	DATA ITEM DESCRIPTION
	

	1.  TITLE

Customer Emergency Help Plan
	2.  IDENTIFICATION NUMBER

Wireless 003

	3.  DESCRIPTION/PURPOSE

This DID describes the plan that will be used by the contractor to provide 24/7 help response to device users throughout this contract period of performance.  

	4.  APPROVAL DATE (YYYY/MM/DD)
	5.  OFFICE OF PRIMARY RESPONSIBLILITY (OPR)

ATO-A COTR

	6.  APPLICATION/INTERRELATIONSHIP

This Data Item Description (DID) contains the format and content preparation instructions for the Customer Emergency Help Plan.

	7.  PREPARATION INTRUCTIONS

7.1  Reference documents. Refer to Statement of Work and all CDRLS.

7.2 Content.  The Customer Emergency Help Plan shall cover the Contractor’s approach for providing emergency support service to all device users on a 24/7 basis.  The plan shall provide a synopsis of the services to be provided over the life of the contract.  Items to be covered include but are not limited to:  procedures for contacting the help desk; expectations as to the service to be provided; response time for emergency service; and contact information (names, phone numbers, email addresses, etc).

7.3 Format:  The Plan shall be prepared in the format/electronic medium proposed by the Contractor during negotiations/discussion and agreed to by the Government.  The Plan shall cover the period of time designated in the CDRL, shall be submitted to the Government as specified in the CDRL and shall include:

7.3.1 Summary.  A general summary of the plan, phase-in strategy, functioning during transition, and concept of operations during the life of the contract.  For each issue or concern identified, the Contractor shall provide a description of the issue or concern, an assessment of the criticality and time sensitivity of the issue or concern, and actions planned to overcome them.  For each action plan proposed, the report shall indicate any necessary involvement by the Government.
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