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1.0 Vision
The purpose of this Wireless Telecommunications Expense Management (TEM) Services Indefinite Delivery / Indefinite Quantity (ID/IQ) contract is to provide a pool of well qualified TEM suppliers capable of providing market-leading wireless TEM services to a multitude of Federal agencies.  This effort is envisioned to streamline ordering of TEM services by Federal agencies interested in lowering their total cost of using and managing commercial wireless service.  

2.0 Scope

This ID/IQ contract is intended to provide Federal agencies a full range of outsourced wireless TEM services to help them manage their wireless service and devices and reduce their total wireless costs. The TEM services that are offered on this requirement are services that are not available through the Networks GWAC. These outsourced TEM services are expected to be used with agency wireless services and devices acquired primarily through the General Services Administration (GSA) Federal Supply Schedules, Networx Government-Wide Acquisition Contract (GWAC), or other agency-established enterprise Blanket Purchase Agreements (BPAs) and contracts.  In addition to providing TEM services, this contract is also scoped to provide Federal agencies using these TEM services with a convenient means of ordering wireless service from regional or local carriers not available through Networx. This vehicle may not be used to procure wireless services that are available through the Networks GWAC.
3.0 Background
3.1. Federal Strategic Sourcing Initiative (FSSI) 

On 20 May 2005 the Office of Management and Budget (OMB) issued a memorandum entitled, “Implementing Strategic Sourcing,” that mandated all Head of Services establish mechanisms to increase savings, value, and socio-economic participation.  On November 16, 2005, the GSA and the Department of Treasury launched the FSSI.  FSSI is charted under the purview of the Chief Acquisition Officer’s Council and the Strategic Sourcing Working Group monitored by the Office of Federal Procurement Policy within OMB.  The purpose of the FSSI initiative is to:

•
Test the ability to strategically source across federal agencies 

•
Develop standard processes and tools that can be leveraged throughout the government

•
Establish mechanisms to increase savings, value, and socio-economic participation 

•
Share best practices and build the strategic sourcing community of practice 

•
Learn and apply lessons applicable to future strategic sourcing efforts at federal or agency levels 

•
Avoid unnecessary duplication of effort in responding to the OMB Strategic Sourcing Initiative.
3.2. FSSI Wireless Handheld Services and Devices Commodity Team Efforts
3.2.1. The FSSI Wireless Team (one of five under FSSI) includes representation from at least fourteen federal agencies, all of whom have agreed through a formal project charter to participate in the development of a strategic sourcing strategy for wireless telecommunication service, devices, and wireless TEM services.  The specific activities of these “participating agencies” include: attending team meetings, sharing wireless and TEM-related best practices, collaborating on the gathering of service requirements and the creation of the acquisition strategy and documentation. This ID/IQ contract directly supports the strategic sourcing efforts and strategy of the FSSI Wireless team.  Although participation on this team includes the ability to utilize any resulting procurement vehicles, guarantees regarding use of any resulting contract vehicles by the participating agencies is neither intended nor implied. All federal government agencies, participating and otherwise, retain the flexibility to determine the wireless management approach that will best meet their needs, either within or external to this acquisition process.
3.2.2. In December 2005, the FSSI Wireless Team developed their goals, ground rules, high level project plan and the team charter.  In January 2006, the FSSI Wireless Team began gathering information regarding the approximate annual wireless spending and the number of wireless service lines in use at each of the participating FSSI agencies.  Table 1 provides a summary of the annual spending and service line count estimates for each of the agencies participating on the FSSI wireless team. The spending and line counts in Table 1 are only a subset of the potential wireless spending and service lines that could be managed using TEM services, as the resulting ID/IQ contract will be available to all federal government agencies.  It is important to note that these are only high-level estimates derived from multiple sources and methods of data collection.  The difficulty and struggle of collecting this information is a testament to the need for TEM services at many Federal agencies.  
	Participating Agency
	Estimated. # of Service Lines
	Estimated Annual Spend ($M)

	Navy
	85,000
	45.9

	Department of Agriculture
	30,000
	17.0

	Department of Justice
	25,200
	13.6

	Department of Veteran Affairs
	17,000
	9.2

	Customs and Border Protection
	14,000
	7.6

	Department of Treasury
	14,000
	7.6

	Transportation Security Administration
	8,400
	7.0

	General Services Administration
	8,300
	4.5

	Department of Transportation (HQ)
	5,000
	2.7

	National Aeronautics and Space Administration
	5,000
	2.7

	Department of Labor
	2,200
	1.6

	Social Security Administration
	2,000
	1.2

	Department of Energy (HQ)
	1,400
	1.1

	Securities and Exchange Commission
	1,200
	1.0

	Total
	218,700
	$122.7


Table 1: Estimated Number of Agency Service Lines and Annual Wireless Spending
3.2.3. The objectives specified within this document are intended to address the specific requirements of those agencies participating on the FSSI Wireless Team.  However, the resulting contract vehicles will be open for use by all agencies creating a strong possibility that additional agencies from across the government will also choose to utilize the resulting agreements during the contract period of performance.
3.2.4. The FSSI Wireless Team also spent time analyzing their wireless requirements as well as their ability to report and manage their wireless spending and asset inventories at the agency or enterprise level.  The team found that most funding for wireless telecommunications services and devices comes from an agency’s general operating budget which is normally distributed and expended by operating units in a decentralized manner.  Current acquisition and financial systems used by the agencies are not designed to capture, track and report wireless spending or service/device assets.  As such, most large organizations cannot track or report their telecom spending at the summary level, let alone analyze and examine more segmented or detailed level information in order to manage their wireless assets and spending across portions of the agency.  From the analysis, the team discovered the challenges agencies are experiencing with inaccurate wireless inventories, incorrect billing, and a multitude of confusing service plans.  The agencies are currently using various contractual vehicles and service providers for their wireless services.   

3.3. FSSI Wireless Team Strategic Sourcing Objectives
3.3.1. The primary objectives of the FSSI Wireless Team are to: (1) Establish a common procurement vehicle through which government agencies may procure wireless TEM services; (2) Lower the total costs associated with wireless services while maintaining industry standard service levels; and (3) Utilize business intelligence to better support overall decision making and performance management related to the use and support of wireless telecommunications service and devices.
3.3.2. The FSSI Wireless Team assigns an intentionally broad definition to the term “total cost.”  Included in that cost definition are not only the direct costs of the wireless device (e.g. cell phone, smartphone, e-mail PDA, cellular air card) and the ongoing telecommunications service charges, but also an agency’s internal costs to order and purchase, distribute, initialize for use (e.g. initialize and load application or security software), provide user support, manage invoices, make payments, and eventually arrange for final disposition and disposal of the device.
3.3.3. The objectives of this procurement are to establish a pool of well-qualified service providers that have the expertise and demonstrated capability to provide outsourced TEM services to Federal agencies and to strategically leverage that pool of service suppliers in ways that lower an agency’s total cost of ownership for wireless service and devices.   
3.4. Relation of this TEM Services ID/IQ Contract to Networx
The Networx program will issue contracts that will serve as the primary replacement vehicles for the expiring FTS2001 and FTS2001 Crossover contracts and a number of other federal wireless telecommunication service contracts.  The Networx program consists of two simultaneous acquisitions: Networx Universal and Networx Enterprise.  Both Networx Universal and Enterprise are broadly scoped acquisitions with a comprehensive suite of services. 
3.4.1. GSA and the FSSI Wireless Team expect that the majority of future wireless telecommunications service acquired by the federal government will be procured from nation-wide wireless carriers through Networx.  
3.4.2. Although TEM services are within the overall scope of both Networx Universal and Networx Enterprise, the overall size and scope of those contracts are large. Some dedicated TEM providers, to include small business TEM providers, may not be prime contract holders under Networx.  Also, it is widely held by members of the FSSI Wireless Team that to maximize the value of a TEM provider and to avoid potential conflict of interest issues, the TEM provider should be independent of the supplier that is providing or billing for the wireless telecommunications service.  As such, the FSSI Wireless Team seeks to establish this separate wireless TEM services ID/IQ contract with market-leading TEM providers that have the proper business relationships and data system interfaces with wireless telecommunications carriers and Networx vendors. 
4.0 Period of Performance
The period of performance for this ID/IQ contract is estimated to be a total of sixty (60) months.  The base and option periods are defined as:
· Base Period – 24 months from contract award date
· Option 1 – 12 months

· Option 2 – 12 months

· Option 3 – 12 months

The period of performance for individual task orders awarded against this ID/IQ will be specified in the individual contract task order.

5.0 Place of Performance

The work effort defined in this contract shall be performed primarily at the TEM provider’s facilities, although specific task order and agency requirements may require work to be performed at various federal government locations within the Continental United States (CONUS), Alaska and Hawaii.  A large majority of the Federal agencies likely to use this ID/IQ contract are headquartered and have a large number of office locations in the Washington, D.C. and surrounding metropolitan areas.  The performance location requirements for specific agencies will be included in subsequent task orders placed against this contract.
6.0 Service Requirements
The Government requires the TEM provider to offer a range of services that provide a solution for managing wireless telecommunications service and devices.  The solution should be capable of managing wireless telecommunication assets and service lines throughout their lifecycle starting with the ordering process, through operational use and including their collection and disposal.  The TEM provider must provide all program management services and support to the Government in administering their programs. To fulfill the requirements of this ID/IQ contract, the TEM provider is expected to provide GSA and other Federal Agencies with five categories of service:  
1. Program / Project Management Services 
2. Project Startup Services 
3. Wireless TEM Services
4. Wireless TEM Transition Services, and 
5. Resale Services for Non-Networx Wireless Service and Devices 
Requirements for each of these service categories are spelled out in the following subsections.  The preponderance of the effort and dollars expended on this contract is expected to be for outsourced Wireless TEM Services.  
6.1 Program / Project Management Services
The TEM Services Provider is expected to provide program and project management services under this ID/IQ contract.  For the purposes of this ID/IQ contract, Program management includes those services and activities required to coordinate resources and provide management and performance reporting across multiple task orders.  Project management includes management services necessary to coordinate resources and ensure performance and service delivery for a particular task order.  Both program and project management services are assumed by the Government to be integral and inherent in the performance of all service tasks of this contract.  As such, the cost for program and project management services under this contract should be factored into the price of other services and not as separate CLINs on this contract. An offeror shall only price program and project management services as separate CLINs when the hours relate to CLIN 2001 for Contract Optimization and CLIN 7001  for Wireless TEM StartUp/Transition Services (See Attachment 2 – Pricing Bid Sheets)
6.1.1 Program (FSSI- and GSA-level) Management

TEM provider is expected to:

6.1.1.1 Manage, track, and coordinate the activity of all of its resources, partners and subcontractors needed to fulfill the requirements of this contract and to ensure successful and on-time delivery of all task order services and deliverables.

6.1.1.2 Meet with GSA’s Contracting Officer’s Technical Representative (COTR) and Procuring Contracting Officer (PCO) at contract and program initiation to jointly review program management tasks, roles, responsibilities, and the program management reporting requirements of this ID/IQ contract.
6.1.1.3 Develop a Program Management Plan outlining their approach to performing program and cross-project coordination tasks required to meet the requirements of this contract.  The Program Management Plan should also include a description for how and when common performance measures from individual task orders will be collected and reported to GSA as well as how any performance problem trends and disputes involving multiple task orders or projects are to be addressed for resolution. 
6.1.1.4 The Program Management Plan shall be delivered to GSA no later than fifteen (15) days after contract award.  Updates to the plan shall be delivered to GSA as requested.

6.1.1.5 Support quarterly management meetings with the GSA COTR and PCO to address and deal with TEM service contract related issues and to discuss progress on key Program-level TEM performance measures.
6.1.1.6 Provide quarterly Program Performance Status Reports (PSR) in accordance with deliverable table to GSA summarizing progress and status towards achieving key program management goals and performance against the Program-level TEM performance measures. The PSR should include and report the following information compiled at the program level:

a. # of wireless service lines managed under this ID/IQ contract
b. Wireless spend ($) managed under this contract
c. # of minutes and kilobytes (KB) used (as it relates to flat rate usage)
d. Savings generated or attributable to TEM services

Each of the above items should include a total as well as a detailed breakout of the total by month, by agency, by service type, and by service carrier.  A sample format for the report can be found in Attachment 4.
6.1.2 Project (Agency- and Task Order-level) Management

TEM provider is expected to:

6.1.2.1 Manage, track, and coordinate the activity of all internal TEM provider resources as well as those of any partners and subcontractors used to successfully fulfill the requirements of the individual task order.

6.1.2.2 Meet with the GSA COTR and/or ordering agency’s COTR at task order and project initiation to jointly review project management tasks, work assignments, roles, responsibilities, and the TEM provider’s schedule for startup and/or any project transition activities.

6.1.2.3 Develop a Project Management Plan (PMP) outlining the approach to be used to coordinate and control the performance of all service tasks required by the contract task order.  The PMP should also include an overall project schedule plan.  A PMP shall be delivered to the ordering agency no later than fifteen (15) days after task order award.  Updates to the PMP shall be delivered by the TEM provider to the ordering agency as requested.

6.1.2.4 Support weekly management meetings with the agency’s COTR during startup and/or transition periods to address and deal with TEM service contract related issues and to report on key TEM performance measures.  Management meetings should occur at least quarterly after the initial startup period to review and assess ongoing contract performance.
6.1.2.5 Provide quarterly Project Performance Status Reports (PSR) to GSA summarizing progress and status towards achieving key project management goals and performance against the Project-level TEM performance measures. 

6.2 Project Startup Services
TEM provider is expected to:

6.2.1 Provide a project implementation plan for each new task order that clearly details the steps to be performed and information to be provided by the TEM provider and the ordering agency which are necessary to establish the TEM services delineated in the task order.  This implementation plan shall include a projected schedule and timeline for each activity leading to the “cutover date” which is the date the implementation phase is considered complete and the date after which the TEM provider assumes day-to-day TEM service responsibility under the task order. The project implementation plan shall be delivered NLT 30 days after task order award in accordance with the  delivery table.
6.2.2 Assign a project manager to work with the agency COTR to gather all relevant infrastructure and wireless service and asset data for upload into the TEM provider’s information system, configure vendor TEM software applications, and to accomplish any initial optimization analyses. The project manager will maintain daily contact with the agency COTR during the startup phase to ensure timely communication and flow of information with the agency and to work towards the resolution of any problems or issues.
6.2.3 Perform an initial contract optimization analysis and initial rate plan analysis of an agency’s wireless telecommunications service agreements and service lines with the major carriers to identify any quick-hit savings, consolidation, or improvement opportunities that might be quickly implemented during the startup phase or after commencement of wireless TEM services.  The scope and extent of these “quick-hit” analyses shall be at the discretion of the ordering agency as defined in the task order.
6.2.4 Take any and all actions necessary to complete the startup tasks as defined in the project implementation plan and begin providing the services required by the agency’s task order by the “cutover date” agreed to with the agency and documented in the task order.
6.2.5 Successfully test and/or demonstrate any electronic data transfer capabilities between the TEM provider’s data system and any of the agency’s financial, inventory, or contracting information systems being used as a data source.
6.3 Wireless TEM Services
6.3.1 Core Wireless TEM Services

The following five services make up the “core” set of TEM services required from all TEM providers:
1. Wireless Service Contract/Agreement Administration Services

2. Inventory Management Services

3. Invoice Management and Audit Services

4. Rate Plan Optimization Services

5. Management Reporting Services
All agencies ordering TEM services will order this set of five services as a single CLIN.  The requirements for each of these services are described in detail in the following subsections.

6.3.1.1 Wireless Service Contract/Agreement Administration Services

TEM provider is expected to:

6.3.1.1.1 Maintain accurate copies of the agency’s wireless service agreements, contracts, and other records with wireless carriers that specify the pricing, terms and conditions of wireless services provided.
6.3.1.1.2 Monitor key events associated with wireless service contracts and agreements including, but not limited to: expiration dates, annual review dates, thresholds for additional discounts, notification deadlines for various contract or agreement options, etc…The TEM provider  should provide the agency COTR a listing of the upcoming key events with potential recommended actions on at least a quarterly basis.
6.3.1.1.3 Monitor agency spending levels, service line counts, or other measurable indicators that have been agreed upon between the agency and the wireless carriers.  The intent will be to track the agency’s attainment of any commitment levels or spending obligations.  The TEM provider will advise the agency of strategies to address potential shortfall scenarios.

6.3.1.1.4 Meet regularly with the agency to develop strategy and guidance for dealing with carrier contract related issues, practical strategies for achieving optimal pricing or service terms, and methods to maximize negotiation strength with wireless carriers. 
6.3.1.1.5 Advise the agency on how their contracts or agreements might be impacted by changes in the wireless telecommunications industry or by new wireless service offerings and assist with developing strategies to include new, or terminate old, technical services into their carrier contracts or agreements.
6.3.1.2 Inventory Management Services

TEM provider is expected to:
6.3.1.2.1 Take necessary action to maintain an accurate master inventory of all wireless devices and services in current use by the agency.  Inventory accountability shall be maintained from requisition through disposal or final disposition of the service line and device.
6.3.1.2.2 Exchange wireless inventory data (either directly, or by file import/export) to/from agency asset or property management systems, or make necessary accommodations within the TEM provider’s data systems that allow them to be used in lieu of and in compliance with the agency’s asset/property management policies and procedures.  
6.3.1.2.3 Work with the agency to support and accommodate asset tagging of controlled devices with agency-approved labels as part of the requisition or deployment processes.
6.3.1.2.4 Establish a process with the agency to accommodate moves, adds, changes, and deletions (MACDs) of service lines and devices in order to maintain the accurate master inventory of services and devices.

6.3.1.2.5 Provide the capability to generate and deliver to agency inventory managers both standard periodic inventory reports as well as custom-designed and ad hoc reports (as agreed-upon with the contracting agency) at both a summary level, and at various organizational or inventory account levels, depending on the level of detail and information provided by the agency.

6.3.1.2.6 Support periodic government audits of inventory accounts by providing inventory listings and cooperating with agency audit officials as they perform their duties.
6.3.1.3 Invoice Management and Audit Services
TEM provider is expected to:
6.3.1.3.1 Collect, process, and validate paper and electronic invoices received from multiple carriers in multiple billing formats against agency information, ordering records, and wireless contract or service agreement terms maintained in the TEM provider’s data system.
6.3.1.3.2 Audit all carrier invoices billed to the agency in an effort to realize audit savings on behalf of the agency.  At a minimum, auditing should include:

a. Validation of account ownership and service existence

b. Verification of rates, charges, and discounts

c. Verification of correct account numbers and phone numbers associated with accounts

d. Identification and recovery of missing carrier invoices

e. Analysis of invoices for abuse, misuse & fraud

6.3.1.3.3 Allocate cost information from the carrier invoices across the agency’s organizational units or financial accounts to provide increased visibility and accuracy for the agency’s cost and spend management functions.
6.3.1.3.4 Prepare monthly reports identifying billing and invoicing errors for agency claim and dispute submittal.  
6.3.1.3.5 Integrate invoice data with TEM provider procurement and inventory management data records to enable and support spend, inventory and usage analysis by the TEM provider and agency telecommunications managers.
6.3.1.3.6 Prepare monthly standardized management reports detailing spending levels and trends by carrier, regions, business units, service lines and service types.  Provide the capability to generate custom-designed and ad hoc spending reports at both a summary and various organizational or financial account levels.
6.3.1.3.7 Prepare and provide necessary electronic reports or formatted data feeds to the agency’s bill payment system (or the TEM provider’s internal payment system if the task order includes the Bill Payment Services option).
6.3.1.3.8 Provide recommendations to the agency on areas for improvement and savings regarding the agency’s invoice process (e.g. where invoice consolidation with major carriers might make sense).
6.3.1.3.9 Provide help desk support M-F between the hours of 8:00 a.m. – 8:00 p.m. (Eastern) to answer billing and invoicing questions from agency financial and telecommunications account managers.
6.3.1.4 Rate Plan Optimization Services

TEM provider is expected to:
6.3.1.4.1 At least quarterly, provide recommendations for rationalization of rate plan types, number of service lines with specific carriers, the number of total carriers, and other opportunities that might lower total cost while maintaining or improving the quality of wireless service provided to the agency’s users.

6.3.1.4.2 Calculate costs to agency based on actual monthly usage patterns of users and determine where individual account and rate plan changes should be made to lower future costs. 

6.3.1.4.3 Work with the agency to carry out and implement approved optimization recommendations and changes intended to lower overall total cost.

6.3.1.4.4 Continuously track and report savings derived from the rate plan optimization efforts on at least a quarterly basis.

6.3.1.5 Management Reporting Services
TEM provider is expected to:
6.3.1.5.1 Compile, prepare, and deliver in electronic format standard reports that detail the following about the agency’s wireless telecommunications:

a. Spending and expense levels, patterns and trends

b. Usage levels, patterns, and trends

c. Rate plan profile

d. Wireless device inventories

e. Wireless service line inventories

f. Invoice and billing statuses (if bill payment service provided)
g. Claims status (if dispute recovery service provided)
h. Savings generated or attributable to TEM services

6.3.1.5.2 Deliver standard reports as specified by the agency in the task order.  Delivery of reports may be facilitated by a web-based “download and save” capability through a reporting portal.
6.3.1.5.3 Provide standard reports on each of the reporting areas that details and organizes the information by the agency’s designated organizational breakdown or reporting structure and wireless telecommunications service provider.
6.3.1.5.4 Provide access to subject matter experts that are able to help agency managers find answers to management questions or run ad hoc queries against data and information collected and maintained by the TEM provider.
6.3.2 Optional Wireless TEM Services

The following five services constitute the “optional” set of TEM services required from all TEM providers:

1. Contract Optimization Services

2. Ordering and Procurement Services

3. Bill Payment Services

4. Dispute Recovery Services

5. Device Disposition / Disposal Services

Agencies will initiate these services as task order options (individual CLINS) that augment the core wireless TEM services CLIN.  The requirements for each of these services are described in detail in the following subsections.
6.3.2.1 Contract Optimization Services

TEM provider is expected to:
6.3.2.1.1 Perform a comprehensive assessment of the agency’s existing wireless service contracts and agreements to identify improvement and cost savings opportunities.  This includes benchmarking the agency’s existing pricing, service terms and conditions with those of other federal and commercial customers and accepted “Best Practices” to identify recommended changes.
6.3.2.1.2 Make specific recommendations for rationalization of rate plan types, migration of service lines between specific carriers, changing the number of total carriers, changes in contract terms & conditions, and other opportunities that might lower total cost while maintaining or improving the quality of wireless service provided to the agency’s users.
6.3.2.1.3 Work with the agency to carry out and implement approved contract optimization recommendations, changes, and sourcing/competitive bidding among carriers intended to lower overall total cost.
6.3.2.1.4 Track and report savings derived from TEM contract optimization efforts.
6.3.2.2 Ordering & Procurement Services
TEM provider is expected to:
6.3.2.2.1 Provide a centralized web-based ordering portal to facilitate the requisition of new wireless service, devices, and accessories from agency-approved suppliers.  The look and feel of the ordering portal should be tailored and specific to the agency using the portal.  The ordering portal should support the agency’s approved workflow for coordinating and approving wireless service requisitions and should allow for the assignment of individuals with specific workflow approval responsibilities or roles.
6.3.2.2.2 Provide automation of procurement transactions across multiple wireless carriers including moves, adds, changes, disconnects (MACDs) and their necessary agency coordination and approvals.
6.3.2.2.3 Integrate and align ordering and procurement process with agency’s personnel and manpower systems taking into consideration multiple approval hierarchies and functional or business units.

6.3.2.2.4 Track orders and order changes from order initiation through delivery and entry of the asset’s information into the agency approved property management system.

6.3.2.2.5 Provide agency employee and management administrator visibility and monthly management reports on the status of all orders and order changes.  The visibility and status of individual orders should also be continually available to agency representatives through the ordering portal.

6.3.2.2.6 Provide agency-specific help desk support M-F between the hours of 8:00 a.m. – 8:00 p.m. (Eastern) to assist agency customers and telecommunications managers with procurement and ordering support.  Support should be within the guidelines of the agency’s policies and procedures.  This support should include as a minimum support for:
a. Ordering new phones 

b. Canceling and replacing lost phones 

c. Fixing and/or replacing malfunctioning phones
d. Wireless account changes

e. Answering questions regarding rate plans and features
6.3.2.3 Bill Payment Services

TEM provider is expected to:
6.3.2.3.1 Provide ongoing services to receive, validate, code for chargeback, and, pay (upon receipt of agency funding designated for payment) all wireless telecommunications service provider invoices.
6.3.2.3.2 Provide reports, information, and data in electronic format as necessary to request agency funding to pay wireless telecommunications service provider invoices and to update the agency’s general ledger or financial management system with the correct chargeback information.

6.3.2.3.3 Provide on-going support services as necessary to update and maintain the accuracy and currency of account lists, supplier, and agency information in the TEM provider’s data and payment systems.  This support is limited to those changes identified to the TEM provider  by the agency or as a result of providing other TEM services and is not meant to imply that the TEM provider is expected to anticipate or identify needed changes brought about by agency operations or organizational/personnel changes.
6.3.2.3.4 Provide standard management reports identifying the payment status of invoices, balance of any Government funds held by the TEM provider for payment of invoices, and any received invoices awaiting payment or affected by a dispute or claim.

6.3.2.3.5 Assist the agency by identifying opportunities and facilitating account consolidation efforts with individual wireless providers to streamline payment processes.

6.3.2.4 Dispute Recovery Services
TEM provider is expected to:
6.3.2.4.1 Collect and prepare support material necessary to file and defend claims submitted to the carriers for billing and account corrections.
6.3.2.4.2 Research, review, dispute, and track all potential billing errors and represent the agency as an authorized agent with all carriers and wireless telecommunications suppliers.
6.3.2.4.3 Submit written claims to wireless carriers and suppliers, including reasonable and necessary support documentation, to identify and recover any audit savings for the agency. Claims referred to under this section are defined on page 22 of this document. These are not contract claims as defined in FAR Part 33, which will be handled by a warranted Contracting Officer.
6.3.2.4.4 Handle and track all claims through final resolution.  Upon expiration of an awarded task order the TEM provider will continue to handle and track claims filed with carriers on or before the task order expiration date through final resolution, or for six (6) months after expiration, whichever is less. Claims referred to under this section are defined on page 22 of this document. These are not contract claims as defined in FAR Part 33, which will be handled by a warranted Contracting Officer.

6.3.2.4.5 Provide the agency with monthly reports detailing the status of claims filed with the carriers, billing accuracy rates for individual carriers, and the amount of any savings (or additional cost) recovered as a result of the audit and dispute recovery efforts.
6.3.2.5 Device Disposition / Disposal Services
TEM provider is expected to:
6.3.2.5.1 Comply with Title 40 of United States Code and the Federal Management Regulation (41 CFR chapter 102) for the disposition, replacement, sale, exchange or disposal of electronics devices and personal property.  

6.3.2.5.2 Develop and implement an agency-approved wireless device disposition, replacement, sale, exchange, and disposal process that integrates with the TEM provider’s inventory management system and/or the agency’s property management process and procedures.  

6.3.2.5.3 Assist the agency with development of draft policy and procedure documents needed to implement the disposition, replacement, sale, exchange, and disposal process.
6.3.2.5.4 Collect and stage devices for disposition, replacement, sale, exchange or disposal in accordance with the agency-approved process.  
6.3.2.5.5 Redeploy assets not intended or ready for disposal, replacement, sale or exchange and update the TEM inventory management database to reflect the change in status.
6.3.2.5.6 Transfer assets intended for disposal, sale, or exchange and update the TEM inventory management database to reflect the change in status.
6.3.2.5.7 Maintain an auditable record of each item’s final disposition status and deliver monthly disposition reports to the agency that allows them to meet the personal property management reporting requirements of 41 CFR Chapter 102.
6.4 Wireless TEM Transition Services
TEM provider is expected to:
6.4.1 Develop a Transition Plan for transferring TEM service responsibility from this contract to another TEM provider or back to the ordering agency.  The transition plan shall identify what actions would be necessary, both from the TEM provider’s perspective as well as those actions that the TEM provider needs the ordering agency to accomplish, to smoothly transfer information, data, and any management responsibility to another party.  The Transition Plan should address any known risks, foreseeable problems, and should identify the additional resources and cost, if any, required to mitigate these risks and ensure a successful transfer of responsibility.
6.4.2 Carry out the TEM provider actions called out in the Transition Plan and manage the completion of those tasks to ensure successful transfer of TEM responsibility by the agreed upon transition “cutover date” as specified in the task order.
6.4.3 Deliver to the agency all agency wireless account, inventory, invoice, and other data resident in the TEM provider’s data system necessary to enable another TEM provider, or the agency itself to assume TEM service responsibility.  This information should include a listing of the names, phone numbers and e-mail addresses of all carrier POCs that the TEM provider works with to manage the agency’s accounts and invoices. All data will be delivered to the agency in electronic format to enable electronic transfer into other data systems.  The specific format(s) for the data will be specified by the agency in the task order.
6.5 (Non-Networx) Wireless Service & Device Resale Services
Given the widespread geographical dispersion of many federal agency operations, it is expected that a small number of federal agencies’ local wireless telecommunications service requirements will not be met through Networx or through other agency-established enterprise wireless agreements.   With the intent of helping agencies consolidate the procurement of those special needs and allow the TEM provider oversight of those accounts and service lines the TEM provider is expected to:  

6.5.1 Offer as a service the capability for authorized agency representatives to order and purchase commercial voice and data wireless telecommunications services and devices, as well as associated device accessories (e.g. batteries, travel chargers, carrying cases) from those companies or carriers that are not available to the agency through GSA’s Networx contracts.
6.5.2 Provide TEM services for those wireless assets purchased through this capability by integrating the data and information regarding those accounts, service lines, devices and contract agreements into the TEM provider’s data systems for that agency.  The level of TEM service required for these accounts and assets will be the same as the level of service provided to the agency for its other accounts and service lines under the task order. 
6.5.3 Offer only those Cellular / Personal Communications Service devices and services that comply with at least one or a combination of the following or equivalent 2.5G/3G Cellular Wireless standards as referenced:

· General Packet Radio Service (GPRS)

· Code Division Multiple Access (CDMA)

· Time Division Multiple Access (TDMA)  

· Personal Communication Service (PCS)

· Global System for Mobile Communications (GSM)

6.5.4 Work with agency officials to select and resell the right type of rate plans and agreements that minimize an agency’s wireless service costs.  Examples of this are: “pooled” and “pay-as-you-go” (sometimes also referred to as “flat-rate”) rate plans, which allow agencies to minimize the effective cost per minute on voice calls.  No activation fees or termination fees shall apply to government accounts.  
6.5.5 Receive prior coordination and approval from a designated agency representative on all wireless device models offered to the agency through the TEM provider’s resale service.  This is to ensure agencies have the opportunity to control or monitor what specific wireless devices are used by their users.

6.5.6 Provide a technical refresh of devices at no additional charge at a maximum of eighteen (18) months from the original activation date of each deployed handset acquired through the provider’s resale service.
6.5.7 Make technology upgrades available to the Government through the provider’s resale service as they are made commercially available during the life of the contract.  Notification, along with procedures to upgrade or replace older technology should be provided to the agency within thirty (30) days of commercial release.
7.0 Technical and Management Constraints
7.1 Section 508 Compliance

The TEM provider shall support the Government in its compliance with Section 508 throughout the development and implementation of the work to be performed. Section 508 of the Rehabilitation Act of 1973, as amended (29 U.S.C. 794d) requires that when Federal agencies develop, procure, maintain, or use electronic information technology, Federal employees with disabilities have access to and use of information and data that is comparable to the access and use by Federal employees who do not have disabilities, unless an undue burden would be imposed on the agency.   Section 508 also requires that individuals with disabilities, who are members of the public seeking information or services from a Federal agency, have access to and use of information and data that is comparable to that provided to the public who are not individuals with disabilities, unless an undue burden would be imposed on the agency. Applicable standards are 1194.21-1194-26.  Additional Section 508 information can be found at the following websites:

· http://www.section508.gov/index.cfm?FuseAction=Content&ID=12 

· http://www.access-board.gov/508.htm 

· http://www.w3.org/WAI/Resources 

7.1.1 The TEM provider must indicate in its proposal where full details of compliance to the identified standards can be found (i.e. vendor website).
7.2 Data Security and Safeguards
7.2.1 Any cellular telecommunications services and devices provided through this contract shall comply with equivalent industry practices and standards.  Encryption, when specified, shall be provided as follows:

a. Minimum security for these devices will be FIPS 140-2 Level 2 certified, utilizing Advanced Encryption Standard (AES) software or hardware encryption.

b. Secure devices will have FIPS 140-1 Level 2 certification.  The devices will utilize at a minimum triple DES 128-bit hardware only encryption.

7.2.2 The TEM provider shall provide security features and procedures to prevent electronic serial number cloning and fraudulent use of cloned equipment and service.  As new security enhancements for cellular services are developed, the Government shall be offered the option of incorporating those enhancements into the contract.  As policies change or are finalized, the TEM provider will be requested to respond to the ability to meet policy requirements in a timely fashion to the Government. 
7.2.3 Due to the unique nature of the Government’s missions, certain commonly available features on wireless devices must be disabled prior to deployment (i.e. Bluetooth connectivity, Videocast (VCast), and camera phones).  The Government retains the right to approve any devices provided under this contract.

7.3 Security Clearances

The TEM provider may be required to obtain/possess varying levels of security clearances in the performance of task orders issued under this ID/IQ contract.  All costs associated with obtaining/possessing such security clearances should be factored into the prices offered.

7.4 Records / Data Rights
Records and data shall be documented in deliverable reports (electronically).  Any databases/code shall be delivered electronically and become the sole property of the United States Government. 

7.4.1 All deliverables become the sole property of the United States Government.  The Government, for itself and such others as it deems appropriate, will have unlimited rights under this contract to all information and mate​rials developed under this contract and fur​nished to the Govern​ment and documentation thereof, reports and listings, and all other items pertaining to the work and services pursuant to this agreement includ​ing any copyright.  Unlimited rights under this contract are rights to use, duplicate, or disclose data, and information, in whole or in part in any manner and for any purpose whatsoever without compensation to or approval from the TEM provider.  The Government will at all reasonable times have the right to inspect the work and will have access to and the right to make copies of the above-mentioned items.  All digital files and data, and other products generated under this contract, shall become the property of the Government.  By reference, the following DFAR clauses are included in this contract as a part of the requirements herein: 

· DFAR 252.227-7013, “Rights in Technical Data - Noncommercial Items.”
· DFAR 252.227-7017, “Identification and Assertion of Use, Release, or Disclosure Restrictions.” 
· DFAR 252.227-7020, “Rights in Special Works.” 
· DFAR 252.227-7028, “Requirement for Technical Data Representation.” 
· DFAR 252.227-7037, “Validation of Restrictive Markings on Technical Data.” 
· DFAR 252.227-7025, “Limitations on the Use or Disclosure of Government-Furnished Information Marked with Restrictive Legends.” 
· DFAR 252.227-7203,  “Noncommercial Computer Software and Non​commercial Computer Software Documentation.” 
· DFAR 252.227-7014, “Rights in Noncommercial Computer Software and Non​commercial Computer Software Documentation.”
7.5 Copyrights:  
Any software and computer data/information developed, as a component of this contract shall have the following statement attached to documentation: 

“This computer program is a work effort for the United States Government and is not protected by copyright (17 U.S. Code 105).  Any person who fraud​ulently places a copyright notice on, or does any other act contrary to the provisions of 17 U.S. Code 506(c) shall be subject to the penalties provided therein.  This notice shall not be altered or removed from this software or digital media, and is to be on all reproductions.”
 8.0
Deliverables:
	Category
	Deliverable
	Ref. PWS Paragraph
	Delivery Date
	Delivery POC

	Meetings
	Program Initiation/Kickoff Meeting
	6.1.1.2
	NLT fifteen (15) days  after ID/IQ contract award
	PCO

	
	Program Management Meeting
	6.1.1.5
	Quarterly
	PCO

	
	Project (Task Order) Initiation/Kickoff Meeting
	6.1.2.2
	NLT fifteen (15) days after task order award
	Task Order Level ACO

	
	Project Management Meetings (During startup phase)
	6.1.2.4
	Weekly
	Task Order Level ACO

	
	Project Management Meeting      (After “cutover date”)
	6.1.2.4
	Quarterly
	Task Order Level ACO

	Plans
	Program Management Plan
	6.1.1.3   6.1.1.4
	NLT fifteen (15) days after ID/IQ contract award
	PCO

	
	Program Management Plan Updates
	6.1.1.4
	As Requested
	PCO

	
	Project Management Plan (Task order level)
	6.1.2.3
	NLT fifteen (15) days after task order award
	Task Order Level ACO

	
	Project Management Plan Updates (Task order level)
	6.1.2.3
	As Requested
	Task Order Level ACO

	
	Implementation Plan
	6.2.1
	Per Task Order
	Task Order Level ACO

	
	Transition Plan
	6.4.1
	Per Task Order
	Task Order Level ACO

	Reports
	Program Performance Status Report (PSR)
	6.1.1.6
	Quarterly
	PCO

	
	Project Performance Status Report (PSR)
	6.1.2.5
	Quarterly
	Task Order Level ACO

	
	Contract Optimization Analysis Recommendations (Startup)
	6.2.3
	Per Task Order
	Task Order Level ACO

	
	Contract Optimization Recommendations
	6.3.2.1.2
	Per Task Order
	Task Order Level ACO

	
	Contract Optimization Savings Report
	6.3.2.1.4
	Per Task Order
	Task Order Level ACO

	
	Rate Plan Optimization Analysis Recommendations (Startup)
	6.2.3
	Per Task Order
	Task Order Level ACO

	
	Rate Plan Optimization Recommendations
	6.3.1.4.1
	Quarterly
	Task Order Level ACO

	Reports (continued)
	Rate Plan Optimization Savings Report
	6.3.1.4.4
	Quarterly
	Task Order Level ACO

	
	Wireless Agreement/Contracts Key Event Listing
	6.3.1.1.2
	Quarterly
	Task Order Level ACO

	
	Inventory Reports (Standardized)
	6.3.1.2.5; 6.3.1.5.1
	Weekly or Monthly per Task Order
	Task Order Level ACO

	
	Inventory Reports (Custom / Ad Hoc)
	6.3.1.2.5
	As Requested
	Task Order Level ACO

	
	Spend Management Reports (Standardized)
	6.3.1.3.6; 6.3.1.5.1
	Per Task Order
	Task Order Level ACO

	
	Spend Management Reports   (Custom / Ad Hoc)
	6.3.1.3.6
	As Requested
	Task Order Level ACO

	
	Wireless Usage Reports (Standardized)
	6.3.1.5.1
	Per Task Order
	Task Order Level ACO

	
	Billing & Invoice Error Report
	6.3.1.3.4
	Monthly
	Task Order Level ACO

	
	Invoice Payment and Status Reports (or electronic record feed)
	6.3.1.3.7; 6.3.1.5.1; 6.3.2.3.2; 6.3.2.3.4
	Per Task Order
	Task Order Level ACO

	
	Dispute Claim Status Report
	6.3.2.4.5

6.3.1.5.1
	Monthly
	Task Order Level ACO

	
	Order Summary and Status Reports
	6.3.2.2.5
	Monthly
	Task Order Level ACO

	
	Disposition/Exchange/Sales Status Report
	6.3.2.5.7
	Monthly
	Task Order Level ACO

	Other
	Web-based Ordering Portal Capability
	6.3.2.2.1
	Per Task Order
	Task Order Level ACO

	
	Agency Transition Data
	6.4.3
	Per Task Order
	Task Order Level ACO

	
	
	
	
	


9.0     Inspection and Acceptance
Inspection and acceptance of all work performance, reports and other deliverables under this contract shall be performed by the Government representative or COTR at either the TEM provider’s site or the Government site.  Refer to specific clauses in the RFP for inspection and acceptance terms on CLINs delivered under this contract.

9.1 Scope of Inspection.  All deliverables will be inspected for content, completeness, accuracy and conformance to contract requirements by the Government representative or COTR or their designee. Inspection may include validation of information or software through the use of automated tools and/or testing of the deliverables, as specified in the contract. 

9.2 Basis of Acceptance.  The basis for acceptance shall be compliance with the requirements set forth in the Performance Work Statement, the contract, the TEM provider’s proposal and other terms and conditions of the contract. Deliverable items rejected shall be corrected in accordance with the applicable clauses.

9.2.1 Reports, documents and narrative type deliverables will be accepted when all discrepancies, errors or other deficiencies identified in writing by the Government have been corrected by the TEM provider.

9.2.2 The TEM provider shall provide delivery of electronic copies of each deliverable.  Electronic copies shall be delivered via email attachment, electronic download, or other media by mutual agreement of the parties.  The electronic copies shall be compatible with MS Office XP or other MS applications as appropriate and mutually agreed to by the parties.

9.2.3 The TEM provider shall use the Government standards for formatting deliverables under this contract.   If the draft deliverable is adequate, the Government may accept the draft and provide comments for incorporation into the final version.

9.2.4 If the Government finds that a draft or final deliverable contains significant spelling errors, grammatical errors, improper format, or otherwise does not conform to the requirements stated within this contract, the document may be immediately rejected without further review and returned to the TEM provider for correction and re-submission.  If the TEM provider requires additional Government guidance to produce an acceptable draft, the TEM provider shall arrange a meeting with the Government Representative or COTR.
9.2.5 Initial Deliverables.  The Government will provide written acceptance, comments and/or change requests, if any, within a minimum of five (5) working days from receipt by the Government of the initial deliverables.  Upon receipt of the Government comments, the TEM provider shall have a minimum of three (3) working days to incorporate the Government's comments and/or change requests and to resubmit the deliverable in its final form.

9.2.6 Written Acceptance/Rejection by the Government.  The Government shall provide written notification of acceptance or rejection of all final deliverables not later than thirty (30) days after receipt of the deliverables.  Absent written notification, final deliverables will be construed as accepted. All notifications of rejection will be accompanied with an explanation of the specific deficiencies causing the rejection.

9.2.7 Non-Conforming Products or Services.  Non-conforming products or services will be rejected. Deficiencies will be corrected by the TEM provider within thirty (30) days of the rejection notice. If the deficiencies cannot be corrected within thirty (30) days, the TEM provider will immediately notify the Government representative or COTR of the reason for the delay and provide a proposed corrective action plan within ten (10) working days.
10 Definitions
Asset Tagging.  A service that involves the labeling or marking of items with agency specific codes and information that is needed for inventory management and asset tracking.
Audit.  Commercially reasonable efforts to compare invoices received from wireless carriers or suppliers against applicable service and pricing agreements, agency / TEM provider records and databases, and other available sources of information with the intent of realizing accurate billing and savings on behalf of the agency.

Base Period.  The initial period of performance of a contract, not including any option periods.
Carrier.  Any third party company that provides wireless PCS or cellular voice / data telecommunications service or devices to a government agency.  For purposes of this contract, the term “carrier” also includes resellers acting as an agent or a sales channel and who bills the agency for wireless telecommunications services or devices.
Claim.  A request made to a wireless carrier by the agency or TEM provider on behalf of the agency to correct an overcharge and issue a refund, credit, or reimbursement for past charges, or a reduction of current or future charges, on agency’s wireless service invoices.

Contract Optimization.  A process that involves reviewing, negotiating, and modifying an agency’s existing wireless telecommunications agreements with the goal of improving the quality of wireless service; updating rate plan types and pricing; improving or streamlining business relationships or processes with the supplier; improving contract terms and conditions; or implementing other “best practice” opportunities.
Cutover Date.  This is the date specified in the task order on which a TEM provider assumes responsibility from the agency, or from another TEM provider, for day-to-day management of the agency’s wireless telecommunications services and assets.  The cutover date usually defines the end of the “implementation” phase or period and the beginning of “TEM services.” 
Days. 
Calendar Day unless specified otherwise.
Federal Agency.  Any executive agency, sub-agency, or any independent establishment in the legislative or judicial branch of the Government (except the Senate, the House of Representatives, the Architect of the Capitol, and any activities under the Architect’s direction) 

Government-Wide Acquisition Contract (GWAC).  A task-order or delivery-order contract for information technology established by one agency for Government-wide use that is operated (1) By an executive agent designated by the Office of Management and Budget pursuant to 40 U.S.C. 11302(e); or (2) Under a delegation of procurement authority issued by the general Services Administration (GSA) prior to August 7, 1996, under authority granted GSA by former section 40 U.S.C. 759, repealed by Pub. L. 104-106. The Economy Act does not apply to orders under a Government-wide acquisition contract.

Head of Service.  The Secretary, Attorney General, Administrator, Chairperson, Director, or other chief official of an executive agency or service, unless otherwise indicated, including any deputy or assistant chief official of an executive agency
ID/IQ. Indefinite Delivery Indefinite Quantity. Indefinite delivery contracts are used to acquire supplies and/or services when the exact times/exact quantities of future deliveries are not known at the time of contract award. Indefinite quantity contracts provide for an indefinite quantity, within stated limits, of supplies or services during a fixed period. 
Inspection.  Examining and testing supplies or services to determine whether they conform to contract requirements.
Invoice.  A contractor or service provider's bill or written request for payment under the contract for supplies delivered or services performed.
Networx.  Networx is a GSA program that will provide comprehensive, best-value telecommunications and networking services and technical solutions to all federal agencies. The Networx program will serve as the primary replacement for the expiring FTS2001 and FTS2001 Crossover contracts and federal wireless service contracts.  Additional information about Networx can be found at the GSA website (www.gsa.gov)

Option.  A unilateral right in a contract by which, for a specified time, the Government may elect to purchase additional supplies or services called for by the contract, or may elect to extend the term of the contract.

Outsourced Services.  Mission activities, services, or functions traditionally done by an agency that are now performed by an external organization, contractor, or service provider on behalf of the agency
Pay-As-You-Go Plans.  A wireless voice or data service plan where a subscriber pays $0 (zero) or only a small recurring monthly charge plus a flat per minute (or per kilobyte) rate for each unit of service actually used. These are also sometimes referred to as “Flat Rate Plans.”

Period of Performance.  The time interval required to complete work defined in a statement of work or on a contract. A period of performance can be revised only through an agreement between a contractor and a contracting officer, who must issue a formal modification to a contract.
Pooled Plans.  A wireless service plan where normally each subscriber within the pool contributes a set number of minutes to the pool on a monthly basis. All the users within the pool then effectively share those minutes, resulting in a situation where if user A doesn’t use all the allotted minutes in his/her plan, user B may use those minutes in addition to user B’s normal plan without paying overage fees. If more than the total minutes in the pool are used, then overage fees are incurred by the organization or allocated back to each user.

Portal.  A website providing an authorized group of users a single point of entry to commonly needed features, information, and links to web-based applications or other websites commonly used by the user group.
Rate Plan Optimization.  A process that involves analyzing and reviewing actual wireless voice and data usage at the service line level to ensure individuals are subscribed to the rate plan and carrier that provides an agency with the lowest total cost for the needed telecommunications service and features.  It also includes rationalization of carriers rate plans to strike a balance between meeting the needs of various user groups, reducing rate plan complexity/confusion and minimizing total cost of ownership.   
Service Provider.  A company, organization, administration, business, etc., that sells, administers, maintains, charges for, etc., a service.
Start Up Period.  The period of time between task order award and the cutover date.  The start up period may also be referred to as the “implementation phase.”  This is the period of time during which the TEM provider is preparing to assume responsibility for managing the agency’s wireless services, devices, and carrier agreements.  Typical activities might include collection of contract agreements, wireless account information, inventory data, organizational hierarchies etc…and demonstration / testing of electronic data feeds and report generation capabilities needed to perform the TEM services
Task Order.  An order for services placed against an established contract or with Government sources.
Technical Refresh.  Replacing existing equipment that is either obsolete, or reaching the end of its lifecycle with newer, more current technology and usually (but not always) additional capability.  
Telecommunications Expense Management.  A series of business processes designed to enable an organization to better monitor, control, report, and optimize their telecommunications services and devices throughout the entire service lifecycle (ordering through disposal or disposition)
Total Cost.  All costs associated with acquiring, using, supporting and disposing of or stopping use of a device, service, or system.  Total wireless cost includes not only the direct costs of the wireless device (e.g. cell phone, smartphone, e-mail PDA, cellular air card) and the ongoing telecommunications service charges, but also an agency’s internal costs to order and purchase, distribute, initialize for use (e.g. initialize and load application or security S/W), provide user support, manage invoices, make payments, and eventually arrange for final disposition and disposal of the device.
Transition Period.  The period from the date of task order award (which contains a requirement for transition services) through the “cutover date” to another TEM provider or back to the agency during which the TEM provider will work with the agency to prepare for transfer of TEM service responsibility.
Wireless Devices.  The physical equipment (hardware & embedded S/W) used by the user or subscriber to use or access the wireless voice or data communication services (e.g., PCS or cellular phone, PDAs, cellular air card, .

Wireless Service.  Voice or Data transmission capability using radio frequency signals rather than through end-to-end wire communication that is acquired or leased from a wireless service provider.  
Wireless Service Line.  The lowest billing element on a wireless service carrier’s invoice.  This includes, but is not limited to, a working telephone number, circuit ID number, user or customer name, or location.  
Wireless Service Provider.  A company that offers transmission services to users of wireless devices (handheld computers and telephones) through radio frequency (RF) signals rather than through end-to-end wire communication. Generally, a WSP offers either cellular or Personal Communications Service (PCS) telephone service
Master Wireless Inventory Database.  The summarization of wireless service lines and associated hardware devices (e.g. handsets) containing associated agency and TEM vendor information necessary to track, manage, support, and maintain proper government or agency accountability.
11  Acronym List
AES.
Advanced Encryption Standard
BPA.
Blanket Purchase Agreement

CBP.
Customs and Border Protection
CLIN.
Contract Line Item Number

CONUS.
Continental United States

COTR.
Contracting Officer’s Technical Representative

DES.
Data Encryption Standard

DOE.
Department of Energy

DOJ.
Department of Justice

DOL.
Department of Labor

DOT.
Department of Transportation

FIPS.
Federal Information Processing Standard

FSSI.
Federal Strategic Sourcing Initiative

GSA.
General Services Administration

GWAC.
Government Wide Acquisition Contract

HQ.
Headquarters

ID/IQ.
Indefinite Delivery/Indefinite Quantity
MACDs.
Moves, Adds, Changes, and Deletions  

NASA.
National Aeronautics and Space Administration

OMB.
Office of Management and Budget

PCS.
Personal Communication Service

PDA.
Personal Digital Assistant

PMP.
Project Management Plan

POC.
Point of Contact

PSR.
Performance Status Report

PWS…………….Performance Work Statement

SEC.
Securities and Exchange Commission

SSA.
Social Security Administration

S/W.
Software

TEM.
Telecommunications Expense Management

TSA.
Transportation Security Administration

USDA.
U.S. Department of Agriculture

VA.
Department of Veterans Affairs
	Desired Outcomes

(What the Government wants to accomplish as the end result of this contract and/or task order)
	Required Service
(What task must be accomplished to give us the desired result)
	Performance Standard
(What is the expected level of quality, completeness, accuracy, etc…)
	Acceptable Quality Level (AQL)
(How much error the Government  is willing to accept)
	Monitoring Method
(How the Government will determine that success has been achieved)
	Incentives / Disincentives for Meeting or Not Meeting the Performance Standards

	6.1.1  Program (FSSI- and GSA-level) Management

	Opportunities for coordination, standardization and improvement of TEM services performed across federal agencies are taken advantage of by the government and TEM provider
	Manage, track, and coordinate TEM activities across contract delivery orders


	Measure:  Delivery Performance (Milestones) – Measures the percentage of milestones and activity completion dates that are reached on or before their scheduled or contract due date.  Standard:  100% of all activities and milestones are completed on or before their scheduled or contract due date.
	100% of all critical program/project milestones met or exceeded. (e.g. cutover date)

95% of all non-critical milestones and activity completion dates met or exceeded.


	Contracting Officer, ADR and/or COTR monitors actual milestone completions against the schedule or contract due dates; 
	

	
	
	Measure:  Delivery Performance (Plans)-- Measures the percentage of deliverable plans that are delivered on or before their contract due date.  Standard:  100% of all plan deliverables are delivered on or before their contract due date.
	100% of all plans delivered within one (1) week of the contract due date; 0% of plans delivered later than one (1) week after contract due date
	Contracting Officer, ADR and/or COTR monitors actual plan delivery against the contract delivery date; Measured for each plan required on the contract/task order
	

	
	Develop a program management plan
	
	
	
	

	GSA and the FSSI program have awareness of the overall performance and agency satisfaction ratings of the TEM provider
	Support program management meetings and discuss progress on issues and performance measures


	Measures:  Customer Satisfaction (Invoice Mgt, Inventory Mgt, Contract Administration) - Measures the customer satisfaction level of agency managers with the level of support or services received from the TEM provider and how responsive the TEM provider is in resolving management issues.  Standard:  4.5 or higher average on a 5-pt. Likert scale (5=highest)
	4.0 or higher average on a 5-pt. Likert scale
	Quarterly web-based customer satisfaction survey of agency financial managers interfacing with the TEM provider to oversee auditing and payment of carrier invoices
	

	GSA and FSSI program are able to consistently track and report the amount of total cost savings generated from each task order or agency as a result of using an outsourced TEM provider 
	Provide performance status reports that document and summarize program performance
	Measure: Wireless Savings-- Measures the gross and net accrued savings, both in dollars and as a percentage of the agency’s annual wireless spend baseline that have been achieved through the use of wireless TEM services.  Net savings should be the gross savings minus the cost of the TEM services. In addition to reporting a total dollar and total percentage, accrued savings should also be allocated and reported by the TEM service that produced that savings (e.g., Auditing, rate plan optimization, contract optimization, etc…) as well as a breakout by service type and organization.

Standard: None – For reporting only
	Greater than ten percent (10%) net savings
	The annual wireless spend baseline for the 12-month period prior to the start of TEM services should be initially used and agreed to between the agency and the TEM provider.  Gross and net savings then reported quarterly by the TEM provider and monitored by the agency and GSA.
	

	
	
	Measure: Delivery Performance (Management Reports) -- Measures the percentage of management reports that are delivered on or before their contract due date.  Standard:  100% of all management report deliverables are delivered on or before their contract due date
	95% of all plans are delivered no later than one (1) working day after their contract due date; 0% of plans delivered later than one (1) week after contract due date
	COTR monitors actual report delivery dates against the contract delivery dates;  Measured for each monthly or quarterly report required by the contract or task order
	

	6.1.2  Project (Agency- and Task Order-level) Management

	The agency has immediate visibility and awareness of progress made against the project schedule baseline and the actual and projected costs to perform the services required by the contract task order
	Prepare and deliver a project management plan


	Measure:  Delivery Performance (Plans)-- Measures the percentage of deliverable plans that are delivered on or before their contract due date.  Standard:  100% of all plan deliverables are delivered on or before their contract due date.
	100% of all plans delivered within one (1) week of the contract due date; 0% of plans delivered later than one (1) week after contract due date
	Contracting Officer, ADR and/or COTR monitors actual plan delivery against the contract delivery date; Measured for each plan required on the contract/task order
	

	
	Prepare and deliver project performance status reports
	Measure: Delivery Performance (Management Reports) -- Measures the percentage of management reports that are delivered on or before their contract due date.  Standard:  100% of all management report deliverables are delivered on or before their contract due date
	95% of all plans are delivered no later than one (1) working day after their contract due date; 0% of plans delivered later than one (1) week after contract due date
	COTR monitors actual report delivery dates against the contract delivery dates;  Measured for each monthly or quarterly report required by the contract or task order
	

	The agency has visibility and awareness of customer satisfaction ratings given by the users on the TEM provider

The agency and TEM provider  are able to quickly communicate and resolve any and all operational issues and problems that arise during the performance of the task order
	Support regular program management meetings with the agency COTR to review and discuss progress on issues and performance measures


	Measure:  Customer Satisfaction (Invoice Mgt) - Measures the customer satisfaction level of agency financial managers with the level of support or services received from the TEM provider and how responsive the TEM provider is in resolving invoice management issues.  Standard: 4.5 or higher average on a 5-pt. Likert scale (5=highest)
	4.0 or higher average on a 5-pt. Likert scale
	Quarterly web-based customer satisfaction survey of agency financial managers interfacing with the TEM provider to oversee auditing and payment of carrier invoices
	

	
	
	Measure:  Customer Satisfaction (Contract Administration Management) - Measures the customer satisfaction level of agency contracting officers with the level of support or services received from the TEM provider and how responsive the TEM provider is in resolving contract/agreement administration issues. Standard: 4.5 or higher average on a 5-pt. Likert scale (5=highest)
	4.0 or higher average on a 5-pt. Likert scale
	Quarterly web-based customer satisfaction survey of agency contracting managers interfacing with the TEM provider to oversee and manage wireless carrier agreements
	

	
	
	Measure:  Customer Satisfaction (Inventory Management) - Measures the customer satisfaction level of agency property or telecommunications managers with the level of support or services received from the TEM provider and how responsive the TEM provider is in resolving inventory management issues Standard: 4.5 or higher average on a 5-pt. Likert scale (5=highest)
	4.0 or higher average on a 5-pt. Likert scale
	Quarterly web-based customer satisfaction survey of agency property or telecommunication managers interfacing with the TEM provider to oversee asset or inventory management.
	

	6.2  Project Startup Services

	An agency is able to cost effectively make the move to an outsourced TEM provider  quickly and easily with little or no notice by the agency’s wireless users
	Prepare and deliver an implementation plan
	Measure:  Delivery Performance (Plans)-- Measures the percentage of deliverable plans that are delivered on or before their contract due date.  Standard:  100% of all plan deliverables are delivered on or before their contract due date.
	100% of all plans delivered within one (1) week of the contract due date; 0% of plans delivered later than one (1) week after contract due date
	Contracting Officer, ADR and/or COTR monitors actual plan delivery against the contract delivery date; Measured for each plan required on the contract/task order
	

	
	Efficiently accomplish all of the startup tasks by the “cutover date” and at or below the projected cost estimate

Successfully demonstrate and test all required electronic data or user interfaces
	Measure:  Delivery Performance (Milestones) – Measures the percentage of milestones and activity completion dates that are reached on or before their scheduled or contract due date.  Standard:  100% of all activities and milestones are completed on or before their scheduled or contract due date.
	100% of all critical program/project milestones met or exceeded. (e.g. cutover date)

95% of all non-critical milestones and activity completion dates met or exceeded.


	Contracting Officer, ADR and/or COTR monitors actual milestone completions against the schedule or contract due dates; 
	

	
	Help the agency make address changes for all billing invoice deliveries
	Measure:  TEM Database Update Accuracy - Measures the percentage of wireless service and device inventory and account changes that are entered accurately into the TEM provider’s database or system.  Standard:  100% of all changes that should be made to the TEM provider’s databases are captured accurately
	98% of all sampled actions (changes) from the previous quarter are accurately captured and reflected in the TEM database
	Quarterly Inspection.  Random sampling of 2% - 5% of all MACD actions from the previous quarter  
	

	6.3.1.1 Wireless Service Contract/Agreement Administration Services

	An agency’s contracting personnel and telecommunication’s managers have rapid access to accurate information and details about all of its wireless service agreements 
	Maintain and be able to recall accurate copies of all agency wireless agreements and pricing
Monitor wireless service agreements, spending, and inventory for key events and activity
	Measure: Delivery Performance (Management Reports) -- Measures the percentage of management reports that are delivered on or before their contract due date.  Standard:  100% of all management report deliverables are delivered on or before their contract due date
	95% of all plans are delivered no later than one (1) working day after their contract due date; 0% of plans delivered later than one (1) week after contract due date
	COTR monitors actual report delivery dates against the contract delivery dates;  Measured for each monthly or quarterly report required by the contract or task order
	

	Agency contracting and telecommunications managers are aware of upcoming events and market trends that may necessitate changes or actions regarding their wireless service agreements or contracts
	
	
	
	
	

	Agency contracting and telecommunications managers obtain responsive and valuable input from subject matter expert regarding wireless contracts and agreements
	 Meet with and advise agency personnel regarding strategies and trends that affect their wireless agreements
	Measure:  Customer Satisfaction (Contract Administration Management) - Measures the customer satisfaction level of agency contracting officers with the level of support or services received from the TEM provider and how responsive the TEM provider is in resolving contract/agreement administration issues. Standard: 4.5 or higher average on a 5-pt. Likert scale (5=highest)
	4.0 or higher average on a 5-pt. Likert scale
	Quarterly web-based customer satisfaction survey of agency contracting managers interfacing with the TEM provider to oversee and manage wireless carrier agreements
	

	6.3.1.2  Inventory Management Services

	Agency contracting and telecommunications managers have immediate access to accurate inventory and accountability information regarding their wireless devices and service lines

Inventory data is rapidly and accurately maintained as a result of wireless device and account MACD’s
	Maintain an accurate inventory database of devices and service lines from ordering through final disposition

Establish a process to accurately identify, track and accomplish MACD driven changes to the inventory database
	Measure:  TEM Database Update Accuracy - Measures the percentage of wireless service and device inventory and account changes that are entered accurately into the TEM provider’s database or system.  Standard:  100% of all changes that should be made to the TEM provider’s databases are captured accurately
	98% of all sampled actions (changes) from the previous quarter are accurately captured and reflected in the TEM database
	Quarterly Inspection.  Random sampling of 2% - 5% of all MACD actions from the previous quarter  
	

	
	Prepare and deliver inventory management reports
	Measure: Delivery Performance (Management Reports) -- Measures the percentage of management reports that are delivered on or before their contract due date.  Standard:  100% of all management report deliverables are delivered on or before their contract due date
	95% of all plans are delivered no later than one (1) working day after their contract due date; 0% of plans delivered later than one (1) week after contract due date
	COTR monitors actual report delivery dates against the contract delivery dates;  Measured for each monthly or quarterly report required by the contract or task order
	

	Agency hardware devices are accurately marked or labeled prior to deployment with agency-approved asset tag
	Support and accommodate asset tagging during device acquisition and disposition 
	Measure:  Asset Tag Deployment Accuracy - Measures the accuracy and complete deployment of asset tags on all accountable devices.  Standard: 100% of all newly deployed wireless devices have an accurate asset tag applied at deployment
	99% of all newly deployed wireless devices have an accurate asset tag applied at deployment
	Have users check and report problems back to COTR for any incorrect or missing tags during receipt of property
	

	6.3.1.3  Invoice Management and Audit Services

	Agency accurately pays only for those services and devices it ordered at rates and terms that it agreed to per current service agreements
	Collect, process, validate and audit carrier invoices against agency wireless agreements and organizational information
	Measure: Billing Dispute Resolution Success Rate - Measures the number of billing errors found and the percentage of submitted billing error claims accepted and agreed to (or refunded) by the carriers as an indicator of how accurate the TEM provider is with respect to catching “true” errors.  Standard:  99% of all claims identified (or submitted) to the carriers are upheld or agreed to by the carrier
	90% of all claims identified (or submitted) to the carriers are upheld or agreed to by the carrier
	Monthly report generated and submitted by the TEM provider; (or the agency if the TEM isn’t actually submitting the claims)  
	

	Agency managers have are able to review, analyze and understand historical information regarding their spending and usage patterns from a carrier, employee, organization, and functional perspective 
	Prepare and deliver spending and usage reports in various formats and allocation views


	Measure: Delivery Performance (Management Reports) -- Measures the percentage of management reports that are delivered on or before their contract due date.  Standard:  100% of all management report deliverables are delivered on or before their contract due date
	95% of all plans are delivered no later than one (1) working day after their contract due date; 0% of plans delivered later than one (1) week after contract due date
	COTR monitors actual report delivery dates against the contract delivery dates;  Measured for each monthly or quarterly report required by the contract or task order
	

	
	Provide subject matter expert advice, recommendations and support to agency financial and telecommunications managers
	
	
	
	

	Agency financial and contract managers are able to smoothly and rapidly process and authorize invoice payments and reimbursement/dispute claims for a multitude of wireless carriers
	Prepare and deliver electronic reports regarding invoice validation/audit and billing errors for agency use or review
	Measure: Delivery Performance (Management Reports) -- Measures the percentage of management reports that are delivered on or before their contract due date.  Standard:  100% of all management report deliverables are delivered on or before their contract due date
	95% of all plans are delivered no later than one (1) working day after their contract due date; 0% of plans delivered later than one (1) week after contract due date
	COTR monitors actual report delivery dates against the contract delivery dates;  Measured for each monthly or quarterly report required by the contract or task order
	

	6.3.1.4  Rate Plan Optimization Services

	Each agency wireless user is subscribed to the wireless carrier service(s) that provides adequate coverage and capability to accomplish their duties or mission. 
	Analyze user carrier and rate plan features and coverage to identify needed changes
	Measure:  Rate Plan Optimization - Completion Progress - Measures the percentage of total service lines that have been “optimized” within the last 12 months (or some other prescribed period).  Standard: 98% of active service lines have been reviewed and “optimized” at least once during the last 12 months
	90% of active service lines have been reviewed and “optimized” at least once during the last 12 months
	Reported by the TEM provider as a monthly performance measure
	

	Agency’s service lines and wireless accounts are “optimized” to the supplier’s rate plan based on the user’s actual recent usage patterns resulting in the lowest possible “total” wireless service cost for the agency

The number and type of rate plans for each carrier are rationalized to strike a balance between:  providing users with the right features and capabilities; keeping the number of rate plan choices at a manageable and understandable level; and ensuring the agency only pays for minutes they use at the lowest possible effective cost per minute (or KB)
	Analyze monthly usage and costs at an individual subscriber line level and provide recommended changes to user subscriptions

Recommend rate plan, carrier, and plan changes based on rate and usage analysis

Provide subject matter expertise to agency managers and contracting personnel
	Measure: Wireless Savings-- Measures the gross and net accrued savings, both in dollars and as a percentage of the agency’s annual wireless spend baseline that have been achieved through the use of wireless TEM services.  Net savings should be the gross savings minus the cost of the TEM services. In addition to reporting a total dollar and total percentage, accrued savings should also be allocated and reported by the TEM service that produced that savings (e.g., Auditing, rate plan optimization, contract optimization, etc…) as well as a breakout by service type and organization.

Standard: None – For reporting only
	Greater than ten percent (10%) net savings
	The annual wireless spend baseline for the 12-month period prior to the start of TEM services should be initially used and agreed to between the agency and the TEM provider.  Gross and net savings then reported quarterly by the TEM provider and monitored by the agency and GSA.
	

	6.3.1.5  Management Reporting Services

	Agency managers receive standardized reports on a routine basis that provide them insight on key aspects of their wireless spending, savings, inventories and usage patterns.
	Compile, prepare, and deliver standardized management reports containing accurate information from the TEM provider’s data system
	Measure: Delivery Performance (Management Reports) -- Measures the percentage of management reports that are delivered on or before their contract due date.  Standard:  100% of all management report deliverables are delivered on or before their contract due date
	95% of all plans are delivered no later than one (1) working day after their contract due date; 0% of plans delivered later than one (1) week after contract due date
	COTR monitors actual report delivery dates against the contract delivery dates;  Measured for each monthly or quarterly report required by the contract or task order
	

	Agency managers have immediate access to qualified and knowledgeable TEM provider  personnel that can assist them to answer detailed questions regarding their wireless service spending, savings, inventories, and usage patterns.
	Provide subject matter expertise and assistance to agency managers 
	
	
	
	

	Agency managers have rapid access to ad hoc or non-standard management reports about their wireless spending, savings, inventories, and usage patterns.
	Provide standardized reports and assistance running queries or answering management questions
	Measure: Delivery Performance (Management Reports) -- Measures the percentage of management reports that are delivered on or before their contract due date.  Standard:  100% of all management report deliverables are delivered on or before their contract due date
	95% of all plans are delivered no later than one (1) working day after their contract due date; 0% of plans delivered later than one (1) week after contract due date
	COTR monitors actual report delivery dates against the contract delivery dates;  Measured for each monthly or quarterly report required by the contract or task order
	

	6.3.2.1 Contract Optimization Services

	Pricing, terms and conditions on agency agreements and contracts for wireless services and devices are continually monitored for improvement and cost savings opportunities and updated to provide improved service at a lower total cost
	Perform contract optimization analyses

Provide improvement recommendations

Provide subject matter expertise
	Measure: Contract Optimization - Completion Progress - Measures the percentage of carrier service agreements or contracts that have been “optimized” within the last 12 months (or some other prescribed period).  Standard: 98% of carrier service agreements have been reviewed and “optimized” at least once during the last 12 months
	90% of carrier service agreements have been reviewed and “optimized” at least once during the last 12 months
	Reported by the TEM provider as a monthly performance measure
	

	6.3.2.2  Ordering and Procurement Services

	Agency personnel are able to go to a central location to review options and quickly place and coordinate an order for wireless services, devices and accessories that are consistent with agency operating and IT policies
	Develop and maintain a working web-based ordering portal to handle orders and MACDs for wireless services, devices and accessories


	Measure:  Ordering Portal / Website Availability - Measures the percentage of time that the TEM provider’s web-based ordering portal and any management reporting website (if provided) is operating and available for use by the agency.  Standard:  99.9% system availability
	98.0% system availability
	Tracked and reported quarterly by the TEM provider. Reporting should be subject to Government audit or IV&V
	

	
	Provide Help Desk Support Services between hour of 8:00am and 8:00pm eastern time
	Measure: Help Desk Response & Closure - Measures the percentage of help desk calls that are resolved and closed within a specified period of time.  Standard:  - 100% of calls answered

- Customer reaches a live support person within two (2) minutes or is given an approximate wait-time estimate and opportunity to leave a voice mail and get a call back

- Calls shall be returned within 30 minutes for L1 customers and within 60 minutes for L2 customers

 - 75% of calls received are resolved during the initial help desk call

- 96% of calls received are resolved and closed within one (1) business day
	- Same as performance standard
	Random sampling of call activity logs showing time of call receipt and closeout of trouble tickets
	

	
	Accept and validate orders against agency policies and standards


	Measure:  Wireless Device and Rate Plan Policy Compliance - Measures the percentage (%) of orders for non-compliant wireless devices or rate plans that have an agency-approved waiver or deviation.  Standard: 100% of orders for non-compliant wireless devices or rate plans have an approved waiver on file at the time of order placement
	98% of orders for non-compliant wireless devices or rate plans have an approved waiver on file at the time of order placement
	TEM provider will provide a listing of all orders placed during the previous month that did not comply with agency ordering policies.  COTR or their representative will randomly sample and review 10-15% of the orders to validate that an approved waiver was submitted with the order.
	

	
	Quickly and accurately place and track orders with wireless carriers


	Measure:  Timeliness of Order Placement - Measures the time it takes a TEM provider to enter an agency request into their data system and submit a new order to the carrier for a wireless account move, change, or de-activation.  Standard:  TEM provider accurately enters 100% of all new orders to the carrier within one (1) working day from when the request or action was submitted by the agency.
	99% of all orders or actions submitted to the carrier within two (2) days of submittal by the agency
	Quarterly Report generated by the TEM provider from data captured by the web-based ordering portal; In addition to a total (consolidated) percentage for all MACDs, separate percentages should be reported for adds (new service/device), moves, changes, and de-activations. 


	

	
	Provide SME and help desk support to address questions and problems from agency managers and users
	
	
	
	

	
	
	
	
	
	

	Agency managers have rapid access to the status of orders and MACDs 
	Provide status reporting capability of all orders and MACDs from order receipt until order delivery
	Measure: Delivery Performance (Management Reports) -- Measures the percentage of management reports that are delivered on or before their contract due date.  Standard:  100% of all management report deliverables are delivered on or before their contract due date
	95% of all plans are delivered no later than one (1) working day after their contract due date; 0% of plans delivered later than one (1) week after contract due date
	COTR monitors actual report delivery dates against the contract delivery dates;  Measured for each monthly or quarterly report required by the contract or task order
	

	6.3.2.3  Bill Payment Services

	Wireless telecommunications service provider invoices are promptly and accurately paid with little to no effort by agency personnel
	Receive, validate, code, and accurately pay carrier invoices for the agency
	Measure:  On-Time Invoice/Bill Payment Rate - Measures the percentage of carrier invoices validated and paid by the invoice payment due date.  Standard:  100% of all “valid” invoices paid on or before the due date (assuming availability of government funding)
	95% of all “valid” invoices paid on or before the due date
	Reported by the TEM provider on the monthly invoice status report
	

	Payment records are accurately maintained and all required chargeback entries and updates to agency financial systems are made in a timely manner
	Track and maintain accurate payment records and provide reports or electronic data feeds to agency financial systems
	Measure: Delivery Performance (Management Reports) -- Measures the percentage of management reports that are delivered on or before their contract due date.  Standard:  100% of all management report deliverables are delivered on or before their contract due date
	95% of all plans are delivered no later than one (1) working day after their contract due date; 0% of plans delivered later than one (1) week after contract due date
	COTR monitors actual report delivery dates against the contract delivery dates;  Measured for each monthly or quarterly report required by the contract or task order
	

	6.3.2.4  Dispute Recovery Services

	Agency is able to quickly recover and/or preferably avoid payment for incorrectly billed or inaccurate invoices for wireless services received from wireless service providers
	Collect supporting information and submit claims to the carriers for erroneous billing

Track conduct and handle all correspondence with the carriers on behalf of the agency in attempts to recover or correct billing
	Measure: Billing Dispute Resolution Success Rate - Measures the number of billing errors found and the percentage of submitted billing error claims accepted and agreed to (or refunded) by the carriers as an indicator of how accurate the TEM provider is with respect to catching “true” errors.  Standard:  99% of all claims identified (or submitted) to the carriers are upheld or agreed to by the carrier
	90% of all claims identified (or submitted) to the carriers are upheld or agreed to by the carrier
	Monthly report generated and submitted by the TEM provider; (or the agency if the TEM isn’t actually submitting the claims)  
	

	Agency employees have rapid access to the status and information about all claims filed with the carriers by the TEM provider  and the billing accuracy rates for individual wireless carriers
	Provide accurate and up-to-date information to agency managers regarding claims status
	Measure: Delivery Performance (Management Reports) -- Measures the percentage of management reports that are delivered on or before their contract due date.  Standard:  100% of all management report deliverables are delivered on or before their contract due date
	95% of all plans are delivered no later than one (1) working day after their contract due date; 0% of plans delivered later than one (1) week after contract due date
	COTR monitors actual report delivery dates against the contract delivery dates;  Measured for each monthly or quarterly report required by the contract or task order
	

	6.3.2.5  Device Disposition / Disposal Services

	Wireless devices that are broken, obsolete, or no longer needed by an agency user are cost effectively collected and disposed of IAW federal guidelines and if possible, in a way that recovers the residual value for the benefit of the agency
	Collect, stage, redeploy, exchange or dispose of agency wireless devices IAW 41 CFR Chapter 102
	Measure: Disposal/Disposition Pickup Time - Measures the elapsed time between when the TEM provider was officially notified that a device was ready for disposal or disposition and the time that device accountability was officially transferred and the device physically removed or received by the TEM provider.  Standard:  - 100% of all devices transferred and collected within 1 week (5 working days) of notification
	- 90% of all devices transferred and collected within 1 week (5 working days) of notification

- 99% of all devices transferred and collected within 3 weeks (15 days) of notification
	Reported monthly by the TEM provider
	

	6.4  Wireless TEM Transition Services

	An agency is able to quickly and smoothly move Wireless TEM service responsibility and its wireless inventory, contract, invoice, and usage data from one TEM provider  to another on schedule and with little to no notice by the agency’s wireless users.
	Prepare and deliver a transition plan

Efficiently accomplish all of the transition activities by the cutover date

Successfully deliver all agency information and records needed for another TEM supplier or the agency to assume TEM services responsibility
	Measure:  Delivery Performance (Plans)-- Measures the percentage of deliverable plans that are delivered on or before their contract due date.  Standard:  100% of all plan deliverables are delivered on or before their contract due date.
	100% of all plans delivered within one (1) week of the contract due date; 0% of plans delivered later than one (1) week after contract due date
	Contracting Officer, ADR and/or COTR monitors actual plan delivery against the contract delivery date; Measured for each plan required on the contract/task order
	

	6.5  Non-Networx Wireless Service & Device Resale Services

	Agencies have a single contract agreement and point of ordering for needed wireless telecommunication services and devices not available through the GSA Networx enterprise contracts


	Receive, validate, and place authorized orders with carriers not available on Networx

Receive, validate, and place authorized orders with carriers not available on Networx.


	Measure:  Ordering Portal / Website Availability - Measures the percentage of time that the TEM provider’s web-based ordering portal and any management reporting website (if provided) is operating and available for use by the agency.  Standard:  99.9% system availability
	98.0% system availability
	Tracked and reported quarterly by the TEM provider. Reporting should be subject to Government audit or IV&V
	

	
	
	Measure:  Timeliness of Order Placement - Measures the time it takes a TEM provider to enter an agency request into their data system and submit a new order to the carrier for a wireless account move, change, or de-activation.  Standard:  TEM provider accurately enters 100% of all new orders to the carrier within one (1) working day from when the request or action was submitted by the agency.
	99% of all orders or actions submitted to the carrier within two (2) days of submittal by the agency
	Quarterly Report generated by the TEM provider from data captured by the web-based ordering portal; In addition to a total (consolidated) percentage for all MACDs, separate percentages should be reported for adds (new service/device), moves, changes, and de-activations. 
	

	
	
	Measure:  Wireless Device and Rate Plan Policy Compliance - Measures the percentage (%) of orders for non-compliant wireless devices or rate plans that have an agency-approved waiver or deviation.  Standard: 100% of orders for non-compliant wireless devices or rate plans have an approved waiver on file at the time of order placement
	98% of orders for non-compliant wireless devices or rate plans have an approved waiver on file at the time of order placement
	TEM provider will provide a listing of all orders placed during the previous month that did not comply with agency ordering policies.  COTR or their representative will randomly sample and review 10-15% of the orders to validate that an approved waiver was submitted with the order.
	

	
	Receive ordered equipment and service line information from the carriers, activate equipment and distribute hardware to the customer within established delivery standard
	Measure:  Timeliness of Order fulfillment - Measures the time it takes from receipt of an approved order or request for MACD or repair/warranty service until the activated device or service is delivered to the customer.  Standard:  100% of activated equipment/service is delivered within 1 week of order receipt
	90% of activated equipment/service is delivered within 1 week of order receipt & 100% of  activated equipment/service is delivered within 2 weeks
	Quarterly Report generated by the TEM provider from data captured by the web-based ordering portal; Timeliness should be reported for new orders as well as for all MACDs and repair/warranty requests.  Separate percentages should be reported for each.
	

	
	
	Measure:  Order Fulfillment Accuracy - Measures the accuracy that delivered supplies and wireless services are: (1) the items as ordered in the correct quantities, (2) shipped to the correct delivery point, and (3) delivered and serviced to perform in the functional manner and working condition for which the item or service was designed.  Standard:  100% of all delivered wireless devices and services accurately match the order received from agency    
	98% of all delivered wireless devices and services accurately match the order received from the agency
	TEM will report monthly the number of customer complaints or returns related to the accuracy of order fulfillment    
	



























