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1 INTRODUCTION

This Regional Services Communications Package describes the flow of information to and from the Transition Coordination Center (TCC) Regional Liaison, the General Services Administration (GSA) Regional Transition Managers (RTMs), the Agencies and the various telecommunications providers regarding the transition of FTS2001 services delivered through GSA’s Consolidated Systems. 
1.1 Purpose

The TCC Regional Liaison has developed this Communications Package to identify the information flows necessary to assist the Regions in managing the transition from FTS2001 contracts* to Networx. Table 2-2, Networx Regional Communications Matrix of this Communications Package provides the sources and flow of critical information required by the TCC and the Regions to manage a successful transition. 
* Generally throughout this document, the term “FTS2001 contracts” includes both the Bridge and Crossover contracts.

1.2 Overview
The Government’s goals and objectives for the transition from FTS2001 to Networx are to:

· Minimize service impact
· Transition service prior to FTS2001 contract expiration
· Expedite availability of new services
· Minimize transition expense
The 11 GSA Regions1 offer local services to Government users on over 600 Consolidated Systems, providing access for long distance and local service and features at reduced costs. These users are making decisions regarding wide area services that will terminate in, and interface with, the Consolidated Systems.  The Regional Services Communications Package reflects GSA’s overall approach to managing transition with a focus on communication between the TCC and the Regional Transition Managers, who are responsible for transition of services through their systems. 
Additional transition-related information is available as Table 1-1, Comprehensive Transition Information, indicates.
Table 1-1: Comprehensive Transition Information 
	Document
	Description
	Location

	Transition Strategy and Management Plan (TSMP)
	Comprehensive description of GSA’s approach to managing transition across the Government
	www.gsa.gov/networxtransition

	Transition Training Handbook
	One-stop source of information critical to the successful transition of telecommunication services to Networx contracts
	www.gsa.gov/networxtransition

	Guide for the Regional Offices’ Transition of Services to Networx
	Comprehensive description of GSA Regional Offices’ approach to managing transition of services on GSA Consolidated Systems
	www.gsa.gov/networxtransition, Networx Transition Library, GSA Regions Only


2 stakeholders

2.1 Major Participants

The TCC and the RTMs are the primary audience for this communications Package as it describes the exchange of information between the two organizations during transition.

2.1.1 TCC 

The TCC assists and supports Agencies with the transition of services from the expiring FTS2001 telecommunications contracts to Networx contracts. The TCC’s customers are both internal and external to GSA and include the 11 GSA Regions, Agencies, FTS2001 contractors and Networx contractors.  The TCC is a team within GSA’s Networx program office and is responsible for facilitating, monitoring, and reporting on the progress of transition across the Government-wide base of FTS2001 Agency customers.
The Regional Liaison function is the component of the TCC that provides a direct link between the TCC and the RTMs.  The Regional Liaison maintains communication channels between the stakeholders (Table 2-1) responsible for transitioning regional FTS2001 services to the Networx contracts. RTMs should contact the Regional Liaison directly when conducting routine business with that Liaison.  In all other cases, such as reporting a problem or requesting assistance from the TCC, the RTMs should contact the Networx Help Desk (see Section 2.4).  The Regional Liaison points of contact are on the Networx Transition Website at www.gsa.gov/networx, Networx Transition Library, GSA Regions Only.
2.1.2 RTMs

The RTMs plan, coordinate, and execute a timely and efficient transition to the Networx contracts by providing general project management support from planning to post-cutover testing activities.  GSA’s CIO appointed a primary transition manager (TM) for the Agency (known as the Agency TM for GSA).  The Agency TM must, in turn, appoint the RTMs as Supporting TMs (see Section 2.10) by providing names and profile information to the TCC; in most cases this has been completed, and the Agency TM will maintain the list of RTMs throughout transition.  The TCC distributes transition communications to all officially appointed RTMs through this process, and RTMs can approve requests for access to transition tools such as Transition Baseline Inventory (TBI). The TCC also periodically hosts TM Meetings to disseminate critical transition information that impacts multiple TMs.  RTMs should attend all TM Meetings.
2.2 Other Stakeholders 
Other stakeholders have roles in communications regarding transition of services provided through GSA’s consolidated systems.  Table 2-1, Other Regional Transition Stakeholders, lists these stakeholders as either internal to GSA or external. Sections 2.2.1 through 2.2.14 discuss these stakeholders’ responsibilities. 
Table 2‑1: Other Regional Services Transition Stakeholders
	Internal Stakeholder Groups
	External Stakeholder Groups

	· Regional Transition Support Manager
· Networx Help Desk
· GSA Designated Agency Representative (DAR) Administrator
· Regional DARs
· TOPS team
· TIP Administrator

· Transition Credit Reimbursement (TCR) processing team
	· Agency Transition Managers

· Local Government Contacts (LGCs) 

· FTS2001 contractors
· Local Exchange Carriers (LECs)

· Networx contractors



2.3 Regional Transition Support Manager

The TCC’s Regional Transition Support Manager facilitates resolution of issues that affect multiple customers and multiple regions during the transition of regional services from the FTS2001 contracts to the Networx contracts.  This manager directs the activities of the Regional Liaisons as well as manages a cadre of contractor support that the RTMs use to augment their transition teams in the regions.  RTMs requiring such support or who have issues with their contractor support should contact the Networx Help Desk.

When an Agency makes fair opportunity decisions affecting service behind GSA Consolidated Systems, the Regional Transition Support Manager will schedule a meeting with the Agency Transition Manager4. The meeting is to introduce the Regional Liaisons and the RTM’s transition team to share information required for transition, including whether the Agency will manage transition centrally or decentralized.
2.4 Networx Help Desk 

GSA has implemented a Help Desk to manage transition-related issues that Agency customers and contractors experience.  However, it does not replace the primary means of resolving issues with a service provider.  The FTS2001 and Networx contracts include trouble management functions and procedures that Regional personnel should follow when there are problems with the performance of their services or the contractor.  RTMs can contact the GSA Help Desk for assistance when this primary method is not satisfactory.  
GSA and contractor personnel who are knowledgeable with regard to FTS2001 and Networx related issues staff the Help Desk.  Tier 1 includes a call center to take calls or emails reporting problems or inquiries, open tickets, and, when necessary, hand them off to the appropriate Tier 2 subject matter expert to resolve the issue.  
The RTMs should contact the Help Desk to reach the TCC or resolve any questions or issues related to transition or the Networx program.  Regional personnel can reach the Help Desk at 866.472.0274 or networx.support@gsa.gov.
2.5 GSA Designated Agency Representative (DAR) Administrator 
The GSA DAR Administrator2 is responsible for maintaining the list of GSA DARs, including Regional DARs, and providing the list to the Networx contractor(s).  The contractors use the list to verify the authority of the DAR who places an order, and the contractors create accounts for the DARs to access the contractors’ operational support systems (OSS).  The DAR Administrator will provide necessary instructions and training to the Regional DARs to ensure that they are fully aware of the requirements and limitations of their ordering authority and ensure they receive their user identification and passwords for the OSS.

2.6 DAR

Designated Agency Representatives (DARs) are personnel who have been authorized, in accordance with Agency regulations and policies, to place orders for services on the Networx contracts.  The RTM appoints regional personnel as DARs by sending an email to the DAR Administrator listing each DAR’s full name, email address, telephone number, office address, and AHCs for which the DAR can order. DARs may then register for Networx contractors’ training to learn how to use their OSS for order entry and tracking.
2.7 Telecommunications Ordering and Pricing System (TOPS) Team

The TOPS team is responsible for ensuring all valid Agency Hierarchy Codes are loaded into TOPS prior to processing any orders. The team also assists Agencies in billing dispute resolution. TOPS has its own help desk, and the RTM should direct any questions or issues regarding TOPS to TOPS.Help@usda.gov for resolution.
2.8 TIP Administrator

TIP allows the RTMs to track transition progress by monitoring the status of FTS2001 disconnects and Networx order completions, as well as fair opportunity decisions and DAR appointments.  The TIP Administrator provides user accounts as well as overall management of the system from development to operations and maintenance.
2.9 TCR Processing Team 
Transition reimbursements flow through E-MORRIS, the billing reporting and inventory system for the Networx program.  Analysts ensure the process complies with the Taxonomy Document and push the resulting reports to TIP for TMs to access.  
2.10 Agency Transition Manager
Each Agency’s CIO has appointed the Agency TM.  The Agency TMs work with the GSA Regions, the TCC and the Networx contractors to reconcile inventory, develop transition plans and provide order information for services the Agency uses behind GSA Consolidated Systems. The Agency TM will inform the TCC whether the Agency manages transition from headquarters (centrally) or allows field offices or sub-agencies to manage autonomously (decentralized).   
The Agency TM may, in turn, appoint Supporting TMs by providing names and profile information to the TCC, and Supporting TMs can approve requests for access to TBI and TIP.  The TCC distributes transition communications to all the officially appointed TMs through this process.  The TCC also periodically hosts TM Meetings to disseminate critical transition information that impacts multiple TMs.  The Agency TM will manage the list of Supporting TMs throughout transition.
GSA’s CIO has appointed an Agency TM (see Section 2.1.2), who has subsequently appointed the RTMs as Supporting TMs.  
2.11 Local Government Contacts

Local Government Contacts (LGCs) are the Region’s agent at a site for ensuring a successful transition.  LGCs will coordinate the availability of Government-Furnished Property and provide contractor personnel access to GSA sites as required. The LGC may also accept services ordered by the GSA.  LGCs may direct the work of switch providers and Private Branch Exchange (PBX) maintenance vendors and coordinate with the RTM, FTS2001 contractors, Networx contractors, Agencies, and other stakeholders to successfully transition services to Networx.

2.12 FTS2001 Contractors
FTS2001 contractors have a critical role in the cutover and ultimate disconnection of services from their contracts.  They participate in service-by-service transition planning activities and interact with the GSA Transition Team, Agencies, and Networx contractors.  The FTS2001 contractors are responsible for coordinating with GSA RTMs, Agencies and Networx contractors to disconnect all FTS2001 services behind GSA Consolidated Systems.  
2.13 Local Exchange Carriers (LECs)

The LECs provide dial tone services to the GSA consolidated systems and execute the Primary Interexchange Carrier (PIC) change on numbers behind GSA Consolidated Systems. The RTMs will place the PIC change requests with the LECs when Agency customers of the regions have chosen a new contractor for transition to the Networx contracts.   

2.14 Networx Contractors
The Networx contractors are responsible for delivering services ordered in compliance with the Networx contracts.  Networx contractors will work with GSA Regional representatives to provide transition planning (inventory reconciliation, traffic engineering, Agency Level Transition Plans, Transition Project Specific Plans), transition execution (cutovers, testing), and communication support (notifications) for services behind GSA Consolidated Systems.  Networx contractors will also coordinate these essential transition activities with the GSA TCC to ensure that the Regions receive quality service.
Table 2-2, Networx Regional Communications Matrix, provides the source of and communication flow between the TCC and Regional TMs for transition information needed to facilitate a successful transition to the Networx contracts.
Table 2‑2: Networx Regional Communications Matrix
	Information Needed
	Description
	Data Source
	Why Data 
is needed
	Communication Flow
	Medium
	Frequency

	Agency Contacts 
	List of Agency Transition Managers
	Agencies
	To contact Agency Transition Manager
	Agency to networx.transition@gsa.gov 
	Transition Working Group (TWG) Website**
https://networx.mitretek.org/twg
	Monthly



	TM Briefings and Reports
	Information from TM meetings
	TM Meeting Documents
	To make Regions aware of  transition related issues
	RTMs access themselves by attending meetings and retrieving documents from TWG website
	TWG Website https://networx.mitretek.org/twg
	As needed

	Designated Agency Representative (DAR)  Training Schedules 
	Schedule of Networx contractor(s) provided training
	Networx contractor(s)
	To enable Regions to  schedule  training with contractors, once the RTMs are appointed as DARs
	Networx contractor(s) to RTMs
	www.gsa.gov/networx for links to each contractor’s Website
	As needed

	Transition Information Portal (TIP) account access
	Process to obtain access  to TIP web site
	TCC
	To grant GSA users access to TIP
	User to TCC Regional Liaison to TIP Administrator 
	https://transition.networx.gov/
	As  needed

	Fair Opportunity

Decisions 
	Agency selection of Networx contractor(s)
	Agencies
	To trigger detailed planning between GSA and the  Agency Transition Manager
	Agency to Networx Contracting Officer to TIP Administrator
	TIP***
https://transition.networx.gov
	Daily

	Inventory
	Agency inventory behind GSA consolidated systems
	TBI database
Telecommunications Ordering and Pricing System (TOPS)

Transition Inventory reports from FTS2001 contractors
	To ensure all inventory is included in transition activities
	TCC Regional Liaison to RTMs
RTMs to Agencies and contractors
	Email
	As needed

	Centralized or Decentralized Transition Management
	Agency method of managing transition activities
	Agencies
	To identify  Agency person with whom the RTM will coordinate placing of orders  and discuss any Regional impacts and resolve critical issues
	Agency TM to TCC Regional Liaison to TIP Administrator
	TIP
https://transition.networx.gov
	As needed

	Regional Impacts on Transition

· Capacity/facility

· Incidents

· Staffing
· Cutover lessons learned
	Activities or events in the Regions that can impact transition

 
	Regions
	To provide lessons learned and to mitigate the impact of critical issues and coordinate resolution
	· Centralized: RTM to Agency TM with copy to TCC Regional Liaison
· Decentralized: RTM to local Supporting TM for the Agency
	Email 
Conference Calls
	As needed

	Transition Status

· GO/NO GO

· Service Order Completion Notice (SOCN)

· Transition Action Notice (TAN)

· Weekly Transition Execution Report

· Weekly Transition Planning Report
	Reports the status of transition activity
	Networx contractor(s)
	To track transition activity
	Networx contractor to TCC to RTMs
	TIP https://transition.networx.gov
	As reported for GO/NO GO, TAN and SOCN reports
Weekly

	Disconnects
	FTS2001 services that have been disconnected
	FTS2001 contractors
	To verify FTS2001 services have been disconnected
	FTS2001 contractor to TCC TIP Administrator to RTMs

	TIP https://transition.networx.gov

TBI****
https://morris.ftsbilling.gsa.gov
	As reported

	Transition Credit Reimbursement (TCR)
	Reimbursement  credits for transition related charges
	TCR Processing Team
	To identify  the  credits request process and how a Region monitors its reserve funds
	TCR to TIP Administrator 
	TIP https://transition.networx.gov

Taxonomy Document


	As needed

	Order Process
	Ordering Services Behind GSA Consolidated Systems
	TCC Regional Liaison
	To standardize ordering of services for GSA Consolidated Systems
	TCC Regional Liaison to RTMs
	www.gsa.gov/networxtransition
	As needed

	Regional Transition Updates
	· Combined Services trial results

· Regional Transition Execution Plans


	RTMs


	To develop processes for ordering and provisioning of combined services and to monitor Regional transition progress in general

	RTM to TCC Regional Liaison to RTMs


	TWG Website, https://networx.mitretek.org/twg

Email, meetings and bi-weekly teleconferences


	As needed



	
	· New  or revised processes
	TCC Regional Liaison
	To make the RTMs aware of updates to information and activities regarding transition 


	TCC Regional Liaison to RTMs
	Email and www.gsa.gov/networxtransition
	As needed

	Reference Material
	· Cutover Templates

· DAR Guidelines
· Taxonomy Document

· Transition Training Handbook
	TCC
	To provide current information and activities regarding transition
	TCC Regional Liaison to RTMs
	www.gsa.gov/networxtransition
	As posted


** For Regional personnel to obtain access to the TWG Website, GSA’s Agency TM must appoint the Regional personnel as Supporting TMs. The Regional Supporting TM will receive a user ID and password for access to the TWG Website after completing a Non-Disclosure Agreement.

*** For RTMs and other Regional personnel to obtain access to the TIP Website, they must provide their full name, email address and telephone number to the Regional Liaison team, who will work with the TIP Administrator to establish a user ID and password for the user.

**** For RTMs to obtain access to TBI, they should contact the Networx Help Desk (networx.support@gsa.gov). They will receive an authorization form, which GSA’s Agency TM must fill out and submit to the Help Desk. The Help Desk will send a user ID and password to the RTM.  For other Regional personnel, the RTM submits the authorization form.
3 ESCALATION HIERARCHY

Transition activities, such as inventory control, cutover planning, ordering, provisioning and testing, can cause problems that cannot be resolved through the normal contractor or Regional escalation procedures.  When this occurs, the RTM should escalate within the Government hierarchy using the following process:

· Step 1: Open a Networx Help Desk ticket either by telephone (866.472.0274) or by email to networx.support@gsa.gov. The Networx Help Desk has an established escalation process through responsible GSA headquarters personnel. If there is no resolution, proceed to Step 2.

· Step 2: The RTM notifies the TCC Regional Liaison of the failure and the trouble ticket number to ensure that activities can be coordinated within the appropriate headquarters groups.   

Appendix A Glossary
Designated Agency Representative (DAR): A DAR is an employee of a Government Agency authorized by his/her respective Agency to initiate and track Agency specific Networx orders. An Agency designates and authorizes one or more individuals to perform DAR functions for its Networx services. Through the Agency DAR Administrator, each Agency identifies to the contractor its authorized DARs, providing the following information: name, Agency represented, current address, telephone number, E-mail address, the services the DAR is authorized to order, and an indication as to whether the DAR has expedited ordering authority.
Designated Agency Representative (DAR) Guidelines:  This is a set of Guidelines providing Agencies with additional guidance on the DAR roles and responsibilities for the Networx contract. DAR guidelines will ensure that Agency DARs are properly prepared to place orders on the Networx contracts.  The GSA DAR Guidelines specifically discuss and provide a general set of guidelines for individuals appointed as DARs and DAR Administrators.  

GO/NO GO Transition Notice:  This notice alerts recipients to the status of imminent transition cutovers or other significant activities. The GO/NO GO Transition Notice indicates whether the status of a scheduled transition activity is “GO,” that is, all (including coordinated actions with the incumbent contractor and the LGC or site contacts) is in readiness and that the activity will proceed as scheduled or “NO GO,” that is, activity will not proceed as scheduled. 

Networx: Networx is part of the follow-on to the FTS2000 program and is the third generation of this Government-wide telecommunications program. It will provide all of the services currently available on GSA’s multibillion-dollar long-distance FTS2001 contracts and many of the services now provided on its local Metropolitan Area Acquisition contracts. In contrast to the earlier contracts, Networx consists of two separate acquisitions:

(1) Networx Universal –the full service portion and will continue to provide for the full range of domestic and international network services.  The program requires “continuity” with current FTS2001 coverage, a reduction of 70% in wire center requirements, and reduced billing.

(2) Networx Enterprise –the smaller, more focused service part designed to allow participation by providers who offer specialized services with less extensive geographic coverage than required by Networx Universal. Networx Enterprise includes a smaller geographic coverage requirement and fewer mandatory services than Networx Universal does.

Primary Interexchange Carrier (PIC) Change Charge:  Charges billed by local telecom companies to change long distance carriers
Service Order Completion Notice (SOCN): The notice that contains data elements notifying the GSA RTM that the service for a given order is fully installed and ready for acceptance.

Taxonomy Document:  The Taxonomy document provides guidance to GSA Regions and Agencies in need of budgetary assistance throughout the transition to Networx.  GSA Regions and Agencies will use this document to determine which transition costs (if any) may qualify for reimbursement.
Transition Action Notice (TAN):  Alerts all concerned of planned transition activities for which there is a valid order, including any changes in earlier schedules and advises recipients of actions required to complete transition.
Transition Coordination Center (TCC):  This is a GSA organization headed by the TCC Manager.  The TCC reports to the GSA Transition Team.  The role of the TCC is to assist Agencies with transition needs.

Transition Information Portal (TIP):  A tool developed to allow GSA and Agencies to track the transition progress from the FTS2001 contracts to Networx
Transition Strategy and Management Plan (TSMP):  Document developed by GSA to define and discuss the overall transition approach used by GSA throughout all phases of the Networx transition. 

Weekly Transition Execution Report: Provides a weekly confirmation of the cutovers from the previous week.

Weekly Transition Planning Report:  Provides contractors’ forecasts of scheduled cutovers ranging from within the current week to six months in the future.
Appendix B Acronyms

	ACRONYMS

	DAR
	Designated Agency Representative

	GSA
	General Services Administration

	LEC
	Local Exchange Carrier

	PBX
	Private Branch Exchange

	PIC
	Primary Interexchange Carrier

	RTM
	Regional Transition Manager

	SOCN
	Service Order Completion Notice

	TAN
	Transition Action Notice

	TBI
	Transition Baseline Inventory

	TCC
	Transition Coordination Center

	TCR
	Transition Credit Reimbursement

	TIP
	Transition Information Portal

	TM
	Transition Manager

	TOPS
	Telecommunications Ordering and Pricing System

	TSMP
	Transition Strategy and Management Plan

	TWG
	Transition Working Group
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