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Part I - Section C

Statement of Work

C.1 Background

The Federal Aviation Administration (FAA) Telecommunication Management Division (TMD), AOS-600, organization supports the National Airspace System (NAS), as well as other non-NAS telecommunications networks and systems.  The TMD organization provides engineering, acquisition and management of telecommunication services, networks and equipment.  The TMD organization collects and integrates agency telecommunication requirements, sets leased telecommunication program goals and objectives, generates projections and allocate telecommunication budgets, determines acceptable program and project performance standards, and maintains oversight and control over critical NAS communication networks.  In the next five years, TMD owned and leased legacy telecommunication networks will transition to a new network called the FAA Telecommunication Infrastructure (FTI).

The TMD Information Resources Management (IRM) program provides support and maintains the TMD IRM infrastructure.  The TMD infrastructure is composed of a Local Area Network (LAN), related hardware, software, email, shared applications and information connected to the Federal Aviation Administration (FAA) Intranet and Internet.

C.2 Scope

The Contractor shall operate and maintain the TMD LAN and associated infrastructure, and provide government property management.  In addition, as ordered by the Government, the Contractor shall web site development and maintenance, and software development and associated maintenance, and training to the TMD organization.  The Contractor shall furnish all personnel and services necessary to assist the TMD organization in accomplishing its mission.  As directed by the FAA, the Contractor may also be required to interface and work with other FAA organizations to support FAA standards and other applications.

The Contractor support efforts shall primarily occur within 15 minutes access by walk or public transit to the TMD administrative spaces, located at 600 Maryland Ave., SW, Suite 308E, Washington, DC and 470 L'Enfant Plaza East, SW, Suite 8101, Washington D.C. 

Requirements

The task covered in this Statement of Work (SOW) are classified into the following functional areas:

· LAN Management and Help Desk Support

· Government Property Inventory and Management

· Web Site Development and Maintenance

· Software Development, Deployment, and Maintenance

C.3 LAN Management and Help Desk Support

The TMD LAN is a critical resource for daily communications and data distribution to internal and external customers.  The Contractor shall operate, administer, and maintain the TMD LAN, its infrastructure, and provide help desk support to both local and remote users, recommend cost effective improvements, manage and maintain the TMD email system, and ensure appropriate information security mechanisms are in place and updated.  Approximately 50-60 TMD personnel will be supported.

LANs are currently located in 470 L'Enfant Plaza East and 600 Maryland Avenue.  The LANs provide communications, project/program management support and data exchange between the TMD functional teams.  Attachments 1 and 2 list the standard software, applications, and hardware utilized by the TMD.  The Contractor shall provide first level help desk support for those applications and software.  First level help desk support entails but is not limited to, technical assistance, hardware and software problem resolution and desktop support. 

In this effort, the Contractor shall maintain LAN availability 24-hours a day, 7 days per week with the exception of scheduled downtime for maintenance.  The Contractor shall provide corrective and preventive maintenance of the TMD LAN servers, switches, routers, desktops, laptops, and printers.  To support remote users, the Contractor shall maintain a Remote Access Server (RAS) capability for LAN access.  Routinely, the Contractor shall perform incremental and full data backup as well as provide timely data retrieval.  Where LAN equipment or software problems are encountered, the Contractor shall research, obtain quotes for hardware and software upgrades if needed, and make recommendations for purchase, test, and implement solutions.

Additionally, the Contractor shall be expected to keep abreast of current LAN technologies in order to recommend enhancements or establish a cost savings to the network operations and architectures.  As directed by the Government, the Contractor shall research, obtain quotes, and acquire hardware and software for upgrades.

The Contractor shall prepare necessary documents including but not limited to, LAN maintenance, and infrastructure configuration documentation.  The Contractor shall also develop and maintain a TMD LAN Standard Operating Procedure (SOP).

The Contractor shall implement security measures that provide both physical and information confidentiality, integrity, and availability.  The Contractor shall also assist with the development of a LAN Contingency Disaster Recovery Plan document that describes the LAN and computer resource recovery procedures in the case of natural, environmental or man-made disaster.

The Contractor shall upon request of the IRM Project Lead conduct and support bi-monthly LAN User Working Group meetings.

The Contractor shall establish a help desk with an automated trouble ticketing system to track user problems.  Trouble calls shall follow the response and resolution times in Table 1.0 below.  The Contractor shall maintain a log of problems in order to assess trends and to provide TMD global fixes to eliminate common problems.  The help desk shall be accessible by TMD staff during TMD business hours (7:30 a.m. - 5:30 p.m.).  The Contractor shall ensure that three help desk personnel are physically located within the TMD workspace.

Table 1.0.  Help Desk Response/Resolution Times

	Tier / Call Category
	Definition
	Response Time*
	Resolution Time**

	Tier 1:  Critical Calls
	User's inability to perform job duties due to failure of software or hardware.  Staff members that play a critical role to the functionality of the organization.
	5-10 Minutes
	1 Hour

	Tier 2:  Normal Calls
	User able to perform normal job functions, however, must take alternate measures to perform duties.
	30 Minutes
	4 Hours

	Tier 3:  Scheduled Events
	Outages due to maintenance
	1 Hour
	N/A


*Response time is defined as from the time the Help Desk receives a call until the call is returned to the user placing the trouble ticket.

**Resolution time is defined as the time from which the Help Desk responds to a trouble ticket until the trouble ticket problem is corrected.  Resolution time shall depend on whether the software or hardware is readily available or if replacement is required.

The email system used by the FAA is Lotus Notes.  The Contractor shall support and maintain the Lotus Notes email system for TMD.  This effort includes, but is not limited to, configuration, testing, and deploying the Lotus Notes client tool suite on desktops, laptops, and PDAs, configuring user accounts, user training, and supporting users by responding to questions, requests, and correction of user trouble calls.

The Contractor shall support the FAA's NexGen architecture to ensure continuous access and communication within the FAA community and stakeholders.  The Contractor shall participate in NexGen User Working Group meetings upon request to gain an understanding of user requirements and use this information to improve the efficiency and effectiveness of Lotus Notes operations in TMD.

The Contractor shall also provide second level help desk support for software applications developed by TMD and other FAA organizations.  Second level help desk support includes but is not limited to, network access and performance, server support, software and hardware network configurations, security, virus, and Internet service support.  The Contractor shall have knowledge and familiarity with applications in order to answer questions and trouble shoot generic problems.  A list of these applications is found in Attachment 3.

C.4 Government Property Management

The Contractor shall be responsible for management of all property within the TMD.  This entails inventories conducted on a routine basis to ensure property is located in the correct designated areas, custodianship is properly tracked, and property is maintained appropriately.

Management of government property shall encompass the entire lifecycle of the equipment from task requirement/specification for removal or disposal in accordance with FAA Order 4650.1C, Management and Control of In-Use Personal Property.  The Contractor shall initiate and maintain an inventory of all TMD government property per FAA Order 4633.1, Physical Inventory.  Reports shall be provided by the Contractor to ensure property is correctly maintained and managed in accordance with Data Item Descriptions F01-05.  The Contractor shall utilize the TMD Property Inventory Management System (TPIMS) to track all government property.  The database will include but is not limited to, such elements as barcode number, location, user or custodian, removal, and disposal.  In addition, the Contractor shall enter and update the TMD property inventory information into the FAA property management system, Automated Supply Chain Management (ASCM).  

Equipment that is deemed inoperable or out of date by the TMD IRM Project Lead shall be used as spare parts or excess.  In this case, the Contractor shall retain a spare parts inventory and follow the FAA guideline for disposal of equipment.  The Contractor shall maintain records of all contract-acquired property (CAP) that is procured for FAA requirements purchased via contract. The Contractor shall work with the TMD IRM Project Lead to retain records of all requests for purchase, obtain appropriate management approvals prior to purchase, arrange for delivery, and log all denials for purchase.

The Contractor shall maintain a pool of Government owned laptops for loan to TMD employees for work related activities.  The Contractor shall implement checkout policies and procedures as well as maintain the inventory to ensure laptop availability.

C.5 Web Site Development and Maintenance

The TMD web site contains information and related documents about the division and projects.  The TMD web site is linked to the FAA web site and other government public web sites. 

The Contractor shall operate and maintain the TMD web site adhering to all DOT H 1350.2 web site policies and guidelines.  These standards and guidelines include but are not limited to the FAA Order 1370.84 regarding security requirements and Section 508 of the Rehabilitation Act of 1973 as amended (29 U.S.C. 794D).  The Contractor shall become familiar with and work to maintain compliance with the FAA NAS Operations Directorate policies for Internet and Intranet management.  The Contractor shall work with the TMD staff to ensure accurate and current information is maintained on the web site.  A SOP shall be established and maintained by the Contractor that outlines organizational web policies and procedures.

The Contractor shall ensure web sites are enhanced with the most technologically and cost effective security measures to include software and data access controls as well as maintain and support web-based applications.

The Contractor shall upon the request of the TMD IRM Project Lead, act as liaison to other FAA organizations and Working Groups to ensure consistency and compatibility of the TMD web site to Agency guidelines.

C.6 Software Development, Deployment and Maintenance

Reengineering fragmented business processes to improve program management and operations is sometimes required.  Since the TMD IRM program is central in the applications/tools development and inventory for TMD, they are in the best position to make recommendations on architecture, technology and industry/FAA standards to leverage existing capital investments and avoid duplication of efforts.  The TMD IRM Contractor shall assist TMD in identifying requirements for business process automation through the development of tools to improve TMD's operations.

The Contractor shall apply proven technology, FAA and industry standards to newly developed and deployed applications, databases, and information systems to effectively support user IT requirements and TMD operations.  These applications, databases, and information systems shall be in accordance with FAA policies, guidelines, and with TMD IRM technical guidance.  The Contractor shall assist with documentation, updating software requirements, system design, and interfaces.

The Contractor shall work closely with TMD Engineering and Operations Management (TEOM), Business and Financial Management Services (BFMS) contractors, and other FAA customers to develop software requirements, identify technical solutions, and designs.

For newly developed and deployed applications, the Contractor shall be responsible for setting up accounts and account rights, installing software and client workstations, and maintaining configuration management.  The TMD IRM Contractor shall support and maintain FAA and TMD existing software applications listed in attachment J.1xxx.  The Contractor shall act as a liaison upon IRM Project Lead's request to user groups and other FAA software system maintenance organizations and teams.

C.7 Briefings and Meetings

The TMD IRM Contractor shall conduct inquires, extract data and prepare high quality presentations on information resource management related data inclusive of slides, charts, graphs, handouts, and provide technical support during briefings presented by Government personnel as directed.  The Contractor shall assist with meeting agenda development, agenda and information distribution, meeting coordination and may conduct information, status, and related decision making briefings.  The Contractor shall coordinate, conduct, and consolidate data obtain from information gathering, interviews, industry data, and agency meetings.  The Contractor shall coordinate, capture, consolidate, track, and maintain status of TMD IRM action items from meetings and provide summary minutes for FAA review.  The Contractor shall support TMD IRM national symposiums and conferences as directed and shall provide both technical and administrative support as required.

C.8 IRM Contract Management

The Contractor shall implement management procedures necessary to meet all contract and task requirements.  These procedures shall include, but is not limited to, contract program management activities such as contract administration, finance, personnel and technical support services.  Additionally, the Contractor shall support the IRM Project Lead that is responsible for managing the services provided under this contract.  The following shall be provided:

C.8.1 Contract Task Management

The Contractor shall establish and maintain a project management system to track task and work activities.  Information in this system shall provide current status as well as forecasts related to Program/Project Management to include work/resource loading, work breakdown structure, PERT and GANTT charts, schedules, deliverables, earned value analysis and funds expenditure tracking and status.  The Contractor shall provide management oversight of all contract activities to ensure the quality of the work effort and deliverables, identify and remedy potential funding shortfalls or surpluses, and identify and remedy potential schedule slippages.

C.8.2  FAA Project Lead Information

C.8.2.1 The Contractor shall provide status, coordination and planning information for all tasks to include:

(a) Provide weekly assessments regarding key events within task area(s) or those inter-related with other task areas.

(b) Assist the Project Lead in developing, updating and tracking action items.

(c) Keep the Project Lead apprised of efforts or activities associated with AOS organizations and other FAA Lines of Business that may either impact or influence the responsibilities of the organization.

(d) Provide strategic planning and recommendations for initiatives that the division may desire to pursue to increase the effectiveness and efficiency of the division's services to the FAA.

(e) Assist the Project Lead and Division Manager to track and identify status of FAA goals that flow down to the division.

C.8.2.2 The Contractor shall provide technical support to include:

(a) Review the progress of technical activities within each of the IRM subtask(s) to ensure that technical efforts and deliverables provided under the task meet contractual requirements and quality standards.
(b) Provide technical support to program managers as required in response to technical issues or during periods of critical operations that require additional support.
(c) Provide the Project Lead with briefings and demonstrations of products, status, technical issues and concerns.
(d) Review deliverables and technical documents to ensure that the content and quality meets FAA requirements.
C.8.2.3 The Contractor shall provide funding and schedule information as follows:

(a) Provide the Project Lead with a monthly cost status for task(s) and quarterly estimates to complete (EAC).  Identify potential cost issues and provide assessments and recommendations for action.
(b) Manage the overall contract staffing to meet the task requirements and fiscal year funding constraints.
(c) Develop a database of deliverables and milestones required in support of the Project Lead of this contract in addition to the deliverables and milestones required under each task.
C.9 Staffing Qualifications and Personnel

The personnel in each labor category shall conform to the staffing qualifications outlined in Attachment J-1 of this contract.  The Government may waive the education requirement of Contractor personnel for individuals who possess superior qualifications in terms of capabilities, experience, and accomplishments.

C.10 Electronic Mail and Office Automation

The Contractor shall provide technologically current electronic mail services for all its employees and shall provide employees with technologically current office automation platforms that are compatible with platforms used by the FAA.  The Contractor shall interact with the FAA, TEOM and BFMS contractors to provide seamless interoperability with the TMD organization.

C.11 Excluded Contractor Activities

There are several areas of activity from which the IRM Contractor is specifically excluded.  The Contractor is not authorized to represent the FAA regarding policy decisions related operational and administrative telecommunications, but shall provide analysis, technical documentation; identify requirements, and related support to these policy decisions.  This is not a personal services contract.  The FAA will not provide day-to-day management or oversight of contractor personnel.

C.12 Transition Following End of Contract Period

The Contractor shall furnish phase-in training with the successor Contractor and exercise its best efforts to ensure a cooperative and seamless transition.  The Contractor shall, upon written notice, furnish phase-in, phase-out services for up to ninety (90) calendar days prior to the expiration date of the existing contract.  The Contractor shall maintain sufficient, experienced personnel during the transition period to ensure that there are no diminution in the quality of service.

Attachment 1 - FAA/TMD Standard Desktop Software Matrix

	Software Category
	FAA Standard
	Current TMD Standard
	Help Desk Level of Support

	Desktop Operating System
	MS Windows 2000 Professional
	MS Windows 2000 Professional
	1st Level

	Laptop Operating System
	Windows 9x (non-networked legacy)
	MS Windows 2000 Professional SP3
	2nd Level

	Desktop Suite
	MS Office 2000 Professional

ACE 2000
	MS Office 2000 Professional

ACE 2000
	1st Level

	Enterprise Database
	Oracle 9.02
	Oracle
	2nd Level

	Presentation Graphics
	MS PowerPoint 97
	MS PowerPoint 2000
	1st Level

	Project Management
	MS Project 2000
	MS Project 2000
	1st Level

	Diagramming
	
	MS Visio 2000
	2nd Level

	Calendar/Scheduler
	Lotus Notes R5
	Lotus Notes R5.0.8
	1st Level

	Terminal Communications
	Dynacomm/NS Elite
	Dynacomm/NS Elite
	2nd Level

	Web Browser
	MS Internet Explorer 5.5
	MS Internet Explorer 6
	1st Level

	File Compression
	WinZip 8.0
	WinZip 8.1
	1st Level

	PDF
	Adobe Acrobat 5.0
	Adobe Acrobat 5.0
	1st Level

	Network O/S
	Novell NetWare v4.11
	MS Windows 2000 Server SP3
	2nd Level

	Application Server O/S
	Novell NetWare v.4.11
	MS Windows 2000 Server SP3
	2nd Level

	Email
	Lotus Notes R5.0.8
	Lotus Notes R5.0.8
	1st Level

	Instant Messaging / Online Collaboration
	Lotus Sametime
	
	1st Level

	PDA Synchronization
	
	Lotus EasySync Pro
	1st Level

	Time Keeper
	Cru-X / LDR
	Cru-X / LDR 3.09
	2nd Level

	Travel Voucher Preparation
	Travel Manager v7.1.c
	Travel Manager v8.0.c
	1st Level

	Remote Access
	ADTN2K D/U
	NT RAS
	1st Level

	PDF Viewer
	NONE
	Adobe Acrobat Reader v4.05
	1st Level

	Network Time Client
	NONE
	Adobe Acrobat Reader v4.05
	1st Level

	Network Backup
	
	Veritas Backup Exec 9
	1st Level

	Network Change and Configuration Management
	
	Microsoft Systems Management Server
	2nd Level

	Software Distribution System
	
	OnDemand WinInstall
	2nd level

	Desktop Screen Saver
	
	Birch Grove ScreenPass
	1st Level

	Antivirus
	NONE
	Norton AntiVirus Corporation Edition v.8.0
	1st Level


Attachment 1 - Miscellaneous Software Supported

	Software
	Target User
	Description
	Help Desk Level of Support

	ScriptLogic
	Help Desk
	Tool for network logon scripts
	2nd Level

	Active KillDisk
	Help Desk
	Tool to erase hard drives prior to release to the TMD
	1st Level

	Microsoft TechNet
	Help Desk
	Tool for Microsoft that contains knowledge base and tools for MS operating system
	2nd Level

	Macromedia Dreamweaver 3
	Web Developer
	
	2nd Level

	Macromedia Flash MX 2004
	Web Developer
	
	2nd Level

	Adobe Photoshop 7.0
	Web Developer
	
	2nd Level

	Adobe After Effects 5.5
	Web Developer
	
	2nd Level

	Adobe Illustrator 10
	Web Developer
	
	2nd Level

	Adobe InDesign 2.0
	Web Developer
	
	2nd Level


Attachment 2 - TMD Hardware Configuration Supported

	Hardware Type
	Manufacturer
	Inventory

	Desktops
	Dell OptiPlex
	46

	Laptops
	Dell Latitude
	19

	
	IBM ThinkPads
	2

	Server
	Dell PowerEdge 4200
	5

	
	Dell PowerEdge 4300
	1

	
	Dell PowerEdge 4400
	3

	
	Dell PowerEdge 2650
	1

	
	Dell PowerEdge 2600
	1

	
	Dell PowerEdge 6400
	1

	Switches
	Cabletron Smart Switch
	2

	
	HP Procurve 4000M
	4

	Printers
	HP DeskJet 1220
	1

	
	HP LaserJet 1000
	4

	
	HP LaserJet 1200
	2

	
	HP LaserJet 1200 Series
	2

	
	HP LaserJet 1200N
	2

	
	HP LaserJet 2100
	7

	
	HP LaserJet 4000
	1

	
	HP LaserJet 4200N
	1

	
	HP LaserJet 4600N
	1

	
	HP LaserJet 5
	1

	
	HP LaserJet 5si
	2

	
	HP LaserJet 6p
	20

	
	HP OfficeJet 600
	1

	PDAs
	Palm M500
	3

	
	Palm M505
	2

	
	Palm V
	1

	
	HP Ipaq
	

	
	Sony Clie
	4

	Tape Library
	ExaByte 210
	


Attachment 3 - Applications
The following are standard applications utilized by AOS-600 and require second level help desk support. 

Budget Planning and Management System (BPMS):  Lotus Notes application used to maintain and track the TMD budget.

Budget Management and Planning System (CAAP):  Lotus Notes application used to maintain and track telecommunications circuit disconnections.

TMD Property Inventory Management System (TPIMS):  Property management system developed to track TMD government property.

PRISM:  Electronic documentation system used to design and specify funding for Procurement Request (PR).  It also keeps record of budget obligations and awards.

Cru-X/LDR:  FAA time tracking applications.

Travel Manager:  FAA application used to create and submit travel authorization and travel vouchers.

PRISM:  Official FAA accounting tool mainly used in the Office of Financial Service (ABA).

System Maintenance Budget Management (SMBM):  Lotus Notes application used to track office supply purchases, training, and travel expenses.

National Automated Credit Card System (NACCS):  FAA application used to process and reconcile credit card purchases and billings.

DOORS:  Requirements tracking tool.

ELITE:  Used to submit FAA time and attendance by the designated timekeeper and manager for each department.  Log on requires two usernames and passwords.

TIMS:  Telecommunications Information Management System, which is a suite of applications supporting the management of FAA telecommunication assets.  It currently contains more than 22 million records of leased and owned telecommunications circuits.  TIMS has a fully dedicated first level support help desk. 

Automated Supply Chain Management (ASCM):  FAA property management system used to track government property.
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