMI Certified in March 2004 and has taught and utilizes proven ISO 9000/2001 life cycle methodologies.  His experience covers multiple industry and IT skills areas (Project Leader/Analyst, WAN, Systems Engineer) and has allowed him to save client computing costs, design, and install systems with many teams and vendors across the USA and India to increase their productivity.  He perseveres and integrates well into client environments, especially in the area of planning and issue resolution when installing systems of change.

Resume – Steve Rincavage
Veterans Administration, Baltimore, MD
5/06 – Present



Senior Business Analyst 

· Oversee migration for software migration project implementing NIH’s eRA grants management system for the Veteran’s Affairs Office of Research and Development.

· Conduct ongoing analysis of requirements for project management/software development.

· Perform onsite client interviews and systems evaluation to determine customer need, gather requirements, and apply results to the migration process.

· Worked with the in-house network teams from VA and NIH locations and led effort to get access to test and production systems. 

ISG, Sparrows Point, MD
11/04 to 4/06 & 10/98 to 5/03 



Project Leader / Analyst

· Led multifunctional team in four locations to install and support 3-tier client server Transportation Mgr System

· Identified/installed over 100 process improvements, effectively streamlining daily functions and reducing costs.

· Implemented solution for carriers to accept loads over the Internet via Weblogic / i2.

· Directed network team to install fiber network in Tin Mill warehouse.

· Led Level 3 client server team to develop software and specified and installed Citrix Metaframe label print server application at new $350 million Cold Mill facility.

· Developed and supported ISO 9000 and Life Cycle Methodology rollouts.
Carderock Naval Base, Bethesda, MD
5/03 – 11/04


          NMCI Legacy App Leader

· Migrated 200 Government legacy applications to new Navy enterprise-wide client server environment 

· Collaborated with Government, EDS and vendor teams to manage conversion activities including reachback, media collection, packaging, testing, scheduling and deployment.

· Installed 600 seats with administrator rights via Science and Technology solution.

MHIN, Owings Mills, MD
4/93 – 10/98 




Infrastructure Engineer

· Supported WAN (Wide Area Network) at Maryland Health Information Network (MHIN).

· Maintained and enhanced 40 Cisco routers used to connect all sites via Frame-Relay backbone. 

· Utilized NAT solution to streamline design and save costs.

· Systems integrator for Insurance Carriers, Vendors, Doctor's Offices, and Technical staffs.

· Supported major systems migration of code from Digital VMS and Stratus hosts to Sequent Dynix platform.

· Converted jobs to Korn shell and tested rewrite of source code to utilize Oracle databases.

GM Corporate, Rochester, NY, Flint, MI
10/91 – 4/93 



Project Leader / Analyst

· Migrated in-house indirect material system to GM Corporate System (OLIMPIC).

· Interfaced with GM Purchasing, General Stores, Financial, and Common System groups.

· Supported 1,800 program conversions from Unisys to IBM DB2 environment.

· Developed and verified Work Breakdown Structure (Conversion Definitions, Pre-Baseline, Baseline and Source Conversion templates) for $20 million dollar IT project.

· Worked with team to create, plan, and process 300 systems migrating to 150 Common GM systems. 

New York Support Center, Rochester, NY
9/88 – 10/91



          Systems Engineer

· Taught Understanding and Applying Systems Life Cycle (SLC) class.

· Constructed X12 EDI interface with existing purchase order (850/855) system for client on a 4-month TDY Wrote first program at the plant to interface all three DBMS systems (DB2, IMS and Model 204).

Electro-Motive Division, Chicago, IL
8/85 – 8/88



         Systems Engineer

· Effectively reduced IPACS/computer charges by $318,000/year by reducing I/O, DASD, streamlining jobs, and making programs more efficient.

· Developed and installed EDI X12 810, 850 and 855 transaction sets (Invoice and PO systems).

· Acted as technical liaison to railroad clients (Conrail, Seaboard, BN) for testing and technical questions.

EDUCATION

Bachelor of Science, Systems Analysis and Applications, Cum Laude
Elmira College, Elmira, New York

CERTIFICATIONS, CLEARANCES, & CAREER DEVELOPMENT

PMI Certification, March 2004

Secret Clearance, June 2004

C.
Past Performance Performing Similar Tasks (RFQ C)

The MILVETS Team brings to the VA ORM IT Support effort a long history of working with the VA.   We offer a robust capability to respond quickly and with great efficiency to VA ORM requirements, wherever they may occur.  Our extensive combined experience managing and supporting similar IT services and modernization programs, plus our current in-depth understanding of the DoS IT environment, uniquely qualifies us to manage and coordinate Enterprise Operations support services for VA ORM IT Support operations.

Our Team experience matches well with VA ORM IT Support task requirements and is highlighted below in Exhibit C-1.

Finish Overall MEATBALL CHART (All Past Perf)   VERIFY that we have experience
	MILVETS Team Past Performance Similarity to VA ORM IT Tasks

	VA ORM SOW IT Task Areas
	MILVETS Team Past Performance Experience

	
	NMCI
	VA VPOSS
	VA

My Health eVet
	VA Web OPS
	VA OSDBU Web

	Help Desk Services
	●
	 
	●
	 
	 

	Server Services
	●
	●
	●
	●
	●

	Directory Services
	●
	 
	●
	 
	 

	Security Management
	●
	 
	●
	●
	 

	Configuration/Asset Management
	●
	 
	●
	●
	 

	CATS Maintenance
	
	
	
	
	

	Software Development
	●
	●
	●
	●
	●

	Training
	●
	●
	●
	●
	●

	Web Support
	●
	●
	●
	●
	●

	Video Teleconferencing Support 
	●
	 
	 ●
	 
	 

	Tech Refresh
	●
	 
	●
	●
	 

	Surge/Contingency Requirements
	●
	 
	●
	●
	 

	Conference Support
	● 
	 
	●
	 
	 

	Reporting/Documentation
	●
	●
	●
	●
	●


Exhibit C-1:  The MILVETS Team offers comprehensive experience in all VA ORM IT Support Task Areas

MILVETS supports the Navy Marine Corp Intranet (NMCI) Government end users with Help Desk phone support using Dell Optiplex workstations. Our help desk support maintains customer service satisfaction levels in accordance with Government established SLA’s. We resolved trouble calls that included system/peripheral setup and testing, removal of end-user computer equipment and associated peripherals and software for repair/replacement. We developed and conducted tests to demonstrate system and software performance and conformance to vendor and customer specifications; conducted Remedy Database administration as well as Novadigm remote administration software installation; completed installation of end user software including the complete Windows 2000 operating system suite, Group & System Policy. MILVETS’ help desk support assisted in recertifying the entire Dell product line for 2001.  Our Help desk support staff is required to perform shift work in order to provide coverage 24/7.

MILVETS provided critical network design solutions and migrations for the office of the Inspector General (OIG). MILVETS performed the migration of the network operating system from Banyan Vines to Windows NT, the standardization of all desktops to Windows NT Workstation, and the migration of electronic mail from IM3 to Microsoft (MS) Exchange.  These functions allowed for broadcast operations using MS Exchange services and the Internet from each client workstation.  MILVETS provided on-site help desk support and network operations for 350 users that entailed the development and implementation of network naming conventions, standard server and workstation configurations, installation and setup procedures, security policies for e-mail and calendaring, and creation of a modern backup system.  MILVETS was required to be on-call 24/7 to provide emergency network service.  

In support of the Military Sealift Command’s (MSC) AFLOAT project, MILVETS provides twenty-four hour, seven days per week (24/7) network management of all AFLOAT Network Operations Center (ANOC) supported Local Area, Wide Area and Dial-in Networks (classified and unclassified). We respond to afloat systems trouble calls referred by MSC’s Global Helpdesk and conduct technical research and resolve problems associated with network operations as needed.

EDS example contracts quick summary
KCI brings to the VA ORM team five years of experience with the VA
environment and infrastructure, intimate knowledge of VA agency goals,
mandated methodologies and compliance requirements, and strong technical
expertise with software and web site development and support to include high
levels of technical competence with the methodologies and technical tools
needed to support web site and software development team environments.

The MILVETS Team experience directly with the VA covers a wide-array of IT support services and is summarized in Exhibit C-2 below:

	MILVETS Team Summary of Relevant VA Past Performance References

	Client and

Project
	Contract Number

Period of Performance

Value/Type

	Veterans Health Administration

Section 508 Review of Computerized Patient Record System (CPRS) Graphical User Interface (GUI)
	Contract No. GS-35F-0152J/776-C21269

09/30/2002 to 04/16/2003

FFP/$142,068



	VA Section 508 Testing and Training Center

Section 508 Rehabilitation Act Electronic Information Technologies (EIT) Project
	Contract No. GS-35F-0152J/101-J37328

9/ 2003 to 7/ 2006

FFP/$1,327,820

	Office of Acquisition and Materiel Management 

Virtual Planning & Operations Support Services (VPOSS) Web Site Development and Operations (PHASES I, II, and III)


	Contract No. GS-35F-0152J/101-G37170

                     GS-35F-0152J/101-G57215

                     GS-35F-0152J/101-G67154

9/2005 - 10/27/2006

FFP/$1,051,106

	Office of Small and Disadvantaged Business Utilization 

Reengineer OSDBU Web Site



	Contract No. GS-35F-0152J/101-G67236

08/2006 to 11/2006

FFP/$98,676

	Office of Small and Disadvantaged Business Utilization

Socioeconomic Reporting/FPDS-NG Assessment Project
	Contract No. GS-35F-0152J/101-G67297

12/2006 to 2/2007

FFP/$24689

	Department of Veterans Affairs OI&T,VHA Office of Emerging Health Technology (EHT)

EDS provides staff augmentation in support of the investigation of emerging technologies for the VHA’s Office of Emerging Health Technology (EHT). Since late 1997, EDS has provided system administration and software engineering support staff to EHT.  EDS personnel support the VHA by actively participating in the testing, evaluation, integration, and piloting of a variety of new and emerging technologies.
	Contract No.

05/15/2004 – 07/31/05; Renewed 08/01/05 – 04/18/06X

Type/Value: T&M 2,300,000

	VA Health System Design and Development (HSD&D)

EDS partnered with the Veterans Affairs (VA) Health System Design and Development (HSD&D) organization to support legacy Veteran Health Information Systems and Technology Architecture (VistA).  Type of services performed are mainly database administration and Software development.
	Contract No.

01/ 2000 to 3/ 2007

 IDIQ, EDS Contract Value over 200,000.000.

	Department of Veterans Affairs OI&T, Web Operations Group

The EDS Web Operations team supports and manages 800 development databases which are associated with more then 1,100 development Web sites and applications and more then 700 production databases running more then 1,200 production Web site applications.  The EDS staff also includes Web content managers and System Administrations that provide server support at Falling Waters for the VA Web operations staff.


	Contract No. VA GS-35F-0323J GSA #93 3/31/2004 to 3/31/2008

Type/Value: T&M, 4,800.000


	Department of Veterans Affairs, My HealtheVet Program

EDS Developed the Software engineering design for the My HealtheVet Program, supported Database activities and staffed the MHV Help Desk.
	Contract No.

1/ 2004 to 7/ 2006

Type/Value:  T&M  20,000,000 

	VA Office of Research and Development, Baltimore, MD

Development, System Administration and Maintenance Support, EDS provides, Database modeling support, System Administration support, Technical Writing support and Cyber Security Support.
	Contract No. Subcontract to Patriot Technologies (SDVOB)

4/ 2006 to 4/ 2008

Type/Value T&M, 2,000,000


Exhibit C-2:  The MILVETS Team has comprehensive experience throughout the Veterans Administration

The comprehensive experience and ongoing support provided by MILVETS Team members to the VA offers valuable insight and understanding of methodologies, processes, VA culture, challenges, and future objectives to the VA ORM IT Support effort.  Our Team is ready to transfer, leverage, and apply this knowledge to assist the VA ORM in achieving its goals and providing excellent service to its customers. 

C.1
MILVETS:  US Navy, Navy Marine Corps Intranet

	NMCI Contract Information

	Company Name:  MILVETS Systems Technology, Inc.

	Customer/Agency:  Navy Marine Corps Intranet (NMCI) Information Strike Force – Help Desk, Network Operations Center & Tech Support Services – Subcontractor to Electronic Data Systems 

	Contract Number:  EDS-00-SPPA-90037 (Multiple Tasks)

	Contract Type: Firm Fixed Price
	Actual Contract Value: $22,859,926.14 to date

	Award Date: 10/2000
	Completion Date: 10/2006
	Actual Completion Date:  NMCI extended through 2010

	Contract Reviewing Official
	Name/Address
	Phone Number/email

	CO 
	Ms. Amy  Clipperton 

	(972) 605-0916

	Technical Reviewing Official
	Name/Address
	Phone Number/email

	COTR
	Ms. Gwen Johnson

Or Chuck Harris
	(703) 736-4013

Gwen.johnson@eds.com


Work Description:

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. 

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.
C.2
MILVETS:
Department of Veterans Affairs – Virtual Planning and Operations Support Services (VA-VPOSS)

	VA VPOSS Contract Information

	Company Name:  MILVETS Systems Technology, Inc.

	Customer/Agency:  Department of Veterans Affairs – Virtual Planning and Operations Support Services (VPOSS) – Redesign, Deployment, and Support of the OA&MM Web Site

	Contract Number:  GS-35F-0152J TO# 101-G67154

	Contract Type: FFP with T&M Tasks
	Actual Contract Value: $570,137

	Award Date: 4/27/2006
	Completion Date: 10/27/2006
	Actual Completion Date: 10/27/2006 

	Contract Reviewing Official
	Name/Address
	Phone Number/email

	CO 
	Chris Burroughs
810 Vermont Ave, NW
Washington, DC 20420
	202.273.8765

Christopher.burroughs@va.gov               


	Technical Reviewing Official
	Name/Address
	Phone Number/email

	COTR
	Mr. Cheran R. Shields

810 Vermont Ave, NW
Washington, DC 20420
	(202) 273-6074

cheran.shields@va.gov



Work Description:

The Office of Acquisition and Materiel Management (OA&MM) maintains a web presence on the Department of Veterans Affairs’ Internet and Intranet domain which serve to present information, data, and capabilities of the entire organization.  Early in 2004, a proposal was presented, approved, and funded by OA&MM senior management to reengineer the OA&MM web sites to better reflect the Office’s business processes.  This contract was directed at providing engineering, technical design, development, implementation support and maintenance for OA&MM virtual operations and web site engineering and development for all of OA&MM. It incorporated formal web design, user-interface development, architectural engineering, process development, and operational multimedia support and maintenance. The virtual and web environments included: hardware/software; web site and pages design and development; modeling operations graphics and user-interfaces, system/site auditing, architectural development, maintenance; virtual tools development configuration management; remote processing operations technology insertions; virtual applications development, web site and page integration, web navigation, linking and software interfacing service and support, web site framing and design; graphics and imaging and visualization enhancements. 

In addition to the reorganization of the website, it was made mandatory that the OA&MM website adhere to the One VA initiative and in doing so implement the mandated Level IV internet redesign template.  This was structured around three implementation phases.  Each phase was organized into technical, administrative, and operational programs and projects with performance evaluations conducted at the conclusion of each phase.

As a result of the excellent performance and positive feedback from VA project contacts, VA end users and the program contracting office every MILVETS Team member was presented with a Superior Performance Award.

Screenshots of the OA&MM Web Sites:
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	Screenshot of OA&MM Internet Website (Before)
	Screenshot Of OA&MM Intranet Website (After)
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C.3
EDS:  Department of Veterans Affairs, My Health eVet

	My Health eVet Contract Information

	Company Name:  Electronic Data Systems, Inc.

	Customer/Agency:  Department of Veterans Affairs, MHV Help Desk Support

	Contract Number:  Subcontractor to KTC Consulting

	Contract Type: Time and Materials
	Actual Contract Value: $ 400,000

	Award Date: 7/1/2006
	Completion Date: 7/1/2007
	Actual Completion Date:  

	Contract Reviewing Official
	Name/Address
	Phone Number/email

	CO 
	XXXXX
	XXXXX

	Technical Reviewing Official
	Name/Address
	Phone Number/email

	COTR
	XXXXXX
	XXXXX


Work Description:

EDS has supported the My HealtheVet (MHV) Help Desk, Tier 1 and Tier 2 since January 2004 until June 2006 as the prime contactor.  Then from July 2006 to present we are a subcontractor to KTC Consulting. EDS has three MHV Help Desk personnel that monitor requests and acknowledged problems and issues via email within a 24 hour period.   Defects and change request are logged in the project’s defect tracking tool, ClearQuest, and monthly metrics are captured for evaluation.  Customer suggestions are captured and reported weekly.  Defects of the application, hardware, and operation system are prioritized, researched, and resolved by the MHV Team.

C.4
EDS:  Department of Veterans Affairs, Web Operations

	OI&T Web Operations Contract Information

	Company Name:  Electronic Data Systems, Inc.

	Customer/Agency:  Department of Veterans Affairs, Office of Information & Technology, Web Operations

	Contract Number: VA GS-35F-0323J GSA #93 EDS-97-01

	Contract Type:  Time & Materials
	Actual Contract Value: $ 4.8 Million

	Award Date: 3/31/2004
	Completion Date: 3/31/2008
	

	Contract Reviewing Official
	Name/Address
	Phone Number/email

	CO 
	Mr. Frank Bajowski

Department of Veterans Affairs

Office of Acquisition and Materiel Management

Acquisition Operations and Analysis Services (93A2)

Room 765

810 Vermont Avenue, NW

Washington, DC 20420


	XXXXX

	Technical Reviewing Official
	Name/Address
	Phone Number/email

	COTR
	Ruth Beltron-West

1335 East-West Highway

Silver Spring, MD 20910
	XXXXXX


Work Description:

The EDS Team has been an integral part of the VA Public Internet presence and the VHA internal intranet service to VA employees.  Our engineers have worked closely with the broad expanse of the VA Web site developers to establish a consistent environment for hosting Web sites and the supporting databases that drove Web-Based applications.  The EDS Web Operations team supports and manages 800 development databases which are associated with more then 1,100 development Web sites and applications and more then 700 production databases running more then 1,200 production Web site applications.  The EDS staff also includes Web content managers and System Administrations that provide server support at Falling Waters for the VA Web operations staff.

C.5
KCI:  Department of Veterans Affairs, OSDBU Web Site Re-engineering 

	OSDBU Contract Information

	Company Name:  KCI, Inc.

	Customer/Agency:  Department of Veterans Affairs,  Office of Small and Disadvantaged Business Utilization,  OSDBU Web Site Re-engineering – Subcontractor to MILVETS Systems Technology, Inc.

	Contract Number:  GS-35F-0152J/101-G67236

	Contract Type: Firm Fixed Price
	Actual Contract Value: $ 98,676

	Award Date: 08/2006
	Completion Date: 11/2006
	Actual Completion Date:  11/2006

	Contract Reviewing Official
	Name/Address
	Phone Number/email

	CO 
	Karen Lebo

Cleveland Business Center

10000 Brecksville Road

Building 3

Brecksville, Ohio 44141
	440-397-3584

Karen.lebo2@va.gov

	Technical Reviewing Official
	Name/Address
	Phone Number/email

	COTR
	Deborah VanDover

801 I Street NW

Washington, DC 20001 


	202-565-7795 Deborah.VanDover@va.gov



Work Description: 
The Office of Small and Disadvantaged Business Utilization (OSDBU) maintains a web presence on the Department of Veterans Affairs’ Internet and Intranet domain which serves to present information, data, and capabilities of the Office of Small and Disadvantaged Business Utilization.  In Late Summer 2006, a proposal was presented, approved, and funded by OSDBU senior management to reengineer the OSDBU web sites to better enhance usability, improve esthetics, update content, and implement VA Mandated compliance standards for the web site.  This contract was directed at providing engineering, technical design, development, and implementation support for both the OSDBU Internet and Intranet web sites. The project incorporated formal web design, user-interface development, architectural engineering, process development, and operational support. 

In addition to the reengineering of the websites, it was made mandatory that the OSDBU sites adhere to the One VA initiative and in doing so implement the mandated Level IV internet redesign template.  

In performing this task, the KCI Team provided results and process efficiencies using the following technical and project management strategies:

· To decrease development time and increase the quality of feedback from the customer, the KCI Team set up and managed a secure, Internet-based web site development staging environment that allowed VA Stakeholders to monitor and comment on the development process in real time.

· To facilitate more efficient tracking and better organization of requests for web site modifications by the customer, and to provide a central location for exchange of pertinent documents, the KCI Team set up and managed a secure, Internet-based collaboration web site. This site provided specific areas for document storage and retrieval and a change request management and tracking system.

· To facilitate clear and effective communication and to assist the COTR with technical decisions, KCI served as a communication interface between the COTR and VA Web Operations and the VA TeamSite Implementation Team.

As a result of the efficiencies derived from these processes, the KCI Team exceeded the time goal to analyze and reengineer the OSDBU web site.  With the additional available time, the KCI Team was able to provide the value-added service of implementing the newly redesigned OSDBU Internet and Intranet web sites into the VA Enterprise Content Management System – Interwoven’s TeamSite.

C.6
Client Problem Resolution Example


C.6.1
MILVETS Problem Resolution Process

MILVETS has developed and implemented a problem identification and resolution plan that provides both anticipatory and safety net controls.  Anticipatory, or proactive, controls include procedures for identifying and avoiding potential problems.  Safety net controls include the vehicles and tools for monitoring and reporting problems that may slip through the anticipatory controls.

Any MILVETS Team member who receives a customer complaint or report of product nonconformity will report this fact to the PM for determination of corrective action.  The requirement for preventive action could be initiated as a result of internal or external audits, employee observations, and design review, analysis of statistical process control data, product deficiency trends, or VA ORM feedback.

The PM’s judgment of a problem and associated risk may require that an entry be made into the MILVETS Quality Action Database.  MILVETS senior management may direct an employee to investigate the cause of the nonconformity or complaint.  The investigator may analyze all processes, work operations, records, reports, and complaints.  The investigator will report the results of the investigation in a memorandum and, if possible, recommend action needed to correct the problem and prevent recurrence.  Changes to documented procedures are processed in accordance with the MILVETS Document Manual.  Corrective and preventive actions established are recorded in the MILVETS Quality Action Database.  When corrective or preventive action has been implemented, a follow up action is entered in the database with a due date set by the MILVETS CEO/President to initiate a review of the effectiveness of the action taken.  Management reviews are conducted at an annual quality review on the corrective and preventive actions recorded in the MILVETS Quality Action Database.

If a problem is encountered that cannot be resolved at the operational level, the PM will interface directly with corporate administrative managers in Human Resources, Finance, and Contracts to resolve the problem, using MILVETS Quality Assurance Process.  If a problem is escalated, the PM will escalate this to MILVETS’ CEO/President for its quick and effective resolution. 

C.6.2
VA VPOSS Problem Resolution

In Phase I of the Virtual Planning and Operations Support Services (VPOSS) project cited in Section C.2 MILVETS: Department of Veterans Affairs – Virtual Planning and Operations Support Services (VA-VPOSS), the MILVETS Team was responsible for the reengineering of the OA&MM Web site. As desired by the VA Project Managers, the reengineered web site style, presentation and approach was to be based solely on  industry standard methodology, best practices, and adherence to VA Compliance Standards. The plan was to reengineer the site, using these principles alone, to effect a significant and quick reengineering of the OA&MM web site.

Soon after starting the project however, the VA Project Managers became acutely aware of the growing, inevitable need to include the VA web site content owner’s desires and preferences into the web site design and implementation process. It became clear that ultimately, it was the content owner’s web site and as such, having their definitive subject matter expertise and inclusion was required in order to present the content in its proper context and to ensure end user acceptance.

Although the MILVETS Team had not factored such a significant effort into the project management plan in regard to staffing, funding, timelines, expertise or personnel required, the team saw the critical need for redirection and immediately began the necessary research, staff augmentation, and project management plan transformations necessary to make it happen. On-the-fly, the MILVETS Team created an end-user focus group information gathering, analysis and implementation process geared toward making the VA content owners an integral part of the development and web site implementation effort.

In addition to becoming a forum for focus group activity to gain insights from content owners on their respective areas within OA&MM, over time, this effort grew into a vehicle to educate and train the VA content owners on how to best take advantage of virtual tools like the OA&MM Internet and Intranet.  With this new perspective and with coaching from MILVETS staff, the VA content owners began to provide better, timelier, and more engaging content. For the first time, average VA employees, working with MILVETS staff, were able to initiate high-quality multimedia content and provide sophisticated information in a format easily-digestible by the general public. Many content owners remarked that their site “never looked so good.” We are convinced that this level of satisfaction is due to the creative use of leading-edge technologies, targeted coaching, and successful end-user involvement. 

This effort, which started out as our Team’s desire to save the integrity of a web site reengineering effort, has turned into a methodology for providing a level of customer service and end-user interaction that has set a new standard at the VA Central Office.  Mr. Cheran Shields was MILVETS COTR for the VPOSS effort and can substantiate our problem resolution on the VPOSS effort. Mr. Cheran can be reached at cheran.shields@va.gov, Tel. (202) 273-6074.
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The MILVETS Team provides an exceptional ability to recruit, select, hire and assign quality personnel in every conceivable functional area.








This proposal includes information that shall not be disclosed outside of the Government.  This document shall not be duplicated, used or disclosed in whole or in part, for any other purpose other than to evaluate this proposal.  If, however, a contract is awarded to MILVETS Systems Technology, Inc., as a result of or in connection with the submission of this information, the Government shall have the right to duplicate, use or disclose the information to the extent provided in the resulting contract.  This does not limit the Government’s right to use information contained in this proposal if it is obtained from another sources without restriction.  The information subject to this restriction is contained on each page of this proposal.

