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1 Overview

The General Services Adminidion (GSA), Federal Acquisition Service (HABJmation Technology
Category (ITCEnterprise Technology Solutions (Edr8ated the Enterprise Infrastructure Solutions

(EIS) program to provide an acquisition vehicle for agency customers acrosslénal E&overnment

and other eligible users, to acquire simple to complex telecommunications and networking
infrastructure services from one or more vendors. This guide provides an overview of all processes
related to EIS Management and Operations (MOP8h a8 ordering, billing, Service Level Agreement
(SLA) managemendjsputes,and administration. For additional information on MOPS processes please
see EIS contract Sections E, G, and J.2. This MOPS Handbook is nealastarederence; we

recommend hat the reader become familiar with the EIS contract and other EIS guides, handbooks and
videos that address acquisition planning, transition, priciagyicesand systems. A detailed listing of
additional resources is included in Appendix F. This M@R8bidok may be revised from time to time.
Updates to this Handbook, when they occur, will be available on the GSA website at
http://www.gsa.gov/eis

1.1 Intended Audience

This MOPS Handbook is intended for use by agemgyrdén Management Office (PMO) personnel,

F3SyOé LISNER2YYSt ¢gK2 adzLII2 NI GKS hNRSNAy3 /2y iNF O
Representative (COR), and other agency personnel who need to understand the EIS management and
operations process.

Information to assist customer agencies in using the EIS contract is available online at
http://www.gsa.gov/eis Subscribe to this page to be notified as new resources become available and to
receiveannouncements as they are released. The site includes the EIS contract and contract
modifications, lists of the industry partners and many other useful documents.

1.2 Purpose

This MOPS Handbook focuses on implementation and operations functional tasksthe l&yendation

to assist agency staff in knowing the necessary ordering and administration processes to effectively use
the EIS contract. However, agency staff, especially OCOs, should read the EIS contract to understand the
scope of the contract and sece offerings. The MOPS Handbook does not supplant the EIS contract.

The EIS contract takes precedence over this and other MOPS guidance for contract confplidgice.

level view of EIS functional tasks is shown in Figure 1 béloguisition Planning andecision/Award

functional tasks are briefly covered in this guide with more detailed information provided in the Fair
Opportunity and Ordering Guide (FOOG).


http://www.gsa.gov/eis
http://www.gsa.gov/eis

EIS Management & Operations Handbqak0

Figurel: EIS Functional Tasks
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1.3 Conventions Used in this Document

Except where otherwise specified, the following conventions are used in this document.

T +tSYR2NY AGa@OSYR2NE NBFSNE (2 GKS 9L{ @OSyR2NJ
f 58y GRI&¢ YR aRIF&da¢ NBFSNI G2 OFftSYyRIFN RIS
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2 EIS Contract Information

EIS is a multiple award, Indefinite Delivergiefinite Quantity (IDIQ), task order, contract vehicle. A task

order is the official contractual mechanism agencies use to order services under EIS. All task orders are
subject to fair opportunity as defined in Federal Acquisition Regulation (FAR) 1arb8§ency OCO

selects a vendor, awards task orders, and initiates service orders. Agencies are directly billed and

manage their own services throughout the lifecycle of the task order.

¢KS 9L{ O2yUiNIOU O2YLINBEKSYaA theritsdor teleRdrBnicadtiéhd and S R S NI
information technology infrastructure. EIS is the follow acquisition vehicle for Networx, Washington
LYGSNF3ISyode ¢StSO02YYdzyAOlI iAzya {@aGSY 62L¢{0 o0oX D
current telecommunictons contracts. The EIS contract was awarded on JulRQ3T, with a period of

performance of 15 years (if all options are exercised). For a list of awarded vendors and the details of

the EIS contract and services awarded see the EIS sitgpafwww.gsa.gov/eis
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3 Roles & Responsibilities

3.1 Agency Role
Agency responsibilities for management and operations are defined in EIS contract Section G2.2.1.
followingisahigh S@St &adzyYYFINE 2F |y F3SyoOeQa NBaLRyaAoAf Al

1. Place Task Orders (TOs) according to FAR Subpart 16.505, and service orders in accordance with
the terms and conditions of the EIS contract.

2. Accept or reject the services rendered by the vendor under task and service orders in
accordance with EIS conttaection E.2.2 and coordinate corrective actions with the vendor
and GSA if required.

3. Coordinate resources to facilitate scheduling and communications for implementing and
maintaining service. This includes:

a) LRSYGAFe (GKS | 3SyOe GILGCspfarledch lazatighSnMdvetddnalt / 2 y (
particular project or other activityThe vendor will capture the LGC and reflect it in the
Service Order Completion Notice (SOCN), thereby enabling the agency to track the LGC
from order to SOCN to inventory for meaccurate historical records.

b) Monitor and facilitate coordination between the vendor and LGC and other agency
contractors and service providers as appropriate.

c) Coordinate with LGCs and with other vendor(s) who are providing the location with
telephone svitching or other telecommunications facilities, upon notification by the
vendor of changes regarding the date of scheduled activities or site requirements.

d) Make arrangements for the entry of service provider technicians into site to include any
special acess requirements for the site.

4. Review, accept or reject, and pay for services.

Notify the vendor of billing discrepancies and facilitate the resolution thereof.

6. Submit the Service Level Agreement Credit Request (SLACR) to the vendor and monitor the
issuance of SLA credits. In the event of issues that require escalation, the agency may contact
GSA for assistandgtp://www.gsa.gov/eis

7. Fulfill any additional roles and responsibilities contained in the Delegation of Procurement
Authority (DPA) issued by a GSA Contracting Officer (GSA CO) to an agency OCO in accordance
with FAR 1.601. The key official representing the agenay @GO or an authorized official
OKSNBAYI FOSNI NBFSNNBR (G2 & ah/ hévo

8. Cdzf FAEf Iyed IRRAGAZ2YIET NRfSA YR NBaLRyaAoAf Al
Representative (COR) Designation Letter associated with the corresponding task order.

o

3.1.1 Agency Ordering Contracting Officer (OCO)

The OCO duties include, but are not limited to, those specified in the DPA. For additional DPA
information, go tohttp://www.gsa.gov/eis Only the OCO has the authority to award/modify task orders
and obligate funds for its agency. The OCO for each Task Order (TO) may designater 6@dBi(ing
officials to initiate service orders for services already specified and money obligatedHerTi®.
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3.1.2 Agency Contracting Officer Representative (COR)

As telecommunications services and delivery options became more complex in the 1990s, GSA used the
Designated Agency Representative (DAR) role to allow agencies to directly manage their own services.
While the DAR role served agencies well under WITS3 and Networx, GSA determined it could not be
brought forward unchanged into EIS as the FAR does not include a DAR role. To serve an equivalent
function, the EIS contract uses the agency Contracting ©ffiepresentative (COR) rdkee EIS

contract Sections G.2.2.1, G.3, & G.10)

Note: All CORs must be listed in the Task Order (TO) and their roles clearly defined.
Under the EIS contract, agency COR responsibilities may include but are not limited to:

1. Undestand the responsibilities and limits delegated by the agency Ordering Contracting Officer
(OCO)
2. Ordering of Services
a) Coordinate with the appropriate agency budget and finance offices and with the OCO to
execute processes and internal controls to supgonding availability and to comply
with the Antideficiency Act (31. U.S.C 1341) and/or other applicable laws regarding
funding
b) Confirm funding availability in the TO prior to issuing Service Orders (SOs)
c) ' YRSNEGFIYR (GKS @Sy R2 NI plete \WiRiGpidviged traidiN® O S R dzNB 3
related to the placement of orders
d) Place SOs under a TO using the appropriate billing codes
3. Monitor Service Delivery
a) Accept services ordered and verify that services meet technical requirements within
three calendar days (S&8S contract Section E.2.2.5)
b) Verify compliance with Service Level Agreements (SLAS)
4. Execute other duties as defined by the OCO such as billing disputes and performance monitoring

In transitioning to EIS, the agency should note especially the first and last of these responsibilities. The
precise responsibilities and authority of the COR can vary between TOs and different CORs on a given TO
may have different responsibilities and &uotities. For example, an OCO may delegate billing dispute
management to a COR without giving them the authority to place SOs.

Within the constraints of the contract and the FAR, the OCO may delegate a wide range of
responsibilities to one or more CORsgvyided all such responsibilities are clearly delineated in the TO.

3.2 GSA Role
D{! Q& LINAYINE NRfS Aa O2yiNI OGO FTRYAYAA(INIrGA2yd D{
will modify thecontract,as necessary. In addition, GSA will:

1. Ensure compnce with contract requirements

2. Delegate procurement authority to agencies to authorize OCOs to place TOs
3.tfFr0S ¢ha 2y GKS 3SyO0eQa oSKFEEFX AF a2 NBIjdzSa
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4. Assist in resolving conflicts between the vendor and the agency, if necessary

3.2.1 GSA Contracting Officer (CO)

The GSA CO has overall responsibility for administering the contract. The right to issue contract
modifications, change the terms and conditions of the contract, terminate the contract, delegate
procurement authority to agency OCOs, and exercigmppenewals is reserved solely for the GSA CO
unless otherwise delegated in writing.

3.2.2 GSA Program Manager
The GSA Program Manager provides technical oversight and management of the EIS contract.

323 ' 3! #1171 OOAAQOEI C / AEEAAOCB8 O 2APOAOCAT OAGEOA j #/1 2Q
A GSA COR mhbyg designated by the GSA CO to monitor certain technical aspects of the contract.
Actions within the purview of the GSA COR include:

1. Ensure that the vendor meets the technical requirements of the contract

2. Inspect contract level deliverables

3. Perform or diect inspections necessary to verify and validate contract level service delivery
under the contract

4. a2y AG2NJ GKS @OSYR2NDa& LISNF2NXI YOS dzy RSNJ 6 KS 02y
vendor, the GSA CO, and/or the agency OCO of any deficiehsiewved

5. Track contract modifications

¢KS /hwQa FdzikK2NAGe R2Sa y2i AyOfdzRS GKS loAfAde
modify the terms and conditions of the contract.

3.2.4 GSA Customer Support

Enterprise Technology Solutions (BESpmmited to providing timely and responsive customer service.

The focus and prioritgreto be a business partner supporting federal agencies purchasing
telecommunications and networking infrastructure services.

ETS f a2 KlFa RSRAOFGSR GSrya 2% ! 3SyoOeé alyl3aISNAR HK?2
to assist agencies with acquisition planning and execution efféifiShas dedicated teams of

Technology Service Managers (TSM) who are prepared to assigtiegwith posticquisition

operational efforts such as coordinating with vendors. For more information, please visit the website
http://www.gsa.gov/portal/category/105587
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4 Interactions

There are liree main entities (the agencies, the vendors and GSA) that interact during the
implementation and operations activities associated with the EIS confragire 2 depicts the high
level implementation and operations interactions among the entities. Biestriptions are included in
the figure. Details are provided in the remaining sections of the Handbook.

Figure2: Implementation & Operations
1. Task Order (TO)

2. Service Order(s)

EIS
2a. Ordering Process Notifications
Contl’aCtor [Acknowledgement, Rejection, Confirmations]

3a. Billing Summary; Billing Invoice, Billing Adjustments

" 4. SLA Credit Tracking 1 4
: 3b. Billing Invoice/Billing Adjustments :
: 2a. Ordering Process Notifications Conexus Agency Access :

[Acknowledgement, Rejection, Confirmations]

1
1

1

1

I r-----_------_----
: A e

1

1

1

1

1

1
= 4

I
LA

GSA Customer
Support

la. TO Data

o o o o o e e -

Conexus
System

Support

Team

GSA

4.1 Program Management Functions
Vendors are required to provide the program managementfions to agencies including but not
limited to:

1 Program Control

Planning at the Program Leasid Agency Level
Vendor Performance

Resource Management

Revenue Management

Reporting and Reviews

Seniorlevel Communications

=A =4 =4 4 -4 4
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5 Implementation
This section descrés the concepts and key functional tasks for implementation of EIS services.

5.1 Task Orders
Additional guidance related to issuance of Task Orders (TOs) is available in the Fair Opportunity and
Ordering Guide (FOOG)Hatp://www.gsa.gov/eistransition

5.1.1 Emergency Ordering Process
If an agency has a need to place an emergency order for a service on the contract, but not on the TO, it
can be accommodated two ways under EIS:

1. Modification to existing taskrders
2. Exception to Fair Opportunity

The most expeditious route is to modify an existing task order. If the change is not within the scope of
the task order, then the OCO must use one of the exceptions to the TO Fair Opportunity detailed in FAR
16.505.

5.1.2 Task Order Modifications

TO modifications may be necessary during the TO period to address requirements or administrative

changes. The OCO for each TO will administer the modifications for that TO. The OCO will review
modifications that add or change existiagrvices to ensure it is technically sufficient and proposed
LINAOAY3a Ada FILANIFYR NBlFazylrofSeo ! FGSNI RSGSNYAYAyY3
vendor sign an SBO, if required. For additional details on TO modifications, see ElScbBection

J.4.1.

5.1.3 Task Order Close Out
When the EIS contract term expires, all task orders must be closed out. Each OCO is responsible for
closing out task orders in its agency. Closéis performed according to FAR 4.804.

5.2 Administrative Data
To faciliate ordering of services, agencies must provide key data about the agency aretd@$3aryo
SadlofAaK FLILINBLNRFGS F002dzyia 6AGKAY (KS @OSYyR2ND

Data the Agency Must Provide to the Vendor:

w Services specified in the TO

Any TGQUnique CLINs (TUGs)d Individual Case Basis (ICB) data

Any TQunique Key Performance Indicators (KPIs) and Service Level Agreements (SLAS)

Contact information for agency officials such as OCO and COR

RoleBased Access Control (RBAC) information for agency personnel agcessiK S @Sy R2 N a
systems

€ e g ¢€
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Allthe aboveexcept forthe last (RBAC information), are included in the TO document(s) or in required
formal communications from the agency OCO (e.g., COR Designation Letters) to the vendor and need
not be supplied separately.

The vendor is required to obtain RBAC informatiomltow only authorized users with appropriate
permissions access to its Business Support System (BSS). These permissions include but are not limited
to, the ability to place orders and research orders, billing, inventory, and performance information. The
vendor will collect RBAC information from the agency and may specify the format and means in which it
is provided unless restricted from doing so in the TO.

Data the Agency Can Expect from the Vendor:

w Account credentials
w One or more invoice account numbsgy(@ssociated with a TO

5.2.1 Agency Hierarchy Codes

The Agency Hierarchy Code (AHC) is-ehizBacter internal government accounting code that is tracked

for all services from order submission through disconnection. Under EIS, no SO may be processed
without an AHC regardless of how the order is placed. Agencies must provide an AHC for each line item
on an order, although they may simply provide one AHC for the order and instruct the vendor to apply it
to all line items. Vendors are required to capture an AHCrajeatt orders without an AHC of exactly 28
characters, for each line item.

Following are guidelines for AHC management:

AHC Change&lIS permits changing the AHC associated with a service after installation via an
Administrative Change Service Order (see EIS contract Section J.2.4) provided the AHC was not specified
on the TO. Although agencies may opt to include the AHC directigiinTtOs, this is discouraged as it

greatly complicates any future changes an agency may require. If an agency includes AHCs directly in its
TOs, any changes to the AHCs require a TO modification.

AHC StructureUnless otherwise specified in the DPA drestgoverning authority, the agency may use
any desired structure for the AHC provided it is always included and that it is a string of exactly 28
alphanumeric characters on the EIS standard for alphanumeric data fields (see Appendix B.2).
Nonetheless, ageies should consider the following GSA recommendations:

w Use the AHC structure shown in Figure 3, below, where the first five (5) characters are
composed of the Treasury Account Symbol (TAS) and Bureau code and the remaining characters
are used to capturany other information the agency requires.

w Regardless of structure, use at least one smoimeric character to prevent automatic type
conversion if they intend to import the data into a spreadsheet.
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Figure3: Example of AHC Struate
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5.2.2 Agency Service Request Numbers
The Agency Service Request Number (ASRN) is an optional internal agency control number that is
tracked for all services from order submission through disconnection, if it is provided.

Under the EIS contract, the agenogy assign two Agency Service Request Numbers (ASRNS) to each
service ordered as defined in EIS contract Sections G.4.1.6 & J.2.4.1.4. As this is optional data, agencies
may elect to assign zero, one or two ASRNSs to each lindritamorder.

When provied by the agency, ASRN values will be assigned by the vendor to the two ASRN data fields:

1 agency_service_request_number_1
1 agency_service_request_number_2

The vendor is required to include ASRN values, if provided by the agency, on order notices, inventory
and billing deliverabled his data is maintained by the vendor and GSA throughout the lifecycle of the
service, making it available for searches from the beginning of service implementation through
disconnectionAfter SOCN, the ASRNs are associate tvé UBI that uniquely identifies the service.

¢tKS @SYR2NJ A& y20 LISNYAGGSR (G2 YI1S Fye OKFy3Sa
Using ASRN Data Fields

The ASRN(s) need not be unique to a single order or line item (i.e., can be du@atesimultiple

orders or line items) and may be omitted entirely if the agency so chobsedefining the ASRN,

agencies may use up to 50 characters meeting the EIS standard for alphanumeric fields (see Appendix
B.2).

Agencies structure the ASRN depergdon their specific needs, such as:

9 Track identifiers from agency internal systems
1 Sequence orders for accounting purposes
9 Identify ordering offices by using standard codes for each

10
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9 Track programs, projects, locations, etc.
Changing ASRN Values

Theagency may direct the vendor to change the ASRN values associated with a given UBI using two
methods:

1. Administrative Change Ordelf the agency only needs to update the ASRN value(s) and does
not need to make any service changes, an Administrative CHardgr is used. This results in a
simplified ordering process which is completed with the issuance of a Service Order
Administrative Change (SOAC) notice as described in EIS contract Section J.2.4.2.3. See also
Section 5.3.3.3.

2. Standard Change Service Ord&0): If the agency needs to make other changes, such as
configuration changes, as well as changing ASRN value(s), they may use a standard Change SO.
Using this method gives the vendor the option to split the order into an Administrative Change
Order anda standard Change SO or they may process the changes together. If split, the agency
will receive a SOAC, as described above, and a SOCN for the Change SO. If processed together
the agency will only receive a SOCN which reflects the standard change as thiellASRN
change. See Section 5.3.3.3.2.

5.3 Discounts

5.3.1 Temporary Discounts with Timed Pricing (Standard)

Under EIS, all items in the pricing tables include a Price Start Date and Price Stop Date which, together,
indicate the effective dates for a given prioe a given CLIN/ICB Case. By design, these dates are
intended to allow for routine pricehangesbut they can also be used to capture temporary discounts
applied to a given Task Order.

For example, if the vendor and agency agree that the MRC CLIN 3\f@0@0mally priced at

$50/month but will be discounted to $40/month for the first six months of the TO, and assuming the TO
begins on 01/01/2020 and ends on 12/31/2021, for this CLIN, the pricing table would have two lines of
data:

1. $40 from 202601-01 t02020-06-30
2. $50 from 202607-01 to 202112-31

Using this approach, GSA Conexus will be able to accurately predict the expected charges for each
month and more readily support agencies in reviewing, analyzing, and paying their invoices in a timely
manner.

5.3.2 Temporary Discounts with Waived Charges

Although the standard process for creating temporary discounts is to useld@sed pricing, in cases

where the agreed discount is to provide the service for free for a set period of time, the vendor may also
create the discount via charge waiving (see Sectidr22). While contractually allowed, this approach

is not the preferred mechanism as it complicates data analysis and financial planning. The agency should

11
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consider this when negotiating discounts. laynbetter serve the agencies needs to dictate the specific
discounting mechanism in the TO.

5.4 Instance-Based NRC CLINs

The EIS contract includes NBecurring Charge (NRC) CLINs that have the potential to bill (invoice,
service state change, etc.) more thance without requiring a new Service Order. Examples include NRC
CLINs with charging units that indicate potential for reoccurrence (per instance, application, report,
etc.). A complete list of all instandxsed NRC CLINs is on the GSA Conexus website
(https://conexus.gsa.gov

Unless otherwise specified in the TO, the vendor may implement these instesesl NRC CLINs such
that the fixed NRC charge is billed repeatedly as authorized users invoke the servicedotiogide
following conditions are met:

1 The vendor clearly communicates their intent to do so as part of their response to the agency
solicitation This ensures the agency is aware of the vendor's intent and can specify alternate
handling if necessary.

1 The venlor tracks and reports the UBI service stafti¢gh the associated UBI becoming active
each time the service is invoked and return to inactive when completed. This ensures the agency
is fully aware of the activity associated with the service. 8seSectin 5.5.2.1.5.

1 The vendor manages instanbased NRC inventoly ensuring the associated UBIs remain in
inventory until removed via a disconnect Sis ensures the agency has clear, consistent
visibility into its inventorySeealsoSection 6.5.4.

Note: Unless otherwise stated in the Task Order, the vendor is not required to implement these CLINs in
this manner and may instead implement them as stmaddNRC CLINsaplementing these CLINs as
standard NRC CLINs requires the agency to issue a separate SO each time the service is required.

5.5 Unique Billing Identifier (UBI)

The Unique Billing Identifier (UBI) is critical to the maintenance of accuratetaryeand to the

validation of billing. EIS contract Section J.2.10.1.1.2.1 requires that "the complete UBI shall be unique
across the contract and shall never be reused”. However, there faw ase cases where it may not be
immediately clear if a new UB required.Section 5.5. hddresgsthese ambiguities.

It is also recommended that agencies include the following language in their solicitations to ensure

clarity of the UBI requirement:
G¢KS O2yidNI OG2NI aKFff | aaA 3of allayfestbf BerviceSordérs L a F 2 NJ ¢
including bulk orders in accordance with EIS contract Section J.2.10.1.1.2. The contractor shall not
dzaS | aAy3atsS ! . L F2NJ Ydz GALIX S Ayaidl yoSaope
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5.5.1 UBI Reporting

5.5.1.1 UBIs in Updated SOCN (réeSOCN)

In general, when the vendor submas updated SOCN @®ROCN) to correct errors in the original
submission (EIS contract Sections G.3.3.1.4 & J.2.2.2) or to addaditGLINs (EIS contract Section
G.3.3.1.2), the same UBIs should be used as were provided on the original SOCN.

However, aratypical sequence of events will result in GSA Conexus rejecting a seemingly correct
submission of an updated SOCN-S@CN). This only applies if the following sequence of SOCN
submissions occurs:

1. The vendor installs one or more services and submits &NSOC

2. The vendor submits an updated SOCN for the same order and omits one or more of the services
(UBIs) included in the original submission

3. The vendor submits another updated SOCN for the same order and includes a service omitted in
the earlier updated SOCM@ the vendor reuses the UBI previously associated with that service

Under these conditions, the updated SOCN in step 3 will be rejected due to the reuse of a UBI. Agencies
should expect a new UBI for the service omitted in step 2 and included agaip i steler these
conditions.

5.5.1.2 UBIs for Bulk Orders
When processing bulk ordaror any order where the quantity of a single CLIN is greater tham time
vendor is required to create and assign a UBI to each installed instance of each CLIN.

For example, assuimgy a Service Order for 100 telephone lines with voice mailfeatare with a
separateCLINand including one autsold CLINor directory assistance (and ignoring other supporting
services such as access), a total of 300 UBIs would be created:

w 100 for he telephone service itself
w 100 for the autesold directory assistance
w 100 for the voice mail feature

This breakdown is necessary to remain compliant with EIS contract Section J.2.10.1.1.2.2, item 1, which
aldladSay a¢KS O2y hMIAQAFNINXKEE £ LONBING SIHIORRAYy AT f SR
Assigning an individual UBI to each instance provides several benefits to both vendors and agencies:

1. It allows for the proper capture of the telephone number and other service identifiers for each
servie (see Appendix B.3.1)

2. Inthe event of a service state changesuch as activating the auold, usage priced directory
assistance serviceshe affected instances can be unambiguously identified by the UBI

3. If a change order affects a single item provisib@as part of a bulk order, such as disconnecting
a single phone line or circuit, both the vendor and agency can clearly identify the affected
instance via the UBI
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4. If a service item with a unigue service identifier, such as a telephone number or cirdsit ID,
removed via change order then later added back via a second change order, it is possible to
distinguish between the original installation and the later installation by reference to the
different UBIs (see Sectionsb1.3)

5. An administrative change, suels AHC or ASRN, affecting only a single line item can
unambiguously identify the item changed via the UBI

6. KPI results, and credit requests, can easily distinguish those instances performing well from
those failing to meet standards via the UBI

5.5.1.3 UBIs for Renstalled Services

When a service is disconnected then later reinstalledhether at the same location or a new location

a new UBI is required. This is necessary to ensure it remains possible to unambiguously refer to both the
original installation and theew installation as might be required if a dispute associated with the

original installation is still open when the new installation is provisioned.

5.5.1.4 UBIs for Moved Services

For the purposes of data exchange, a service move is treated as a linked psdoofdict and install

events (see EIS contract Section J.2.10.1.1.4.2.1). These two events may be reported on a single SOCN or
split into two SOCNSs (see EIS contract Section J.2.4.1.9). In all cases, the reinstalled service is effectively
a new service anthust receive a new UBI (see also Secti@nlss).

5.5.2 UBI Service State

The purpose of the UBI service state is to assist the agency in understanding which UBIs are

I OO0dzydzt F GAy3a OKIFNBSA FyR G gKIFG NI (S doughtiof i1 KS KA 3
as:

9 Active = currently accumulating charges
1 Inactive = not currently accumulating charges

However, the CLIN options under EIS require the introduction of secondary principles and exceptions.
For example:

1 Some usage CLINs would likely be activatedtivated so frequently as to generate large
amounts unnecessary data
9 Bandpriced CLINs are better tracked by band than simply Active/lnactive

TheEIS contract defines the requirements for UBI Service State and the process for changing service
state (EIScontract Sections J.2.4.1.10 & J.2.4.2T%) facilitate application of the full set of rules,

principles, and exceptions found in the contract, this section will examine use cases and possible states
by CLIN type.

14
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5.5.2.1 Use Cases

5.5.2.1.1 MRC CLINs

By design, UBFsr Monthly Recurring Charge (MRC) CLINs accumulate charges continuously while
installed. This begins upon installation through disconnection as determined by the dates within the
respective SOCNSs. This applies whether the CLIN is listed on the SOdediaslan autesold CLIN as

no agency action beyond the SO is required to invoke them. Applying the requirements specified in the
contract, UBIs for MRC CLINs meet the definition of Active from installation to disconnection. They are
not subject to state lsanges and can never be Inactive.

5.5.2.1.2 UsagePriced CLINs

UBIs for usagericed CLINs are only charged when invoked by customer action such as using a service.
Applying the requirements specified in the contract, these UBIs would naturally shift between Active
and Inactive. However, as noted above, some ugagsed services are likely to be invoked so

frequently as to generate unusable amounts of data. To prevent this situation, two additional exceptions
were created:

9 If the usagepriced CLIN was directly liston the SO, not autsold, the customer should expect
charges to likely occur regularly and the UBI can be in Active state from installation to
disconnection. No state changes apply in this case.

1 If the usagepriced CLIN was installed as astld, the cgtomer would benefit from some level
of reminder about pending charges. Since this use case includes a wide variety of services, the
associated rule was split into two sahses:

0 UBISs for cloud service CLINs are allowed for fully fluctuate between Antivaactive
to account for each invocation.

0 UBIs for norcloud service CLINs are limited in their changes such that once made Active
in a given month, they remain Active until the end of that billing month.

5.5.2.1.3 Band-Priced CLINs

Like UBIs for MRC CLINs, U&i®andpriced CLINs accumulate charges continuously while installed.
This begins upon installation through disconnection as determined by the dates within the respective
SOCNSs. Applying the requirements specified in the contract, UBIs foipo@aed CINIs meet the

definition of Active from installation to disconnection. However, the unique feature of {paicgd CLIN,
banded pricing, allows for the capture of another level of detail via the service state. Instead of
recording Active/lnactive, the UBI stafor a bandpriced CLIN records the current band is changes as
the band changes. This applies whether the CLIN is listed on the SO or included assamtdaQtdN.

5.5.2.1.4 NRC CLINs (Except InstanceBased NRC CLINS)

UBIs for standard NeRecurring Charge (NRCI)INs are immediately charged upon installation and are
expected to appear on the Bl within 90 days (EIS contract Section G.4.1.3). This applies whether the CLIN
is listed on the SO or included as an astdd CLIN as no agency action beyond the SO igeedo

invoke them. Applying the requirements specified in the contract, UBIs for standard NRC CLINs meet the
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definition of Active upon installation. UBIs for NRC CLINs are also billed only once (heneeundng).
They cannot be changed to Inactivethsy disappear from inventory once they are billed (EIS contract
Section J.2.7.1.4, see also Sectidhdbelow). Standard NRCs remain active the entire time they are in
inventory. They are not subject to state changes and can never be Inactive.

Note: Ths does not apply to instandeased NRC CLINs which are addressed separately, below.

5.5.2.1.5 Instance-Based NRC CLINs

UBIs for instanckased NRC CLINs (see Sectidhdye charged each time they are invoked by customer
action such as requesting or using a sexvigpplying the requirements specified in the contract, these

UBIs become active each time the service is invoked and return to inactive when the invocation is
completed (e.g., the customer stops using the service or the vendor completes the requester). acti

Each such activation/inactivation must be reported in the Service State Change Notice (SSCN) which may
be submitted individually or cumulatively on a monthly basis as described in EIS contract Section
J.2.4.2.5. This applies whether the CLIN is ligstethe SO or included as an atgold CLIN.

Note: Although, at a practical level, instadcased NRC CLINs behave similarly to upaiged CLINS,

they are not subject to the same rules and exceptions. UBIs for instzased NRC CLINs always freely
fluctuate between Active and Inactive to account for each invocation and must be reported as such on
the SSCN.

5.5.2.2 Summary
Figure4: Summary of Possible UBI Service States (Table)

CLIN Type Listed on SO Auto-Sold
MRC Active Active
UsagePriced Active Active/lnactive
BandPriced Band Name Band Name
NRC (except instandgased) | Active Active

NRC (instancbased) Active/lnactive Active/lnactive
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6 Operations
This section describes the concepts and key functional tasks fop&i&ions.

6.1 Service Ordering

The SO functional requirements and ordering procedures include the submission of SOs by the agency,
receipt of notifications from the vendor at required points in the proceetivery,and testing of

services by the vendor drservice acceptance by the agency.

Only agency OCOs or authorized officials, appointed by the OCO, are allowed to place SOs for EIS
services. Agency OCOs with a DPA from GSA, may appoint CORs or other agency officials (consistent
with agency rules) to pte SOs under a TO and assist with the administration of SOs. The COR, if
appointed, is responsible for complying with the terms and conditions of the TO and with any rules,
regulations, and conditions promulgated and enforced by its agency.

The vendor wi only accept service orders from authorized agency personnel and only for services
included in the TO. Any other service orders submitted will result in the order being rejected by the
vendor.

After the execution of a TO, by the OCO and the vendor, orgés done one of two ways:

1. The OCO, or COR acting on behalf of the OCO, issues SOs for services that are within scope and
in accordance with the terms and conditions of the TO.

2. The TO, in and of itself, acts as a SO, if it clearly articulatdslthietails of the delivery
requirements and the vendor accepts it as such.

A Service Order (SO) flows from the requirements defined in each TO and provides the vendor with full
details of the delivery requirements for the agerspecific services. Multip SOs may be issued against
a single TO.

OCOs, and CORs if authorized by the OCO, can only place SOs after the award of a funded TO. All SOs
must be within scope and not exceed the obligated funding on the task order.

For additional detail see EIS cat Sections G.3 & J.2.4.

6.1.1 Service Order Types
Agencies issue orders that fall into three basic categories:

w for new service installation
w for changes to existing (previously provisioned) ser\ippestSOCN)
w for updates or supplements to4progress (not yeprovisioned)orders(pre-SOCN)

Orders and their descriptions for each category are provided in the table below (Bigure
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GSA

Figure5: Service Order Types (Table)

Order Type

Description

New Service Install

Orders for newservices that are not currentlyeing provided by the vendoNew
services may require a modification to a tasker orrequire a new Fair Opportunity|
(FO) competition and new task order.

ChangeMove

Orders that require the removal of an existing seevémd/or SRE from one location
and the reinstallation of the identical service and/or SRER@other location.This
results in two line items on the SOCN (one to remove the service from the old
location and one to add it to at the new location).

ChangeFeatures

Orders that require changes to the features of an existing service but do not requ
change in the CLINs for the service. (Features are defined in EIS contract Sectio

ChangeConfiguration

Orders that require changes in the configuratigiian existing service without addin
or removing CLINs.

ChangeDisconnect

Orders that require the removal of service(s) currently being providiads results in
the removal of the service from inventory and ends accumulation of charges for {
service.

ChangeAdministrative
Data

Orders that only require changes to administrative data ais¢ed with an existing
service Administrative data is limited to data provided by the government that do
not impact service delivery or pricirggfor example, AHCs or ASRNs. (Administratiy
changes are further defined in EIS contract Section G.3.3,23&e4also Section
6.1.3.3 below

Update:Cancel

Order updates that cancel the onigil order in whole or in partNote: The agency
may be liable for @ancellation charge depending on the precise timing of the can
order as described in EIS contract Section G.3.3.2.3.1.

Update Service
Location

Order updates that change the specified service delivery location from that speci
in the original ordebbut do not impact Local Exchge Carrier (LEC) provisioning.
Note: Location updates that do impact LEC provisioning are handled as an orde,
cancel and a new order.

Update Features

Order updates that change the specified features of a service from theattifsgd in
the original order but that do not require a change in the CLINs for the service.
(Features are defied in EIS contract Section Bigte: Changes that require new
CLINs are handled as a cancel order and a new order.

Update Customer
Want Date

Order updates that change the Customer Want Date (CWD) from frettifsed in the
original order Note: There are specific limitations on changes to the CWD descril
in EIS contract Section G.3.3.2.3.4.

Update:Administrative
Data

Order updates thabnly change the specified administrative data associated with
service from that secified in the original ordelAdministrative data is limited to data
provided by the government that does not impact service delivery or priciog
example, AHCs or ASR (Administrative changes are further defined in EIS contr
Section G.3.3.2.2.4))

6.1.2 Service Order Notifications

As part of the ordering process, the vendor provideseralnotifications to the government. In all cases
the vendor must provide these notis to GSA according to the delivery schedule in the table below
(Figure6). An agency may define a different delivery schedule in the TO (see Appendix B.4) otherwise
the EIS contract schedule in Figéris the default. The delivery of notices to the aggiis also at the
discretion of the agency and the agency must define and request notification requirements in the TO.
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Note: if the agency does not define order notification requirements in the TO, the vendor will make
them available via their weimterface but will not otherwise deliver them to the agernsge Appendix
B.1) In the absence of notification requirements in the TO, there are two options to access the
information:

w ¢KS @GSYR2NDRa ¢SS0 AYyUuSNFI OS
w GSA Conexuygsxcept those deliverables thateagencyonly)

Figure6: Service Order Notifications & Schedule (Table)

Purpose Delivery Schedule

Notifies theagencyits Service Order (SO) | Within 1 business daafter SO
has been received. receipt date

Notifies theagencythat the SO information| Within 5 calendar days after SO
is sufficient to process and hhgen issued.| receipt

See also Service Order Rejection Notice.
Notifies theagencythat the SO information
is insufficient or otherwise invalid and thai
the order cannot be procesdeSee also
Service Order Confirmation.

Notification

Service Order
Acknowledgement (SOA)
Service Order
Confirmation (SOC)

Within 5 calendar days after SO
receipt

Service OrdeRejection
Notice (SORN)

Firm Order Commitment
Notice (FON)

Notifies theagencyof the Firm Order
Commitment (FOC) date when the vendo
is committed to delivery of the ordered
service.

If a local access subcontractor is
required to complete provisioning:
within 1 business day of receiving
FOC date from LEC
OR

If a local access subcontractor is n
required to complete provisioning:
prior to the earlier of 5 days after
SOC or 10 days before the FOC dzg

Service Order Completion
Notice (SOCN)

Notifies theagencythat service has been
installed & Rk 2 NJ | OdaNgy&8 Ri Sdi
The SO has been completed and billing
starts as of the included completion date.
See SectioB.3for additional information
on the billing start date.

Within 3 days after service is
installed, tested, accepted by the
agency

Service Order
Administrative Change
(SOAC)

Notifies theagencythat an administrative
change has been completed and provides
details of the change.

Within 7 days after Administrative
Change SO

Service State Change
Notice (SSCN)

Notifies theagencythat an installed sesice
(defined at the UBI) has changed state (e
an autosold CLIN has been activate8ge

Section 5.2 for more information.

Within 24 hours of state change

Figure7: Service Order Notification Applicability (Table)

Order Type

Standard orders to install or change most 1

services

Typical Notifications
SOA

1

1 FOCN

1 SOCN

SOC or SORNrder process ends if SORN)
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band for bandpriced CLINs, or oth@hanges
in service state

Order Type Typical Notifications
Orders to install or change services subjec] 9 PossiblySOA(optional if SOCN submitted < 24 hours af
to Rapid Provisioning SO)
I SOCN or SORbBrder process ends if SORN)
Updates/supplements to progress orders 1 SOA
1 Possibly SORdrder update process ends if SORN)
1 Any notifications submittedor the original/in-progress
SO that are no longer correct based on the update are
also resubmitted
Administrative data change orders 1 SOAC or SORbrder process ends if SORN)
Activation of an autesold CLIN, change in 1 SSCN

6.1.3 Service Ordering Processes

The most common service ordering processes are illustrated in Figure 8. Details of those processes as
well as other, related, service ordering processes are found in the following subsections.

Notethat although the SO details can be incorporated directly into the TO under EIS, the processes

illustrated and documented below begin with the issuance of an SO. If the agency is including their SO

within their TO, the issuance of the initial SO, as shbelow, should be understood as the TO award.
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GSA

Figure8: Common Service Ordering Processes

Vendor:
Submit Firm Order

Vendor: - Vendor:
Agency: s ) - Vendor: . C
A ubmit Service Order » Review SO for Submit Service Order
Issue S((eév(l)vie Order P~ Acknowledgement > Vot —> o Rejection Notice
(SOA) alidity (SORN)
Yes
Vendor:
Submit Service Order €
Confirmation (SOC)
No
Optional Vendor: _Vendor: End
Subprocess: Review SO for Split Order? >—Yesp{ Submit SOA and SOC UbPrOCess
Order Split? Potential Split for each Suborder? p

Commitment Notice
(FOCN)

Optional
Subprocess:
Order Update

‘ Supp\emenl)4

Agency:
Issue Update
(Supplement) SO

Vendor:

A
7| Submit SOA for Update

Vendor:

Y

Review Update for
Validity —‘

|s Update
Valid?

Nop»

Submit SORN for

Vendor:

Update

Yes

A 4

Vendor:
Apply Requested
Changes in BSS

Cancels Full
Order?

Updates
Notices?®

Vendor:
‘Yes® Submit Updated SOA,
SOC, and/or FOCN

Y
Y
Vendor:
Vendor: 0 : Agency: T
i Submit Service Order r i Service is
Provision & Test > A 4 > |Review Service for ves?| END PROCESS
e Completion Notice Acceptability Acceptable?
(SOCN)
h
Vendor: No
Correct Any (J
Deficiencies

1. A valid order is in-scope for EIS and the TO and is complete as defined in EIS contract Section J.2.10.2.1.15.

2. The vendor may split the order as described in Section 6.1.3.8.4. If split, all steps after this apply to each suborder.
3. The original SOA and SOC are also updated as necessary.
4. The agency may make one or more updates/supplements to the SO as described in Section 6.1.3.2.

5. Any previously submitted notices (SOA, SOC, FOCN) that are no longer valid based on the update must be resubmitted.
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6.1.3.1 Standard Ordering Process
Standard orders, including installs, moves, changes (excluding administrative change/update orders),
and disconnect orders, should follow the process below:

1. The agency initiates a SO with its vendor. Orders are initiated in accordance with the EIS
contrad and TO requirements. For more information on TOs see the Fair Opportunity and
Ordering Guide (FOOG)Hatp://www.gsa.gov/eistransition

2. The vendor makes available a Service OAttmowledgement (SOA) within one business day of
receiving the SO.

3. If the vendor determines that the SO is invalid, it will make available a Service Order Rejection
Notice (SORN) within five calendar days of the SO:

a) A SORN submitted by the vendor appliestte entire order (i.e., the vendor may only
reject entire orders, not individual line items)

b) Inthe event of order rejection, the agency may issue a new SO with the corrected
information and restart this process

4. |If the vendor determines that the SO ididait will make available a Service Order Confirmation
(SOC) within five calendar days of SO receipt date.

1 Note: The vendor may choose to split a complex SO into suborders at this point to
facilitate efficient order processing. See secth3.8.4 formore information.

5. The vendor will make available a Firm Order Commitment Notice (FOCN) indicating its Firm
Order Commitment (FOC) date based on the following schedule:

1 If the vendor must obtain local access services, within one business day of receiving th
FOC date from the local provider

1 If the vendor does not need to obtain local access service, not later than the earlier of 5
days after SOC, or 10 days before the FOC date

1 Note: There are atypical circumstances when the FOCN is required but there is no
applicable FOC datefor example, the application of a late order cancellation CLIN as
described in EIS contract Section G.3.3.2.3.1. In such cases, the FOC date will be blank in
the FOCN.

6. Upon completion of the order, the vendor will make available a Se®@rer Completion
Notice (SOCN) within three calendar days of installation and testing.

1 Note: The TO can change this timeline to be shorter or longer as defined in EIS contract
Section J.2.4.1.6.

6.1.3.2 Updates/Supplements to In-Progress Orders
If it is necessarto supplement or update an-progress service order, the EIS contract provides specific
means of doing so.

Note: Changing data explicitly included in a TO requires mdd@fication andcannot be done via this

process (see Sectidnl.?).
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6.1.3.2.1 Update/Supplem ent Process
To supplement/update an #progress service order, the following process is used:

1.
2.

The agency placem update/supplement SO with the vendor

The vendor provides an SOA in response to the update/supplement SO within one business day

unless theapplicable order process requires a faster respomsg. (TSP or Rapid Provisioning)

If the vendor determines that the update/supplement SO is invalid, the vendor will provide a
SORN in response to the supplement/update SO within three calendar dayes of th
update/supplement SO unless the applicable order process requires a faster respanseSP

or Rapid Provisioning)

Otherwise, the vendor will update the original order with the new data

If any changes are required to notices already provided in resptmthe original order (e.qg.,
SOC, FOCN), the vendor will provide updated versions of those notices

The remainder of the provisioning process will follow the process and timeline associated with
the original order €.g.,Standard, TSP, etc.)

6.1.3.2.2 Limitations of Update/Supplement Orders

Update/supplement SOs:

w Do not replace the original order

w Can change any part of an SO

w Are subject to varying limits based on the point of change and the timing

w Cannot add a CLIN to the SO

w Cannot change the service delivery ltioa such that it impacts Local Exchange Carrier (LEC)
provisioning

w Receive their own SOA and may, if rejected, receive their own SORN but no other order
notifications are required for the supplement itself

w Require the resubmission of previously submittidiverables (SOA, SOC, FOCN) if and only if

the changes made by the supplement make the data previously submitted inaccurate

6.1.3.3 Administrative Change Order Process
According to FAR Part 43:

Q! RYAYAAUNr 0AGS OKFy3aSQ YSI yactchangdzyhmwtiting)tBald f
does not affect the substantive rights of the parties.
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If the agency finds it necessary to change administrative data associated with a provisioned service that
has completed the provisioning process, the EIS contract prospksfic means of doing so with
minimum effort by the agency and the vendor.

6.1.3.3.1 Limitations on Administrative Change Orders

This process applies only to administrative data, which is defined as data points provided by the agency
that have no impact on sewe delivery or pricing. The following are considered administrative data

points provided by the agency:

w Agency Hierarchy Code
w Agency Service Request Number 1
w Agency Service Request Number 2

If the agency places an SO to makeadministrative change, the vendor makes the changes requested
and provides a Service Order Administrative Change (SOAC) notice within seven (7) calendar days of the
SO receipt date. The vendor will not provide any of the other common notices associatealvBiO.

6.1.3.3.2 Inclusion of Administrative Changes in Service Change Orders
If a Service Order contains both service changes and administrative updates, the EIS vendor may, in the
absence of specific requirements in the TO, process the order in either of twa way

1. Split the order, in accordance with EIS contract Section J.2.4.1.9, issuing a SOCN for the service
change and a SOAC for the administrative change
2. Simply include the administrative changes in the service change SOCN

6.1.3.4 Auto-Sold Process
Some EIS servicexiude other related CLINs that the vendor automatically bundles with those services.
These automatically included CLINs are defined in EIS contract Sections B.1.2.11 & G.3.3.1.2.

Auto-sold CLINs are included in the SOCN for the associated service. Dgpamtlie specific CLIN,

they may not be active and accumulating charges until the agency takes some action (e.g., using the
feature). In these cases, the activation of the aatdd CLIN is not considered a separate order and thus
is not subject to the ater processednstead,the activation or deactivation of an autnld CLIN

requires the vendor to notify the agency by submitting a Service State Change Notice (SSCN) as
described in EIS contract Sections J.2.4.1.10 & J.2.4.2.5 (see also S&djon 5.

6.1.3.5 Rapid Provisioning Process

Certain services, including selfovisioned services, lend themselves to rapid provisioning, which
streamlines the provisioning process and reduces the number of order notifications the vendor must
provide (see EIS contract SectiG.3.3.3.2). The vendor designates the services that it will offer under
the rapid provisioning process. No service may be offered under rapid provisioning unless the vendor
commits to provisioning the service within 48 hours of order placement.
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The ElSontract also defines the following restrictions the agency should consider in placing its order for
these services:

w The order cannot include TSP handling (see Se6tb®.7) or administrative changes (see
Section6.1.3.3 above)
w A Customer Want Date (CWI3 notrequired,and early installation is always allowed

Under rapid provisioning, the vendor only provides the SOA and the SOCN for the order and may omit
the SOA as well if the SOCN is submitted within 24 hours of the order.

In addition to designatinthe services that it will offer under rapjarovisioningthe vendor establishes
provisioning Key Performance Indicators (KPIs) and SLAs. The vendor may choose to include only a
baseline SLA for these services at the contlewtl (e.g., 48 hours). Thgency should consider

specifying minimally acceptable SLAs for these services in the TO solicitation as provided for in EIS
contract Section G.8.2. This allows the agency to require SLAs more consistent with commercial practice
(e.g., 30 minutes, 4 hourstc.).

Although the vendor chooses the services it offers under rapid provisioning, the agency may specify in
its TO solicitation that a service must be offered under rapid provisioning. This may, however, limit the
pool of potential offerors thatcanregpy R (G2 GKS | 3Sy0eQa az2tA0AlGlIGAZ2Yy ®

If offered by the vendor as independently orderable CLINs, cloud services and Ethernet Transport
Service (ETS) bandwidtim-demand, must be included under rapid provisioning as further defined
below.

6.1.3.5.1 Cloud Services Process

NIST SP 845 defines cloud services as Infrastructasea-Service (laaS), Platforasa-Service

(PaaS), and Softwaies-a-Service (SaaS). These services, if offered by the vendor, typically require an
initial setup of umbrella services at the starttbé TO which creates the ability for the agency to quickly
activate, deactivate, or modify the exact services provided (e.g., increasing the number of virtual
machines in use). The initial setup is under ICB provisioning SLA rules (see EIS contmact Sectio
G.8.2.2.2). Within the criteria of rapid and elastic provisioning for cloud services as defined by NIST, the
activation, deactivation, and modification of specific services under the umbrella service are subject to
the rapid provisioning process if ofeat as separately orderable CLINs. See also EIS contract Sections
G.8.2.22&G.8.2.24.1.

6.1.3.5.2 Ethernet Transport Services Bandwidth -on-Demand Process

Ethernet transport service is described in EIS contract Section C.2.1.2. The vendor is required to support
bandwidth increments and decrements on demand, as agreed between the agency and its vendor.
Unless otherwise agreed by the agency and its vendor, on alsasase basis, the provisioning time for

this feature will meet the EIS contractual SLA of not to ex@ehours, measured from the service

order to the SOCN.
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6.1.3.6 Emergency Ordering
w For emergency orders for services not on the TO, see Sectidn 5.1.
w For Telecommunications Service Priority, see Seétib8.7
w For expedited service installation, see Sectdh3.8.1

6.1.3.7 DHS OEC Priority Telecommunications Services

6.1.3.7.1 DHS Program Overview

¢tKS 3SyOeQa OSYR2NJ Aa NBIdZANBR (G2 TFdzZfte O2YLI & |
Security (DHS) Office of Emergefmmmunications (OEC) Priority Telecommunications Services

including Telecommunications Service Priority (TSP), Government Emergency Telecommunications

Service (GETS), Wireless Priority Service (WPS), and, when released, Next Generation Network Priority
Sewvices(NGN { 0® h9/ Q& /2YYdzyAOFIGA2ya t2NIF2tA2 alyl3asSy
public and private sectors to ensure the National Security Emergency Preparedness (NS/EP)

communications community has access to priority telecommunications atdregion services to

communicate under all circumstances. For more information on these DHS programs, please visit
http://www.dhs.gov.

6.1.3.7.2 Telecommunications Service Priority (TSP) Ordering Process

Agencies should follow thEelecommunications Service Priority (TSP) process found in EIS contract
Section G.11. When an agency submits a TSP order, the standard order process applies except that the
vendor follows the prioritizations applicable to TSP orders and defined in BtSat@®ection G.11.3.3.

For TSP restoration, the service vendor typically charges -dimeesetup fee and a monthly service

charge. However, these fees are separate from any charges related to installing or repairing the circuits
following an emergency he TSP pricing structure is detailed in EIS contract Section B.3; please contact
your service provider to learn more about charges.

LG Aa GKS 3SyoeQa NBalLlRyaraoAftAade G2 FOljdzANB GKS
(DHS) Office of EmerggnCommunications (OEC). TSP Authorization Codes are active for three (3)
years, at which point the agency will need to revalidate them. Agencies must request TSP restoration
priority before a service outage occurs.

6.1.3.8 Important Ordering Considerations
This gction contains general considerations the agency should understand prior placing an SO with their
vendor.

NOTE: The intended configuration of the service should be determined prior to preparing the service
order.

6.1.3.8.1 Special Order Processes
Some special orderocesses found in legacy telecommunications contracts are handled differently
under EIS. The agency should be aware of the following.
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unless specifidy included in the TO as a TO Project.

Project OrdersUnder EIS, projects are specifically defined in the TO. TO Projects have schedules and
details fully defined in the TO and cannot be adjusted without a TO modification (see Sett®nNo
order, regardless of size or complexity, can be handled as a project unless it is defined as such in the TO.

Expedited OrdersUnder EIS there are no general provisions for expedited orders. The agency may use
the TSP process (Secti®r.3.7) for urgentgsues if the circumstances are appropriate. EIS contract
Section B also includes expedited provisioning CLINs for some services (e.g.;MAWN&AE Ethernet
Access). In addition, the agency may elect to include other expedited ordering processe$@ithieso
desires. The vendor may impose additional charges for expedited orders.

6.1.3.8.2 Order Data

The agency should determine the necessary data elements required for a service prior to placing an
order for that service. EIS contract Section J.2.10.2.1 d¥%qes an overview of the Service Order (SO)

as submitted by the agency and includes a list of SO data elements that the vendor must collect from

the agency. This list contains both necessary order data, such as TO number, and data that is defined as
optional in other parts of the EIS contract. This optional data includes:

Figure9: Optional Service Order Data (Table)

Data Specified Associated Data Element Name(s) EIS Contract SectioReference(s)

Customer Want Date (CWD| customer_want_date G.3.3.1.3

Agency Project Code agency_project_code J.2.10.3.1.2

ASRNs agency_service_request_number&l G.4.16,J.24.14
agency_service_request _number 2

To meet the requirement of collecting this optional data, the vendor oelyds to provide the agency
GAGK |y 2LILRNIdzyAGe (G2 AyOftdzRS A4 Ay GKS {ho LG A
applicable. See also Appendix G.1.

Order Data ValidationThe vendor is required to validate the data submitted byalency; however, in

the interest of reducing the burden to the vendor and thereby reducing cost, this validation is limited.
The vendor performs validation that is common for commercial customerg., location data. The

vendor also ensures the presenakcritical agency data but not necessarily the accuracy of suchcdata

e.g., the vendor validates that each line on an order has an associated Agency Hierarchy Code (AHC) of
the correctlength butdoes not check that the provided AHC is valid.

6.1.3.8.3 Customer Want Date (CWD)
The Customer Want Date (CWD) is an optional data element that an agency may include in their Service
Order (SO) to indicate the desired install date. If an agency specifies anGW8O, the vendor must:

w Make a reasonable effort to provisi the service by the CWD
w Notissue a SOCN or begin billing prior to the CWD unless explicitly authorized by the agency
(early installation)
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The agency should consider the following before including a CWD in their SO:

The CWD is optionalAlthough usefuin certain circumstances, the CWD is not required and in many
circumstances the agency would be better served by omitting it.

The CWD is not an SLBhe CWD indicates when an agency would like a service installed but the vendor
is not required to meetthaR I S 2yte& G2 YIS I aNBrazylroftsS STF2N

The CWD can control early installatiohe CWD function includes an early installation flag. How this

FEF3 A& dz&ASR OFy 3aANBFdfte AYLI OGO GKS LINE Stodyr 2y Ay 3
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indicates that the CWD is the desired install date but that the agency would accept the service prior to

that date.

The CWD may waive an SlUathe CWD is beyond the date necessary to meet the contractual

provisioning SLA for a given service, the SLA is waived. Note: the SLA is not extended to the CWD but is
AAYLIE @ 61 ADPSRP ¢KS LINRPGAAAZ2YAY3I GAYS oifgbaatHeSa aoSa
CWD in the SO extends the provisioning interval beyond the normal SLA provisioning interval. In this

case, the SLA for that service in the SO cannot be later than the specified CWD.

Updating the CWD via Order Supplements

CWD updates are ordeipdates that change the customer want date from that specified in the original
order. If the agency delays the CWD prior to receiving the Firm Order Commitment Notice (FOCN), the
vendor will not issue the SOCN and begin billing prior to the new CWDs tindeshange requested is

less than 14 days before the CWD of the initial order. See also, Secitid:2.

6.1.3.8.4 Order Splitting by the Vendor

EIS contract Section J.2.4.1.9 allows the vendor, at its discretion, to split an SO as received into multiple
suborders. This allows the vendor to utilize more efficient provisioning processes in some cases such as
where the SO contains unrelated services, services at multiple, etc. There are, however, several
restrictions on such splitting:

w The TO or SO may proiftisome or all order splitting

w If the vendor uses separate suborders for services that are logically related (sharing a Service
Grouping ID as defined in EIS contract Section J.2.10.1.1.2), each such suborder must have the
same service order completion warecorded in the SOCN

w Each suborder must be fully processed as a separate order as required by EIS contract Section
J.2.4.2.1 including the submission of all order notifications

w The vendor may not reject a suborder unless it is rejecting the entire SO

6.1.3.8.5 SRE Early Termination
An agency may choose to use a monthly payment plan for Service Related Equipment (SRE) via the use
of an SRE MRC (EIS contract Section B.2.10.4.1). If an agency is using such a plan but later chooses to
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terminate the plan prematurely tier to switch to an NRC payment mechanism or to have the SRE
removed, EIS contract Section B.2.10.4.3 provides CLINSs to allow for an early termination fee.

However, the vendor cannot process the removal of the UBI representing the SRE MRC and the addition
of the early termination CLIN as a single order as the disconnect order type does not permit the addition
of a new CLIN, i.e., the only valid line item order type permitted under a disconnect order is "remove"
(EIS contract Section J.2.10.1.1.4.2.4).

In cases where the agency wishes to exercise an early termination option for SRE MRC, the agency must
ensure their SO(s) include both the disconnect instructionanew install order (EIS contract

J.2.10.1.1.4.1) for the appropriate early termination Cktihfthe table in EIS contract Section

B.2.10.4.3.

6.2 Testing and Accepting Services

t NA2NJ G2 FOOSLIWiAy3 I aSNBAOS: (KS 3SydeqQa RSaidy
Testing Report (EIS Testing Report) from the vendor that shows stut@esapletion of testing as

defined in the EIS Services Verification Test Plan, as described in EIS contract Section E.2.2. The vendor
provides the EIS Testing Report within 3 days of service installation and testing and shows that each

service provisiong works properly according to the KPIs defined in EIS contract S€cfdhe

acceptance criteria defined in the EIS Test Plan and any additional testing defined in the TO. Agencies

may have their own additional test and acceptance period and critefiaetkin a TO that requires

successful completion before accepting services from the vendor.

When the vendor provides the EIS Testing Report then agencies may complete acceptance testing based
on the acceptance criteria defined in the EIS Test Plan agasred by the agency in the TO. The

acceptance test verifies satisfactory etwdend service performance and proper operation of all

ordered features and functions, as specified in the EIS contract and TO.

For additional detail on verifying and acceptseagvice please see EIS contract Section E.2.2.

6.3 Billing Start & End Dates

The standard provisioning process under EIS states that once a new service is installed and EIS service
testing issuccessfylthe service order isomplete,and the Service Order Cqhetion Notice (SOCN) is
submitted. The date of service order completion is captured in the SOCN and is the date that billing will
start for the new service (EIS contract Section G.4.1.2) unless the agency rejects the service within three
calendar days. the agency does not specify otherwise in the TO, these standards will apply.

Similarly, the service order completion date in the SOCN for a disconnect marks the billing end date (i.e.,
the final day for which services can be billed). Note that the ElBamtmoes not allow the agency to
modify the billing end date definition at the TO level.

6.3.1 Agency Changes to the Order Completion & Billing Start Process
The agency may change this process, including adjusting the billing start date, but there are gahtract
limits on how those changes can be applied.
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The agency may:

w

w

Use the Service Order (SO) to specify a Customer Want Date (CWD) that is later than the typical
or contractual installation time for the service

Use the Task Order (TO) to specify a fixednddfdelay (e.g., 10 days) between service order
completion and billing start

Use the TO to increase the time the agency has to reject a service after SOCN

The agency may not:

6.3.2

Require the vendor to install a service prior to the CWD

Arbitrarilyreject a service to delay the start of billing

Insert an additional billing authorization step that introduces an indefinite delay to the start of
billing

Insert any other requirements that prevent the vendor from knowing, in advance, when they
will be abé to start billing (in the absence of service rejection)

EIS Services Installation & Testing Timeline

The outline below illustrates the standard EIS provisioning process from SO to Bl. Except where noted,
all timelines and processes are specified in Effact Sections J.2.4.2 & J.2.4.3.2.

1.
2.

Agency issues the Service Order (SO)
Vendor submits the Service Order Acknowledgement (SOA)

1 Within one business day of the SO
Vendor submits the Service Order Confirmation (SOC)

1 Within five calendar days of the SO

1 NOTEthe vendor may, alternatively, reject the order and submit a Service Order

Rejection Notice (SORN)
Vendor submits the Firm Order Commitment Notice (FOCN)

1 Variable due date based on local access carrier requirements
Vendor installs the service
Vendor condats EIS Service Verification Testing

1 Process cycles between Steps 5 and 6 until testing passes

T NOTE: test pass conditions are specified in the approved EIS Services Verification Test Plan

as defined in EIS contract Section E.2.2

Vendor completes the instation and submits the EIS Services Verification Testing Report

I EIS contract Section E.2.2.5
Vendor submits the Service Order Completion Notice (SOCN)

1 Within three calendar days of service completion (step 7)

T NOTE: the SOCN captures the date of serviogptation which is:

9 The standard billing start date
9 The end of the provisioning period for SLA purposes (EIS contract Section G.8.2.2)
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8. Agency reviews the EIS Services Verification Testing Report and/or completes its own
acceptance testing
1 The agency hatrree calendar days to reject the SOCN if they find the service
unacceptable (EIS contract Sections E.2.2.5 & J.2.4.2.1)
9. Vendor issues the first Bl including the newly installed service
1 Typicallythe following calendar month but may be any time withindys of the billing
start date (EIS contract Sections G.4.1.3, J.2.5.2, & J.2.5.3.2)
1 NOTE: the first billable day for this service is the service completion date (step 7)

6.3.3 Prorated Billing

Proration under EIS is intended to increase agency flexibility degphow proration is calculated. In
reviewing proration approaches, it was determined that agencies have varying goals that cannot all be
met by a single proration method:

1 Many agencies are primarily concerned with keeping direct service costs at a mnimu
I Some agencies place a higher priority in being able to have stability in the actual charges
assessed for each day of service regardless of the month that prorated charges occur

The first set of agencies would be best served by using a proration fortratladlculates daily charges

based on the actual number of days in the month. The second set of agencies would be best served by
dzaAy3 | LINBNYGA2Y F2N¥dzZ F GKFEG OFfOdzZ I 6S&a GKS RIA
Both approaches are avable to the agency under EIS. See Appendix A for more information on the

specific formulas.

6.3.4 Service Related Equipment Monthly Payments

As an alternative to a ongme full payment, an agency may choose to use a monthly payment plan for
Service Related Egument (SRE) via the use of the appropriate SRE Pricing Element. Although the SRE
Pricing Elements that allow for a monthly payment plan are designated as MRCs, they differ from other
MRCs in that they are not subject to proration. This is required bgdalEact Section B.2.10.4, item 2,

and is intended to ensure the full cost is paid in the exact number of months specified. If using a
monthly payment plan for SRE, the agency should expect that the first month's payment will be for the
full monthly amountregardless of the installation date.

6.3.5 Billing Begin & End Dates in the BI

The Bl includes two data elements to capture the beginning and ending billing dates for each line item in
the billing month: billing_begin_date & billing_end_date. This sectioradilfess some of the

interpretive confusion surrounding these two data elements.

6.3.5.1 billing_begin_date
EIS contract Section J.2.10.3.1.2 defines the billing_begin_date as:

OEffective date service begins for the billed period. This would be the date of nme gerv
service was installed for the billed period. Otherwise, this is the first day of the gonth.
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The intent is to capture the first day within the billing month that the UBI was eligible for billing even if it
was not accumulating charges at thagint. For UBIs installed prior to the billing month, this is simply

the first day of the billing month. For UBIs installed during the billing month, this is the date of
installation as recorded in the SOCN. This applies for all UBIs regardless of EMMREpNRC, usage,
etc.). It applies to UBIs based on usggieed CLINs since they were eligible for billing even if no usage
had accumulated.

Summary

billing_begin_date is always the later of:

1 The install date from the SOCN
1 The first day of the billing month

6.3.5.2 billing_end_date
EIS contract Section J.2.10.3.1.2 defines the billing_end_date as:

OEffective date service ends for the billed period. This would be the date of discontinued
service if sarice was disconnected within the billed period. Otherwise, this is the last day of
the monthe

The intent is to capture the last day within the billing month that the UBI was eligible for billing even if it
stopped accumulating charges prior to this ddter UBIs disconnected during the billing month, this is

the date of disconnection as recorded in the disconnection SOCN. For UBIs not disconnected during the
billing month, this is simply the last day of the billing month. This applies for all UBIs esgastiiCLIN

type (MRC, NRC, usage, etc.). It applies to UBIs based onpugageCLINs since they were eligible for
billing even if usage stopped accumulating previously.

Summary

billing_end_date is always the earlier of:

1 The disconnect date from the SRf disconnectediuring the billing month
1 The last day of the billing month
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6.3.5.3 Examples

In each example below, the correct billing_begin_date and billing_end_date values are given for a Bl

covering the billing month of February 2Dgubmitted the followig month March 202).

# | ExampleScenario billing_begin_date | billing_end_date

1 | Service installed prior to start o Install date: 12/15/2Q0
billing month and not Disconnect date: N/A 02/01/2022 02/28/2022
disconnected (i.e., still installed

2 | Service installed during billing | Install date: 02/15/202
month and not disconnected | Disconnect date: N/A 02/15/2022 02/28/2022
(i.e., still installed)

3 | Service installed prior to billing| Install date: 12/15/220
month and disconnected during Disconnect date: 02/15/202 02/01/2022 02/15/2022
billing month

4 | Service installed prior to billing| Install date: 12/15/2@Q0
month and disconnected after | Disconnect date: 03/01/2@® 02/01/2022 02/28/2022
end of billing month

5 | Service installed duringilling Install date: 02/03/202
month and later disconnected | Disconnect date: 02/24/2@® 02/03/2022 02/24/2022
during the same billing month

6.4 Billing and Disputes

6.4.1 EIS Billing Process

The standard billing process is applicable to all TOs. The vpralades all billing deliverables listed
below, via the vendors web interface. By default, all deliverables for the agency are submitted via
posting to the vendor's website. If an agency requires a different delivery mechanism (e.g., email) this
should beincluded in its solicitation. GSA Conexus receives the billing deliverables automatically and
provides another averaifor agencies to access them.

1 On or before the 15th business day of each month, the vendor provides the following
deliverables:

1

1.

2.
3.
4

Billing Irvoice (BI)

Tax Detail (TAX) unless the TO specifieslhalged pricing

Billing Adjustment (BA), if applicable

Monthly Billing Information Memorandum, if required to clarify any line items in the BI
0 Note: This deliverable does not get sent to GSA Conexus

The vendor also inputs invoice summary data into a designated agency system (see Section
64.1.1)

If the agency determines that the Bl is valid in its entirety, it will pay the vendor in full, as
specified in the contract.

0 Agencies make direct paymentsttte vendor for their monthly bills just as they do
whenusing other GSA contract vehiclesg,,Schedule 70).

If the agency determines that the Bl is not valid, in whole or in part:

o It will initiate a billing dispute, and
o0 May withhold payment to the vehor, in whole or in part, as specified in the contract
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1 The vendor submits a BA if required to correct errors identified after payment.

See EIS contract Section J.2.5.3.2 for the billing deliverables and supported data exchange details. In
addition, Billig Adjustment (BA) and Billing Invoice (BIl) deliverable data fields and formats are described
in EIS contract Section J.2.10.2.1.4 and J.2.1B,2ekpectively.

6.4.1.1 Billing Summary

The vendor inputs invoice summary data into a designated agency system svah¥dendor, Vendor
and Customer Self Service (VCSS) system, Invoice Processing Platform (IPP), or other systems as
specified in the TO. Although the vendor will input summary invoice data into an agency system to
facilitate payment, the Bl contains the ffdletail and is the basis for disputes.

6.4.1.2 Billing Payment

Although EIS includes the right for the agency to withhold payment in whole or in part, the details of
payment withholding are beyond the scope of this document. The agency is advised to read & cont
Section G.4.5 and the other sections referenced therein.

6.4.2 Charges Reported in the BI

The Billing Invoice (BI) includes all taxes, fees, and surcharges as described in EIS contract Section
J.2.5.1.7. The contents of the Bl and the BA together are wsealtulate the total amount due from

the agency. Note that taxes, fees, and surcharges are summarized in the Bl with the detail broken out in
the Tax Detail (TAX) deliverable.

6.4.2.1 Reporting Non-Charged UBIs in the Bl
EIS vendors will not include UBIghe Bl that have no new, previously unbilled, charges unless one of
the following applies:

1. The UBI would normally have been subject to a new, previously unbilled, charge but those
charges were waived by the EIS supplier (see Secdah B); or
2. The TO reaires the inclusion of such UBIs in the BI.

If the agency requires all UBIs to be included in the Bl even if no new charges apply, this must be
explicitly stated in the TO.

6.4.2.2 Waived Charges

If a UBI would normally have been subject to a new, previouslyledbdharge but those charges were
waived by the vendor, the UBI must appear on the applicable Bl. When reporting waived charges, the
contractor_charge_waiver_code will be set to Y and the base_line_item_price will be set to zero (0). If
the agency findg beneficial, it may work with the vendor to instead show the normally charged value
under base_line_item_price (while keeping contractor_charge_waiver_code set to Y). See also Section
6.4.2.1 and EIS contract Section B.1.2.8.
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6.4.2.2.1 Waived Charges from SRE Transferred from a Legacy Contract

The EIS contract requires that all Service Related Equipment (SRE) provided under EIS be new equipment
unless it is being transferred from a legacy telecommunications contract. For additional details on the
process of and resttionson such transference, see EIS contract Section C.2.10. This section will explain
how thetransfer of SRE captured and reported as part of management and operations deliverables.

As EIS does not permit varialpayment terms for SRE. To addréss limitation, theEISvendor must:

1. Report the full payment term including the portion already paid under the legacy contract

2. Bill the remaining payments in the iBIthe same manner as with new SRE

3. Coordinate with the agency on the SRE disposition whetiinal payment is made

4. For all payments normally required for the installment term beyond those still due based on
prior payment, include the line item in the Bl but mark the charge as waived

Example

Assume a single SRE item originally ordered un@éraonth installment plan with 25 payments made
under the legacy contract prior to transference to the EIS contractET&eendor will:

1. Report the fulB6-month payment term on the SOCN
(charging_frequecy_and_sre_element_code = 36)

2. Bill the remaining payments in the Bl for 11 months

Coordinate SRE disposition

4. Include the line item on the BI for months ¢36 but mark the charge as waived
(contractor_charge_waiver_code =)

w

6.4.2.2.2 NRC Waiver Code in the SOCN
The SOCN includes a flag indicating the vendor's intent to waive an NRC:

1 non-recurring_charge_waiver_code.

If this data element is reported with a value of Yes for a line item containing an NRC CLIN, Conexus will
use this to validate the subsequent Bl amidl issue a dispute if the charge is not waived. If this value is
reported as Yes for a line item containing any {NRC CLIN, Conexus will ignore the value.

6.4.3 Allowable Taxes

In support of the EIS contract, GSA has analyzed vaateommunicationgelated taxes across the

country and determined those that might legally apply to services under EIS. This information is

provided to the EIS vendors as the Allowable Taxes reference table (ALLTAX) as described in EIS contract
J.2.10.2.210. EIS vendors are not permitted to bill an agency for any taxes not included in the ALLTAX
reference file. The specific taxes billed are captured in the Tax Detail (TAX) deliverable and can also be
reviewed via GSA Conexus.

As the inclusion of a neallowed tax has interrelated effects across the billing process, GSA
recommends that agencies dispute and withhold payment on any Bl line item that includes such taxes.
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6.4.4 Billing Accuracy
The EIS contract includes defined Key Performance Indicators (KPh& éactiracy of both the data
content and the charges included in a Bl (see EIS contract Section G.4.12).

6.4.4.1 Billing Charges Accuracy (BCA)

EIS contract Section G.4.12.2 defines the Billing Charges Accuracy (BCA) KPI as a measure of the accuracy
of the chargs submitted in the BI deliverable and provides a calculation showing a comparison between

the charge submitted on each line and the calculated, correct charge for that line. The charges being
compared here are the values found in the data element line_amgibunt. The line_net_amount, in

turn, is the sum of:

9 total_line_item_amount (the total charge for the service itself)
9 agf amount (the calculated AGF, based on total_line_item_amount)
9 Dbilled_aggregated_tax (the sum of the associated taxes in the Tax filejail

An error in calculating any of these three values will result in an erroneous line_net_amount and
therefore factor negatively in calculating the BCA. By extension, if any of the associated detailed taxes
are incorrectly calculated or not allowed, thdled_aggregated_tax will be incorrect and thus the
line_net_amount will be incorrect.

6.4.4.2 Billing Level & Billing Accuracy

EIS contract Section J.2.5.1.8 allows the agency, in the TO, to specify a billing level other than the
standard T@evel. If this optdn is used, there are implications for measuring and reporting the Billing
Accuracy SLA as the underlying KPIs are required to be measured per Bl submission (EIS contract
Sections G.4.12.1 and G.4.12.2) while the SLA, if failed, is credited at-theel{@IS contract Section
G.8.2.3).

Multiple TOs per BIWhen reporting the billing accuracy KPIs, Billing Data Accuracy (BDA) and Billing
Charges Accuracy (BCA), for Bls that cover multiple TOs, the EIS vendor must report the KPI results on
the SLA Report (BR) for each TO. Similarly, if the Acceptable Quality Level (AQL) standards are not met
on a given multiTO BI, the EIS vendor must issue credits against all associated TOs.

Multiple Bls per TOWhen reporting the billing accuracy KPIs in cases whergke SiO is billed using
multiple Bls, the EIS vendor must report the KPI results for each Bl on the TOeSi ARthe TO is

billed on three Bls, the TO SLAR will have three sets of KPI results for billing accuracy. If any of the KPI
results fails to meethe AQL standard, the EIS vendor must issue a credit based on the entire TO.

6.4.5 Disputes

The EIS contraécludesa dispute handling process that provides customer agencies the requirements
they need to ensure they remain in control of the agenendor rdationship (for more information see
EIS contract Section G.4.4). The requirements include:

1. Disputes can result from Billing, SLA Credit Requests, or Inventory Reconciliation
2. The vendor will provide a monthly Dispute Report with #i@usof each opened idpute
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3. The dispute resolution timeline is standardized at 180 days

Figurel0: Sources of Dispute under EIS
Billing
A Billing Invoice (Bl)
A Billing Adjustment (BA)
A TaxDetail (TAX)

S A Credit
A S ACedit Request (SACR)

Inventory
A Inventory Reconciliation (IR)

6.4.5.1 Billing Disputes

Under EIS the vendor makes available to the agency a detailed Billing Invomer{@ly. While many

small concerns can easily be resolved via a simple request for clarification, others will require a formal
process. The OCO, or authorized ordering official may submit to the vendor a dispute notice as defined
in EIS contract Section J.2.6. Disputes witelselved in accordance with the procedures and
requirements of Section G.4.4 and J.2.6. In accordance with G.4.4 the vendor is required to resolve all
disputes within 180 days of the dispute notice and the agency reserves the right not to make payment
for disputes that are not resolved within 180 days.

6.4.5.2 SLA Credit Request Disputes

Under EIS the vendor must respond to any customer SLA Credit Request (SLACR) within 30 days of

issuance. If the vendor rejects the request, the customer may revietBey R2 N & SELJX | y I (A 2
inadequate or incorrect, the customer may open a dispute based on the SLACR Response. SLA Credit
Request disputes will be resolved in accordance with the procedures and requirements of EIS contract
Sections G.4.4 & J.2Bee also Section.

6.4.5.3 Inventory Disputes

Under EIS the vendor must make available to the agency a detailed Inventory Reconciliation (IR)
monthly. This deliverable can be used to validate the reported inventory against the expected inventory
based on ServicOrder Completion Notices (SOCNS). It is expected that most discrepancies will be easily
resolved via requests for clarification or through the standard inventory reconciliation process as
described in the EIS contract Section G.7; howekan issue poves irresolvable via those methods, EIS
provides the option for the agency to open a dispute based on inventory disparities. Inventory
Reconciliation (IR) disputes will be resolved in accordance with the procedures and requirements of
Section G.4.4 & JR.See also Section%.

6.4.5.4 EIS Dispute Handling Process
Regardless of the source of the dispute, the overall dispute process is the same as described in the EIS
contract Sections G.4.4 & J.2.6:
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1.

w

The agency identifies an area of dispute
1 In support of the agencs dispute decisioimaking process, GSA Conexus conducts
automated Verification & Validation, presents summary data & analysis, and reports
potential disputes to the agency.
The agency issues the dispute to the vendor
The vendor reviews the dispute
Ifthe@SYR2NJ I ANBS&a 6AGK (GKS | 3SyoOeQa FAYRAy3IZ Al
resolved
LT G0KS @SyR2NJ R2Sa y23G |aINBS gAldK G(GKS | 3SyodeqQa
reach a resolution to the dispute
If the agency and vendor caat reach an acceptable resolution, the dispute is escalated to the
agency OCO
Once the dispute is resolved, the vendor submits an updated deliverable as required
If a billing dispute is not resolved within 180 days, the agency reserves the right nak m
payment

Note: The dispute file hasragidly definedformat. The dispute file must be submitted to the vendor as a
table in CSV format with columns that match those found in EIS contract Section J.2.10.2.1.9 exactly.
Additionally, the agency must coutly format each data element as further defined in EIS contract
Section J.2.10.3.1. Failure to do so may result in delays in processing the dispute.

To track and report on the dispute process described above the vendor is required to make available to
the agency a monthly Dispute Report (DR) by the 15th business day of each month. This report captures
the statusof each opened dispute.

Agencies may contact GSA customer support for assistance with disputes.

Figurell, below, depicts the EIS Dispute Hangllfrocess.
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GSA

Figurell: EIS Dispute Handling Process
Agency:

Contractor:

Submit
Deliverables!

Internal Analysis

A J

GSA Conexus:
«Automated Verification & Validation
*Present Summary & Analysis

Billing

Agency:

.

Review & Choose
Action

Next

*Report Potential Disputes

SLA

Inventory Credlts

Resolved
]

Resolved
?

Adjustment
Required?

Agency: Contractor: Agency & Contractor: Agency, Contractor & OCO:
Issue Dispute | —p| Review & Work to Resolution Dispute Escalated to OCO
Respond for Resolution

Contractor:

Submit BA &
Apply Credits

! } !

|

Contractor Submits Dispute Report Monthly?

Notes:
1. Contractor deliverables that may impact disputes include SOCN, B, BA, IR, SLAR.

2. Dispute Report (DR) is submitted monthly if there is an open dispute or a dispute resolved since the last submission.

6.4.5.5 Common Dispute Situations
Billing Disputes

=

Incorrect CLIN price
Incorrect quantity
LGSY R2SayQi
Duplicate charge
Incorrect tax chargdees, and surcharges
'al3S OKINEBS R2SayQi
Billing beyond service disconnection

Back bill beyond 90 days

Billing before CWD without approval for early installation
Incorrect proration calculation

Incorrect rounding calculan

Other invalid data value

YFGOK 2N ySOSN) aK246Yy

YIG§OK 2NJ yS@S

= =4 =4 4 -4 4 -4 -4 -4 - -9

Inventory Disputes

9 Data on IR does not match SOCNs
9 Incorrect inclusion of autsold CLIN

2y

NJ NBLR2 NI SR 2

39



EIS Management & Operations Handbgak0

9 Other invalid data value
SLA Credit Disputes

1 Vendor rejects SLA credit request (SLACR) due to:
o Disagreement over SLA requirement
o Disagreeent over SLA results
o Disagreement over mitigating circumstanceg(,government caused delay)

6.5 Inventory Management

The vendor must establish and maintain a complete and accurate inventory of EIS services provided to
agencies. The agency is responsibletiie accuracy of its inventory and reconciling discrepancies with

GKS OSYR2NHAOP {AyOS NBO2YyOAtAlFGA2Y OlFly 06S O02YLX S
inventory files and reconcile records between themselves and the vendor. The agen@veiddtess

G2 GKS @SyR2NDa a4SOdNB 6S06 AYGSNFIFOS (KFG Fftf2ga
perform periodic downloads as needed for audits, billing verification, and other government program
management purposes.

EIS contract Section J.2.2(1.12 identifies the inventory data elements required by service as part of
the Inventory Reconciliation (IR) deliverable.

The key tasks associated with inventory management are defined below:

1. The agency audits the EIS inventory data provided lseiiglor and advises the vendor of
discrepancies noted in the EIS inventory data.
2. When the agency advises its vendor of inventory data discrepancies, the vendor will investigate
the discrepancies reported and work with the agency to resolve them.
3. Thevendow A f f dzLJRIFIGS GKS | 3Syo0eQa Ay@Syiz2NE Odz2NNBy
changes to the EIS services being provided within one (1) business day of the issuance of the
SOCN for every addition, deletion, or change.

6.5.1 EIS Inventory Data Discrepan cies
1. EIS inventory data discrepancies reported by the agency will be investigated by the vendor. If
the vendor agrees to a correction, the data discrepancies are corrected within ten (10) days.
2. If the vendor does not agree to a correction, it will advise agency and work with the agency
to resolve the issue. This may involve the dispute process (Seclié).6.
3. If the discrepancy is escalated to the OCO for resolution, the agency and the vendor will work
gAGK GKS h/h (2 NBa2tsabactiorKS AaadsS (2 GKS 3SyO0
4. If the EIS inventory data elements in the SOCN issued to the agency were in error, the vendor
will issue, at no additional cost to the agency, a corrected SOCN or a new correct SOCN that
clearly references the original error.
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5. If the EIS inveory data elements result in a billing error in the Billing Detail (BD) deliverable
issued to the agency, the vendor will issue, at no additional cost to the agency, a Billing
Adjustment (BA) deliverable.

6. The vendor shall provide a monthly IR deliveraldelefined in EIS contract Section J.2.7.

6.5.2 Changes in Data Due to Maintenance

Under EIS, inventory data includes technical background data related to the service (EIS contract
Sections J.2.10.2.1.12 & J.2.10.2.1.18). However, some of this data, such asrbaehal numbers and
circuit IDs, can change over time based on vendor maintenance activity. Such changes are captured in
the inventory database via a configuration change order.

EIS contract Section J.2.10.1.1.4.2.3 defines configuration orders &S atgpf OKI y3S 2 NRSNJ (i K
OKFy3a8a Ay GKS O2yFAIdNI GA2Y 2F Iy SEA&AGAY3I &SNDA
captured in the SOCN for this order.

As the vendor is not permitted to submit an order on the agency's behalf, it issagefor the vendor

and the agency to work together to process the configuration change order. If the agency is agreeable,
this might be facilitated by the vendor providing a draft configuration change SO that the agency can
approve.

6.5.3 Changes to the Network Site Code Database

6.5.3.1 Network Site Code Overview

The Network Site Code (NSC) is an edparacter alphanumeric code that uses geographical and
geopolitical codes to represent buildings, structuresglosuresor other fixed, physical locations. It is
taken from the iconectiv Central Location Online Entry System (CLONES) database.

By design, these codes are relatively permanent, unambiguous references to specific locations.
However, on occasion, iconectiv will find it necessary to update a small porttbe afany thousands

of such codes. When this happens, it becomes necessary to update-agdaall the underlying

systems to prevent errors. GSA has worked with the EIS vendors to develop a process to do so with
minimal impact to agencies.

6.5.3.2 NSC Update Pocess: The Agency Perspective
When an NSC must be updated due to a change in the iconectiv database, the fievbigheps
below will allow all systems to continue operating without errors.

1. Modify the contract to add the new NSC and remove the old one

1 Aagency RoteNone

91 Details EIS contract Section B.4.1 requires the vendor to update pricing tables in GSA
Systems (which requires a contract modification) when new NSCs are created, including
those created as replacements for inactive NSCs. To remain iemtppthe vendor must
work with GSA to modify their EIS contract to add pricing for the new NSC and remove
pricing for the old NSC. This step requires no agency involvement.
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2. Modify any Task Orders (TOs) that directly reference the old NSC

T
T

T

Agency RolePossible TO modification; see below for explanation.

Details In most cases, the agency will specify locations in their TO using standard physical
addressing (e.g., 1800 F St NW, Washington DC 20405). However, the ageegplinily
specifylocations usg the NSC from iconectiv. If the agency has taken thisr&f8@nce
approach, it will be necessary to issue a TO modification at this point to remove the old NSC
and replace it with the new NSC. To facilitate this process, the vendor will identifytadpac
TOs and work with the associated agency Ordering Contracting Officer (OCO) to complete
the TO modification.

Note: This step applies only to TOs that specify locations using NSCs.

3. Approve the update of NSCs, as necessary, assigned to any instaliedsserv

1
1

Agency RoteApproval of administrative change

Details EIS contract Section J.2.10.2.1.5 requires the vendor to include a valid NSC for all
services billed. As the contract modification in Step 1 removed the old NSC, all installed
services assignethat NSC must have their inventory records updated to allow future billing.
To minimize the impact of this step on the agency, the vendor will provide the agency with a
full list of every service installation (by UBI) on a given TO that must be updatealgdingy

OCO or agency Contracting Officer Representative (COR) need only provide their approval.

4. Update TO data reported to GSA

T
T

Agency RoteNone
Details EIS contract Section J.2.3.2.2 requires the vendor to report several pieces of TO data

upon receipt da TO award and upon any modification of awarded TOs. Depending on the
specifics of the TO, a change in NSC values may require an update to some of this data. If
required, the vendor will complete this update without agency involvement.

5. Use an administrée change order to update the NSCs in GSA Conexus

T
T

Agency RoteNone (see Step 3)

Details In accordance with EIS contract Section J.2.4.2.3, the vendor will submit the
approved list from Step 3 to GSA Conexus in the correct Service Order Administrative
Change (SOAC) format. This is thst stepthat will allow all systems to remain in sync.
Note:EIS contract Section J.2.4.2.3.1 does not allow the administrative change process to
update an NSC value unless an exception is approved by the GSA ConD#atargCO); in
developing this process with the vendors, the GSA CO has provided blanket approval to use
administrative changes to update the NSC (with agency approval as described in step 3)
when necessary based on changes in the iconectiv database.

6.5.4 Reporting UBIs for NRC CLINs in the IR

A UBI representing an inventory item for a NRacurring Charge (NRC) CLIN, other than instaased
NRC CLINs, must appear in the monthly IR up to and including the submission parallel to the Bl that
includes that NR@ven if the NRC is waived. Afterwards, it may be excluded from subsequent IR
submissions.
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Reporting UBIs for InstaneBased NRC CLINs

A UBI representing an inventory item for an instabesed NRC CLIN (see Sectidiy must appear in

the monthly IRfrom installation to disconnection. Removing these UBIs from inventory, either at
disconnection or at the end of the TO period of performance, must be done via a disconnection SO and
SOCN.

6.6 Service Level Management

EIS contract Section G.8 describes theunmgments for Service Level Management. The vendor is
required to provide SLA related deliverables as specified in EIS contract Section J.2.8.2 to both agency
Odzai2YSNAR |yR D{! /2ySEdA® ¢KAA RFGlF A& bftolea
interface or via the GSA Conexus web interface and may be available via other delivery mechanisms if
specified in the TO.

The Service Level Agreement Report (SLAR), which the vendor submits monthly on or before the 15th
day of each month, documents perfoance on all applicable Key Performance Indicators (KPIs). If the
reported performance on a given KPI fails to meetAloeeptable Quality Level (AQLs) defined in the
contract or Task Order (TO), the associated SLA is failed and the agduneyhe aplicable credit. Note

that some SLAs have multiple associated KPIs; the failure of any of these KPIs is an SlUpdailure.
receipt of the SLAR, the agency has six months to issue an SLA Credit Request (SLACR) to the vendor.

Note: SLA deliverablesareav@ & | @F Af 6t S (G2 GKS | 3Syoe @Al GKS
available via other delivery mechanisms if specified in the TO. In addition, the agency may access the
data from these deliverables GSA Conexus web intedacept forthe SLACR Respensee Section

6.6.2) which is only submitted to the agency.

Additional information is covered in the subsections below.

6.6.1 SLA Categories

Service Level Agreements (SLAS) are defined using one oKeypieerformance Indicate(KP$). The
vendor is required taneet the Acceptable Quality Level (AQL) éarch KRPINote that some SLAS,
including all those categorized sesrvicespecific (see &ction 6.6.1.1), are defined using multiple KPIs.
To meet these SLAs, the vendor must meet the AQL for all associated KPlIs.

6.6.1.1 Service Performance: ServiceSpecific SLAs

Servicespecific KPIs measure tlowerall qualityof a specificservice provided and inatle such items as
latency and availability. These KPIs are measured for each uniquely installed instance of a service
monthly. Failure to maintain the specified AQL for all specified KPIs for a given service installation
constitutes failure to meet the seice-specific SLA for that service installation and obligates the vendor
to applythe associated credits as defined in EIS contract Section G.8.2.1.1.2. A list of allsperiite
KPIs and their associated references in EIS contract Section C isdrialégppendix D of this Handbook.
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6.6.1.2 Service Performance: Incident-Based SLAs

Incidentbased KPls measure the tiA@-restore (TTR) for any service outages. These KPIs are measured
for each outage and reported monthly. Failure to meet the specified AQbdoFTR after an outage
constitutes failure to meet the TTR SLA for that incident and obligates the vendpplythe

associated credits as defined in EIS contract Section G.8.2.1.2.2. A list of services with associated
incidentbased SLAs, and their assated references in the EIS contract Section C is included in Appendix
D of this Handbook.

6.6.1.3 Service Provisioning SLAs
Under EIS, service provisioning SLAs fall into four categories:

9 Standard Provisioning
1 ICB Provisioning

1 Rapid Provisioning

1 TO Project Prosioning

6.6.1.3.1 Standard Provisioning SLAs

The vendor is required to complete orders within the provisioning intervals defined in the table below
(Figurel2) and in EIS contract Section G.8.2.2.Edilure to complete the provisioning of the service
within the timeframes constitutes a failure toesat the SLA for that provisioning incideRor orders

with nonrCONUS delivery locations, these services have ICB provisioning intervals and follow the
requirements described below for Individual Case Basis Provisioning SLAS.

NOTE: The provisioning intehia measured in days and begins on the day the agency issues the SO to
the vendor.

Figurel2: Standard Provisioning SLAs (Table)

Standard Provisioning Services Orders SLA (Calendar Days)
Disconnect (all services) 30

Circuit Switched Data Service (CSDS) 23

TollFree Service (TFS) 45

Private Line Service (PLS { X 5 45

Private Line Service (PLS M f t 85

DS3

Private Line Service (PLSX o f t 120

OCs3

VPN Service (VPNS) 45

6.6.1.3.2 Individual Case Basis Provisioning SLAs

Certain services do not have predefined provisioning intervals (see Higtwea complete list). For
these services, the performance objective is defined on an ICB with the required delivery schedule
established in the TO. Faituto complete the provisioning of service within the timeframe specified in
the TO constitutes a failure to meet the SLA for that provisioning incident.
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NOTE: The provisioning interval is measured in days and begins on the day the agency issues the SO to
the vendor.

Special considerations:

1. For Ethernet Transport Services, see also EIS contract Section G.8.2.2.4.2.

2. For Cloud Services; including laaS, PaaS, SaaS, and CDNS; the ICB provisioning interval must be
no greater than the provisioning interval propabkas specified in EIS contract Section G.8.2.2.4.

3. For any services proposed under rapid provisioning that also appear on this list, the ICB
provisioning intervals must be no greater than the provisioning interval proposed as specified in
ElScontract Section G.8.2.2.4.

Figurel3: Services Subject to ICB Provisioning Intervals (Table)

ICB Provisioning Services ICB Provisioning Servicésontinued)
1 Audio Conferencing Service (ACS) 1 Dark Fiber Service (DFS)
91 Cloud Infrastructure as a Service (lpaS 1 Ethernet Transport Service (ETS)
91 Cloud Platform as a Service (PaaS) 1 Internet Protocol Service (IPS)
1 Cloud Software as a Service (SaaS) 1 Managed Network Service (MNS)
1 Cloud Content Delivery Network Service (CDN 1 Managed Security Service (MSS)
1 Colocated Hosting Service (CHS) 1 Managed Trusted Internet Protocol Service (MTI
1 Commercial Satellite Communications Servicg  Managed Mobility Service (MMS)
o Commercial Mobile Satellite Service (CMS { Optical Wavelength Service (OWS)
o Commercial FixeBatellite Service (CFSS) | §  Unified Communications Service (UCS)
T Commercial Satellite Communications Servicg § Video Telecoferencing Service (VTS)
T Commercial Mobile Satellite Service (CMSS) | § Voice Services (IPVS, CSVS)
' Commercial Fixed Satellite Service (CFSS) | 1 Web Conferencing Service (WCS)
9 Contact Center Service (CCS)

6.6.1.3.3 Rapid Provisioning SLAs

As described in Section 6.1.3.5, certain services, includingreeiSioned services, lend themselves to
rapid provisioning, whichtreamlines the provisioning process and reduces the number of order
notifications the vendor must provide (see EIS contract Section G.3.3.3.2). For each service the vendor
provisions under rapid provisioning, the standard provisioning time was deternbyéae vendor with

their contract proposadnd must be no more than 48 hour&s with all provisioning SLAs, the agency

may adjust thos@rovisioning times in their TO.

NOTE: For rapid provisioning, the provisioning interval is typically measured in snordteurs and
begins when the agency issues the SO to the vendor.

6.6.1.3.4 Task Order Project Provisioning SLAS

For project orders (orders that require special treatment by ¢batractordue to the sizecomplexity,

or importance of the services ordered), thequired provisioning times amefinedon an individual case
basis (ICB) with the required delivery schedule established in th©fi§ projects defined in the TO
may use the TO project provisiogistandard.

Note: For TO projects, the provisioning interval is measured as established in the TO.
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6.6.1.3.5 Provisioning SLA Considerations
1 NRC vs MR@nder EIS, how the vendor reports the provisioning SLA is dependent on the CLIN
structure of the service:
1 For sevices that have CLINs in pairs (NRC and MRC), provisioning results are reported
against the NRC CLIN only.
1 For all other services, provisioning results are reported against the MRC CLIN.

6.6.1.4 Billing Accuracy SLAs
EIS contract Section G.4.12 defines two bilioguracy KPIs:

1 Billing Data AccuragBDA)measures the accuracy of the data submitted in the Bl deliverable
1 Billing Charges AccuraCA)measures the accuracy of the charges submitted in the Bl

These two KPIs form the basis foe definition ofthe Blling Accuracy SLA whicHasindin EIS contract
Section G.8.2.3.

6.6.2 SLA Credit Processing

Upon receipt of the SLAR, the agency has six months to issue an SLA Credit Request (SLACR) to the
vendor. The vendor must submit a SLACR Response directly to the agtinic 30 days of the SLACR
issuance. Note that the SLACR Responsetisubmitted to GSA Conexus and is only available to the
agency.

To assist in this process GSA provides an automated analysis of each SLAR flagging any missed KPIs and
providing the gency with a draft SLACR via the GSA Conexus web interface. The agency may issue this
SLACR to the vendor-ssor they may make appropriate changes prior to submission (e.g., removing

line items that are known to be the result of governmeatused delaysSee Section 6.6.2.2 for

additional details.

In most cases the vendor will acknowledge the failure and issue the associated credit via Billing

Adjustment (BA) within two billing cycles of the SLACR response. However, the vendor may disagree
withtheagen&@ Qa FTAYRAY3I& HKAOK gAff ySoSaaadlrasS dGdkKS | 3S
6.4.5).

EIS contract Section G.8.4 describes the SLA Credit Management Methodology in detail.

6.6.2.1 SLA Credit Request (SLACR) Format

The SLACR file hasg@idly definedformat. The SLACR must be submitted to the vendor as a table in CSV
format with columns that match those found in EIS contract Section J.2.10.2.1.22 exactly. Additionally,
the agency must correctly format each data element as further defined in EIS co8@etion J.2.10.3.1.
Failure to do so may result in delays in processing the req8gsport available to the agency in this
processs described below
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6.6.2.2 SLA Credit Processing Support Services

D { ! Eatarprise Technology Solutions (E/iB)provide support to the agency in SLA credit processing.
These support services are covered by the Associated Government Fee (AGF) agencies pay to GSA. The
ETSwill provide support for the following key activities:

9 Verification and validation of SL&ports and credit computation

9 Verification and validation of each SLA Credit Request (SLACR) form

1 Review and coordinate finalization of SLACR form based on agency feedback

1 Provide administrative support [status tracking] with vendors to ensure that credé
processed successfully

9 SLA credit related disputes with vendors

6.6.3 Measuring and Reporting KPIs at the Service Level

¢tKS 9L{ O2yiN} Ol NBldANBa (GKS @SYyR2NJ (2 YSI adaNBE |
the KPl is applicable but nevertat f S@St KAIKSNIJ 0KIFy GKIFIG RSTAYSR oe@
contract Section G.8.2.1.1). This clause gives the vendor flexibility to report KPIs that cannot be

measured at the level of the individual UBI but are instead measured at the level ediiviee as a

whole.

However, even when reporting a KPI at a higher level, such as UBI service grouping, the vendor still must
report the KPI applied to a full UBI using the UBI of the primary service component as described in EIS
contract Section J.2.10214, second bullet. Unless otherwise specified in the TO, identifying this
GLINR Yl NB aSNIBAOS O2YLRyYySyildé Aa STl G2 (GKS GOSYyR2N
the component in the collection that is most readily recognizable agithéNR&A Y NB ¢ O2Y LR Yy Sy i o
be done in a variety of ways, for example, the primary component may be:

1 The one that is most necessary to having a functional service
9 The one with the highest MRC
1 The one that an agency representative is most likely to thinkhen discussing the service

Regardless of the method used to identify the primary service component, it is the UBI associated with
that component that is used in this scenario.

In preparing their Task Order solicitation, the agency should consideeatrictions it might need on
how these requirements are applied. For example:

f 5284 GKS F3SyoOe ySSR (2 RSTAYS 4KAOK ! . L Aa K
1 Does the agency need to require specific service KPls always be measured at the UBI level?

6.6.4 Default AQL

There are performance standards specified in the EIS contract where the Acceptable Quality Level (AQL)

includes multiple options. For example, EIS contract Section C.2.8.6.4.1 specifies the AQL for Event
b2GAFTAOLIGAZY F2NI I [ 2B AGISEEIRNE SESyim K2 dNKE DS EK S
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