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1 Executive Summary (L.8)

Avalon Technology offers the GSA a proven and successful wireless TEM provider with an in-depth understanding of the GSA FSSI wireless requirements based on directly relevant past performance in starting-up, transitioning, and managing TEM programs for Federal agencies.  
Avalon Technology, Inc. (Avalon) is a successful, SBA certified 8(a) Small Disadvantaged Business with over five years of specialized experience in providing customized Telecommunications and Information Technology solutions to commercial and Federal Government clients.  We provide a one-stop shop to reduce wireless costs, improve customer satisfaction, and efficiently utilize business intelligence for decision-making and performance management.

We currently provide the most comprehensive, full-service wireless TEM service for the Federal Government which includes:  ordering and provisioning; billing reconciliation and invoice management; rate plan optimization; bill payment; asset and inventory management; next day device replacement service; technology refresh; policy development and policy enforcement; contract negotiation; and strategic planning.  Our relationships with all major domestic carriers, allied vendors, and several International carriers for wireless procurement and support provide a strong base to successfully leverage TEM solutions to our clients.  Our wireless managed services include cell phones, PDA/Smart phones, pagers, Blackberries, satellite phones, aircards, and 802.11 wireless LAN’s.  Avalon provides wireless security solutions that meet or exceed government standards.

Our people have led the design and deployment of global networks and data centers for such carriers as [REDACTED].  We have a proven, in-house, wireless management practice staffed with experienced consultants who take a hands-on, results-oriented approach to expertly managing the implementation, operation, systems development, and project management of the most challenging wireless management programs.

Avalon’s project and program managers have extensive experience starting-up and implementing wireless TEM programs for major government and commercial customers [REDACTED].  In addition, we have significant experience successfully transitioning programs from one provider to another.  In 2006 Avalon acquired and seamlessly transitioned the Federal Government contracts and assets of [REDACTED] Avalon’s business systems with little or no impact on the client’s service.  In less than 30 days, Avalon completed the transition which encompassed ordering and procurement services, invoice management and bill payment services, and next day replacement service for over 5,500 cell phones, Blackberries, pagers, and aircards. 

From these experiences, we have developed “best practices” and refined our processes to ensure successful start-up, transition, and on-going support for large-scale, wireless management programs.  Our full life cycle wireless service programs start from the ground up to reduce costs, increase internals controls, and expertly report and utilize business intelligence to improve customer satisfaction and client resource management. 

Our Teaming Partners:

To ensure that all GSA TEM program objectives are successfully met we have teamed with industry leading companies that will provide proven systems, best practices and specialized support as well as technical reach-back capability and staff augmentation.  Our teaming partners are: 

[REDACTED] 

[REDACTED] an industry leading TEM system and services provider with significant expertise in telecom audits, contract negotiation, and dispute recovery services.  [REDACTED]  This system has been continually updated and refined since its launch in 2001 and has managed in excess of $1 Billion Telecommunication expenses over its lifetime.  

[REDACTED] 

We have established a teaming agreement [REDACTED] to provide surge capability and staff augmentation resources to handle overflow and meet requirements beyond our current staffing levels.  In addition, [REDACTED]  brings considerable sales and marketing resources to bear and ensure the GSA FSSI program can be successfully marketed to client agencies.

[REDACTED] is one of the premier Information Technology (IT), engineering, telecommunications, and support services companies in the nation.  [REDACTED] Washington Technology among Federal Government IT contractors based on annual prime contract revenues, their 75 prime contracts provide outstanding service to more than 400,000 users spanning defense, civilian, intelligence and law enforcement agencies.  [REDACTED]  with a diverse talent base of approximately 1,530 professionals with revenues of approximately $[REDACTED]
Our Understanding of the GSA - FSSI Requirements:

Avalon understands the GSA’s wireless program requirements as stated in the RFP for both the “core” wireless TEM services and the “optional” services.  OMB has identified significant savings can be achieved across the government by implementing specialized TEM services.  Avalon is in-line with the GSA’s primary objectives, including establishing a common procurement vehicle and a pool of well established TEM providers to implement costs savings and total cost management.

Clients who have adopted Avalon expert TEM services have recurred [REDACTED] greater, depending on the state of wireless management prior to Avalon’s succession.  Our clients experience falls in-line with industry norms and statistics published by Gartner, Aberdeen, and CIO Magazine.  [REDACTED]
Technical Approach

Avalon will use our web-based [REDACTED] of wireless management applications to support the requirements of this solicitation as described in the PWS.  Our expert management system consists of three fully integrated modules:  [REDACTED] contract management, and asset management; [REDACTED] and trouble ticket management; and [REDACTED] 

Avalon provides the most comprehensive solution through our integrated and proven [REDACTED], designed to support all the requirements of this solicitation as described in the PWS.  Benefits to GSA and its customers include a robust, modular, and fully integrated platform which streamlines business processes for all aspects of wireless services and support, thus facilitating ease of use, scalability and optimization.  

We are fully capable of supporting the GSA requirements by utilizing our internal staff, proven processes, and our comprehensive wireless management system.

Management Approach

Avalon’s management approach mitigates risks through the adoption of “best practices”, standard operating procedures, SLA’s, and implementation plans that have been refined over  five years of successful experience in initiating wireless management programs and transitioning major Government wireless programs from other providers.  Our Wireless specialists are highly trained on our systems and Avalon’s wireless management methodology.  [REDACTED] Wireless Services Practice Manager, [REDACTED] Avalon offers GSA a highly skilled and trained professional team that is in-place and ready to implement TEM services for all GSA clients.  Our successful and proven methodology, focused on serving government clients, presents GSA a high-performing low-risk solution.

Table 1: Summary of Avalon Features and Key Benefits to GSA

	Avalon’s Core Competencies 
	Benefits to GSA

	[REDACTED] 
	· Dedicated and knowledgeable Contractor

· Experienced with Government TEM programs

	[REDACTED] 
	· Experienced Staff

· Proven Capability

· Solid past performance 

· Scalable processes and systems

· Cost efficient

	[REDACTED] 
	· [REDACTED]

	[REDACTED] 
	· Easy-to-use, Award winning system

· Efficient and scalable design

· Comprehensive reporting capability (on-line access or export to MS Excel, CSV, etc)

· Maximum cost savings by rate plan engineering of GSA, Networx and non-Networx rate plans

	[REDACTED] 
	· Speedy problem resolution

· Data Load Utilities for all major wireless carriers

	[REDACTED] 
	· Scalable processes to meet any size client

· Immediate startup with minimal transition time

	[REDACTED] 
	· Innovative solutions to meet the rapidly changing requirements of wireless services

· Ability to adapt to meet evolving needs

	[REDACTED] 
	· Positive asset control for property management, cost control, and reporting

	[REDACTED] 
	· Ability to scale service to meet any customer requirements 

· Ability to market program to prospective client agencies

	[REDACTED] 
	· Risk-free seamless transitions with immediate startup 


Summary Statement

Avalon offers a best value for the GSA’s FSSI program - exceptional wireless managed services with superior customer service at highly competitive pricing.  Our resources are in place, our plans are complete, and we are ready to fully support GSA and all of its FSSI wireless customers.

Avalon is the only small business that offers [REDACTED]; a state of the art NIST certified TEM system; a proven track record with all work currently performed in-house serving government clients; and the ability to scale and manage over 300,000 wireless devices – A high performing low risk option for GSA and its clients. 

Technical Capability (L.8)

Avalon’s [REACTED] is the only system designed to be NIST SP800-37 and SP800-53 certified, providing a single, modular, and fully integrated platform which streamlines business processes for all aspects of wireless services and support, thus facilitating ease of use, scalability and optimization.

1.1 Data System and Infrastructure Design

1.1.1 System Capabilities and Overview

Avalon’s [REACTED] is a fully integrated suite of applications built around a single database to provide full life-cycle management from procurement to bill payment and device disposition.  The system was designed with a flexible, modular architecture to ensure secure web-based user access and the ability to easily load billing information and interface with customer and carrier systems.  Business rules and workflows may be configured to allow for a single platform to support a variety of complex customer requirements from agency to agency.  This technology provides the basis for efficiency, scalability, and quality managed services for all our clients.

Figure 1: [REDACTED]
[REDACTED]

The [REDACTED], as shown in Figure 1 above, supports all aspects of invoice management, asset and inventory management, cost controls, audits, rate plan optimization and contract management.  The system was designed [REDACTED]. The system’s Data Load Utilities [REDACTED. 

Table 2: [REDACTED]
	[REDACTED]

	[REDACTED]
	[REDACTED]
	[REDACTED]

	[REDACTED]
	[REDACTED]
	[REDACTED]

	[REDACTED]
	[REDACTED]
	[REDACTED]

	[REDACTED]
	[REDACTED]
	[REDACTED]


[REDACTED]

[Section 2.1.1.2 REDACTED]

Table 3: [REDACTED]
	[REDACTED]

	[REDACTED]
	[REDACTED]
	[REDACTED]

	[REDACTED]
	[REDACTED]
	[REDACTED]

	[REDACTED]
	[REDACTED]
	[REDACTED]


1.1.1.1 [REDACTED] Overview

[REDACTED], our system’s inventory and device management module, [REDACTED] provides positive inventory control on assets as they are shipped to and from the agency field or when shipped to Avalon for sale, repair, device wiping or destruction.  [REDACTED] fully capable of meeting government requirements for inventory and asset management.

Table 4[REDACTED]
	[REDACTED]

	[REDACTED]
	[REDACTED]
	[REDACTED]

	[REDACTED]
	[REDACTED]
	[REDACTED]


1.1.2 System Design and Architecture

Avalon’s infrastructure is built from the ground up to ensure system performance, reliability, availability, scalability, and security.  The core services of Avalon’s [REDACTED].  Bandwidth is easily expandable to several gigabits per second or we can quickly connect to additional carriers within the [REDACTED]. Avalon’s network begins [REDACTED], Intrusion Prevention and Antivirus protection.  Our hosting architecture is based on high-availability [REDACTED]servers attached to a high-performance, expandable Storage Area Network.  

Figure 2: [REDACTED]Management System [REDACTED]
FIGURE 2 REDACTED IN ITS ENTIRETY

Avalon’s physical architecture, applications and services are deployed in a [REDACTED] addresses resource management and utilization; rapid backup and disaster recovery; and lifecycle management from development to testing to production.   [REDACTED]Avalon to quickly respond to a customer’s individual needs and changing requirements, deploying dedicated virtual server instances with the resources to guarantee optimal performance.

1.1.2.1 System Support and Maintenance

Avalon will perform 1st and 2nd level technical support to resolve any issues with system operation.  Our strategic technology [REDACTED], will work with Avalon to [REDACTED]level support to detect, diagnose and eliminate errors in programming as identified by Avalon.  Avalon will perform system maintenance including applying regularly scheduled updates, creating customizations to the software and user manuals, and other modifications.

1.1.3 System Interfaces

1.1.3.1 Middleware Interfaces

As shown in Figure 1 above, our system [REDACTED]that is capable of interfacing with an agency’s system for electronic data exchange of financial, inventory and contracting information.  It will also interface with agency and/or carrier [REDACTED] the user database and organizational hierarchy.  [REDACTED]capability will automatically populate carriers’ federal order forms and deliver them to the carrier for fulfillment.

1.1.3.2 Data Load Utilities

As shown in Figure 1 above, our system has over [REDACTED] (DLU’s) which automatically receive electronic billing medium from all major wireless carriers including [REDACTED].  These utilities are regularly updated to incorporate changes from the carriers.  The Data Load Utilities will load billing [REDACTED]into the system for invoice processing and expense management.  
1.1.4 Business Process Automation

1.1.4.1 Level of Automation

The [REDACTED]workflows and associated sub-flows are highly automated and fully integrated with each other.  A set of administrative and workflow configuration tools provide [REDACTED].  This means each workflow and its sub-flows automate each step or activity in the specific workflow process.  Table 5 below provides a summary matrix of the levels of business process automation [REDACTED].
Table 5: Business Process Automation

	Module
	Activity Name
	Type

	[REDACTED]
	[REDACTED]
	Automatic

	[REDACTED]
	[REDACTED]
	[REDACTED]

	[REDACTED]
	[REDACTED]
	[REDACTED]

	[REDACTED]
	[REDACTED]
	Automatic



	[REDACTED]
	· [REDACTED]
· Reporting
	Automatic after data input of asset tags


1.1.4.2 Ease of Accommodating Business Rule Changes

Changes to the business rules are easily accommodated [REDACTED].  Agency specific roles and permissions are set-up through the appropriate systems administrative interface.  Some of the easily configurable changes are:

· [REDACTED] (add/delete rate plans, services, devices and accessories from approved catalogue).

· [REDACTED].

· Changes to user roles and permissions [REDACTED]
· [REDACTED].

· [REDACTED].

1.1.4.3 Policy Enforcement and Policy Compliance

Policy enforcement and Policy compliance are discussed in detail in Section 2.7.2.5 Roles Based Permissions and Multi-tiered Approval Process.

1.1.5 Security of Government or Customer Data and Records

2.1.6.1
Security of Government Data and Records
Avalon’s approach to protect and secure government agencies’ data and records [REDACTED].   Avalon will apply physical and logical security controls across the network, the system and applications, the facilities and personnel.  Our security controls comply with NIST guidance and FIPS standards. 

1.1.5.1 [REDACTED]
1.1.6 Capacity

Number of Lines under TEM Management: Avalon currently [REDACTED]lines under wireless management in [REDACTED] system.  Our strategic technology partner and system provider, [REDACTED]active lines under wireless management.  Avalon’s largest TEM customer [REDACTED] lines under full life cycle management and [REDACTED].  
System Capacity: There is no defined capacity limit [REDACTED]system as it is built on a [REDACTED]that allows for near limitless scalability.  As portal use increases, the workload is spread across [REDACTED]. As utilization thresholds are reached, additional hardware resources are allocated, thus maintaining a consistent level of performance across all users of the system.

1.2 Program/Project Management Services (PWS 6.1)

Avalon believes wireless lifecycle management programs require the management of a portfolio of interdependent projects to successfully achieve the desired program objectives.  In the context of the FSSI ID/IQ contract award, Avalon will manage each agency’s Task Order Requests (TOR) as a separate project or a portfolio of projects to be treated uniquely but within the context of our wireless lifecycle management program.

Avalon’s Program Management approach involves standard practices and procedures [REDACTED] at a program level while meeting on time delivery at the TOR level.  As illustrated in the Figure 3 below, these tiers are:

· Avalon’s corporate organization which provides for a Program Management Office (PMO) that  is the center of project management activities and a Wireless Practice manager who leads the overall wireless program.

· A dedicated Project Manager who will serve as the Single Point of Contact (SPOC) for the agency’s COTR.

· An experienced wireless service and expense management team who lead the operational departments who deliver our management services

1.3 Program (FSSI-GSA-Level) Management (PWS 6.1.1)

1.3.1 Avalon Program Management Office (PWS 6.1.1.1, 6.1.1.2)

Avalon established the Program Management Office (PMO) as the center of program and project management activities.  The PMO acts as an independent governing body to ensure the integration of best practices into each of our projects, portfolios, and programs.

Figure 3: Program Management Organization Overview

FIGURE 3 REDACTED IN ITS ENTIRETY
1.3.1.1 PMO Organization

Avalon’s PMO is led by our [REDACTED]. hosts weekly meetings focused on the real-time status of current issues; monthly meetings in which accomplishments and gaps are reviewed in detail; and quarterly meetings to ensure alignment with budget and corporate resources.  

In attendance at the meetings are the project managers assigned to client, the Wireless Practice Manager, and the operational departments leads.  The team jointly reviews implementation plans, project schedules, and deliverables against milestones and resources to address any gaps and develop solutions.  This level of formalized cross-departmental participation ensures better communication between the client team and their supporting operational resources.

1.3.1.2 Wireless Practice Manager (Program Manager for the GSA FSSI Wireless Program)

Avalon’s Wireless Practice Manager, [REDACTED] leads our Wireless Practice and is a key contributor to the overall success of our wireless lifecycle program and to meeting individual agency’s program objectives.  

The Wireless Practice Manager is responsible for the development and maintenance of the program documentation; business rules and workflows; procedures and processes; key performance metrics; business operations parameters (SLA’s); reports; program cost controls; and partner and subcontractor management.  The Wireless Practice Manager’s program-level management enables the agency team to focus their efforts at a client/project/task level.

1.3.1.3 Roles and Responsibilities

The PMO performs a critical role in ensuring Avalon’s ability to deliver individual Task Order Requests (TOR) as well as complex portfolios of inter-dependent projects.

· [REDACTED].

· [REDACTED].

· [REDACTED]. Our people and their skills, knowledge and abilities allow us to deliver high-quality products and services to our clients. 
· [REDACTED]. Will enhance their ability to make informed decisions regarding management issues and project milestones/deliverables. 
1.3.2 Wireless Quality Assurance Plan (PWS 6.1.1.1 )

Avalon bases our Quality Assurance Program (QAP) on Performance Management and Quality Assurance (QA).  Our QA Program selects and measures performance metrics over three key areas: personnel, operations, and technology. 

1.3.2.1 Personnel Performance Management

Our approach to personnel performance management begins with taking due-care in the hiring process to ensure the selection of the best candidates.  Each perspective employee undergoes a thorough screening process which includes in-depth phone and in-person interviews, electronic background checks (as required by the agency), and complete reference checks to former employers.  [REDACTED].  Project accomplishment and annual performance are used to measure performance and productivity against client and company SLA’s.  Our approach to employee performance management creates a high level of continuous motivation and productivity.  

1.3.2.2 Operational Performance Management

In the implementation of a wireless lifecycle management program, Avalon will develop and present a matrix that ties together events, business processes, procedures, key performance metrics and business operations parameters in support of each agency’s program objectives.   A sample of this matrix can be found in Section 2.3.3.2, Common Performance Measures (Table 6).  Avalon provides two key documents to ensure quality in operational performance management.

[REDACTED].

Standard Operating Procedures by Operational Groups - Each operational group under the TEM program will follow the procedures outlined in the group’s SOP.  [REDACTED].

1.3.2.3 Technology Performance Management

Avalon is committed to effectively managing the performance of our technologies and systems. We utilize performance and networks monitoring tools which are routinely reviewed by our Operations and IT departments to ensure optimal system responsiveness and performance.  [REDACTED].  Avalon will test and apply critical security patches within one business day of release, and non-critical system patches [REDACTED] business days.

1.3.3 Program Management Plan (PWS 6.1.1.2, PWS 6.1.1.4)

Avalon will generate a Program Management Plan (PMP) covering the complex portfolio of interdependent projects associated with the implementation and on-going management of a full lifecycle wireless management program.  Avalon will deliver the PMP no later than fifteen (15) days after contract award and will provide updates to GSA as requested.
1.3.3.1 PMP Plan and Approach (PWS 6.1.1.3)

Avalon views the Program Management Plan as the key reference document for managing a client’s program.  The PMP will allow the agency team to plan, monitor, report, and implement individual and/or interdependent projects within a program.  The PMP will be regularly modified and updated by the agency team.

Avalon will [REDACTED] as a tool for controlling and presenting project schedules and finances.  Avalon’s PMP will include: 

· [REDACTED]

· [REDACTED]

· [REDACTED]
· [REDACTED]

· [REDACTED]

· [REDACTED] 

· [REDACTED] 

· [REDACTED]
· [REDACTED]

· [REDACTED]
· [REDACTED]

1.3.3.2 Common Performance Measures (PWS 6.1.1.3)

Avalon’s [REDACTED] system is configured to automatically capture data on key performance metrics based on our common processes and procedures across all operational groups.  Avalon will work with the agency to develop key performance metrics in accordance with both the agency’s and Avalon’s internal SLA’s.  

Table 6, Avalon Wireless Performance Matrix, illustrates our simple and structured approach to service and expense management.  The Matrix identifies [REACTED].

Table 6: Avalon Wireless Performance Matrix

	[REDACTED]
	[REDACTED]
	[REDACTED]
	[REDACTED]

	[REDACTED]
	[REDACTED]
	[REDACTED]
	[REDACTED]

	[REDACTED]
	[REDACTED]
	[REDACTED]
	[REDACTED]

	[REDACTED]
	[REDACTED]
	[REDACTED]
	[REDACTED]

	[REDACTED]
	[REDACTED]
	[REDACTED]
	[REDACTED]

	[REDACTED]
	[REDACTED]
	[REDACTED]
	[REDACTED]

	[REDACTED]
	[REDACTED]
	[REDACTED]
	[REDACTED]

	[REDACTED]
	[REDACTED]
	[REDACTED]
	[REDACTED]


1.3.3.3 Performance Reporting (PWS 6.1.1.3)

Avalon’s [REDACTED]system automatically collects data on “key performance metrics” such as the time required to activate a new device and will provide statistics such as the number of new activations.  This data may be presented in scheduled (daily, weekly, or quarterly) and ad hoc reports which may be viewed [REDACTED]and [REDACTED].  Additionally, Avalon’s PMO collects data on project status (separately from the system-captured data) and reports at an agency level.

Avalon will provide GSA with individual agency level performance reports which breakdown the key performance metrics, statistics and project status [REDACTED]format, on a scheduled basis and as requested.
1.3.3.4 Performance Management and Dispute Resolution (PWS 6.1.1.3)

Avalon will implement a standard process of review and evaluation of the governance/policy, processes, system, reports and people to ensure that we meet GSA program objectives.

· Governance/Policy: Avalon will communicate with the agency and will review government issued mandates to ensure that the accurate policies and governance is implemented within each agency and inline with each agency’s policy. 

· Processes: Avalon will regularly review our processes to identify and mitigate potential risks due to workflows with multiple dependencies.  

· System:  Avalon’s system is highly adaptable in that it may be configured and modified to assist in meeting the agency requirements.  

· Reports: In addition to the regularly scheduled reports, our system is capable of generating ad hoc reports.  The ad hoc reports may draw upon 15 different variables to be utilized for analysis in the event of problem situations.  

· People: Avalon has an in-place Service Improvement Program leading to the termination of an employee in the event of poor or inappropriate job performance.
1.3.4 Quarterly Review Meetings (PWS 6.1.1.5, (PWS 6.1.1.6)

Avalon will support quarterly management meetings with the GSA COTR and Procuring Contracting Office (PCO) using the Program Performance Status Reports as indicated in the PWS.  Avalon will deliver Program Performance Status Reports (PSR) indicating the wireless service [REDACTED]used (as it relates to flat rate usage), and savings generated or attributable to TEM services under this ID/IQ contract.  Avalon will further provide the ability to breakout these reports by month, agency, service type, or service carrier.  
1.4 Project (Agency- and Task Order-level) Management (PWS 6.1.2)

Avalon will assign one or more dedicated Project Managers (PM) to track and coordinate the implementation, administration, control, and quality assurance of the wireless lifecycle management program on a per task order basis.  The PM will coordinate, track and report on all related project tasks, goals and deliverables.  

Avalon views the transition/implementation as critical step in the project lifecycle where key factors must be identified.  Avalon’s PM will follow our standard project management procedures by engaging the agency in a kick-off meeting to establish requirements, outline the implementation process, identify unique requirements, and assess the agency needs. 

The PM will generate a detailed Task Order Project Management Plan (PMP[REDACTED].  The Task Order PMP will provide the agency with detailed steps and an associated timeline with milestones and resource allocations.  The PMP will provide status and progress of all tasks against the master schedule and will be delivered no later than 15 days after Task Order Award.

Upon acceptance, Avalon’s PM will review the Task Order PMP with the agency at weekly meetings during the implementation phase.  After implementation, the Task Order PMP will be utilized by Avalon’s PM as part of the Project Performance Status Reports (PPSR) to be delivered at agreed upon intervals to the client PM/COTR.  The Task Order PMP will be updated by the PM as requested.

1.4.1 Project Management Plan (PWS 6.1.2.1, PWS 6.1.2.3)

Avalon views a Project Management Plan as a subset of the Program Management Plan (PMP). Avalon proposes that the Project Management Plan will follow the same format as the PMP. (The PMP is detailed in Section 2.3.3, Program Management Plan)

Avalon also proposes to include a [REDACTED]as part of the Project Management Plan.  The [REDACTED]will be modified to match the specific TOR requirements.  A Task Order level PMP will be delivered no later than fifteen (15) days after task order award.

1.4.2 Weekly Project Review Meeting (PWS 6.1.2.4)

Avalon will use our Standard Project Implementation Template (see section 2.5.1) for weekly project review meetings during start-up and transition.  Post-implementation meetings will be held monthly and will focus on the contract related issues and will report on key performance measures.    The monthly PMO meetings will provide a complete review of an entire project portfolio including accomplishments, gaps, and rate-plan optimization recommendations.

1.4.3 Quarterly Project Performance Status Reports (PWS 6.1.2.5)

Avalon will provide quarterly project-performance status reports at meetings to be attended by the PM team and the agency’s COTR.  The quarterly review will follow the monthly format described in Section 2.4.2 and will additionally review the budget alignment with the resources.  

The following reports will be presented quarterly: 

· [REDACTED]

· [REDACTED]

· [REDACTED]
· [REDACTED]
1.5 Project Startup services (PWS 6.2)

Avalon’s primary objective during project start-up is a seamless transition from an incumbent provider and/or a smooth and timely implementation of a newly introduced wireless management program.  Avalon’s project implementation plan is based on lessons learned and best practices refined from [REDACTED]of directly relevant experience in implementing large wireless management programs for both government and commercial clients.  Our process is specifically designed to minimize risk, reduce start-up time, and create a solid business process foundation for on-going and successful management of the client’s wireless lifecycle program.

1.5.1 Project Implementation Plan (PWS 6.2.1)

Avalon will follow a structured management approach based on a proven methodology to execute the implementation of the project.  Our dedicated Project Manager will use our baseline project implementation template to develop a project implementation plan tailored to meet agency requirements.  The project implementation plan will clearly outline the steps to be followed, the responsible party, the start date, end date, and estimated duration for each task leading to the final “cut-over” date.  An example of Avalon’s project implementation plan is shown in Table 7.  Avalon will deliver the project implementation plan within 30 days after Task Order award to GSA and the contracting agency COTR or PCO.

Table 7: Project Implementation Plan Template

	Avalon Project Implementation Plan Template

	Process Step
	Resource 
	Start Date
	End Date
	Est. Duration

	I. Project Kickoff Activities
	 
	 
	 
	 

	A. [REDACTED]
	Avalon 
	 
	 
	 

	B. [REDACTED]
	Avalon/Agency
	 
	 
	 

	C. [REDACTED]
	Avalon/Agency
	 
	 
	 

	D. [REDACTED]
	Avalon/Agency
	
	
	

	II. Data Discovery
	 
	 
	 
	 

	II. A. Contact Information/LOA/Tax ID
	Agency
	 
	 
	 

	1. [REDACTED]
	Agency
	 
	 
	 

	2. [REDACTED]
	Agency
	 
	 
	 

	3. [REDACTED]
	Agency
	 
	 
	 

	4. [REDACTED]
	Agency
	 
	 
	 

	5. [REDACTED]
	Agency
	 
	 
	 

	II. B. Gather Invoice / Asset Data
	Agency 
	 
	 
	 

	1. [REDACTED]
	Agency
	 
	 
	 

	1a. [REDACTED].
	Agency
	 
	 
	 

	2. [REDACTED]
	Agency
	 
	 
	 

	3. [REDACTED]
	Avalon
	
	
	

	II. C. Obtain Coding and Structure Information
	Avalon/Agency 
	 
	 
	 

	1. [REDACTED]
	Avalon/Agency
	 
	 
	 

	2. [REDACTED]
	Avalon/Agency 
	 
	 
	 

	2a. [REDACTED].
	Avalon/Agency
	 
	 
	 

	2b. [REDACTED].
	Avalon
	 
	 
	 

	2c. [REDACTED]. 
	Avalon/Agency
	 
	 
	 

	II. D. Vendor Information
	Agency 
	 
	 
	 

	1[REDACTED]
	Agency
	 
	 
	 

	2.  [REDACTED]
	
	
	
	

	III. Invoice Management Set Up
	 
	 
	 
	 

	III. A. Create Static Tables
	Avalon/Agency
	 
	 
	 

	1. [REDACTED]
	Agency
	 
	 
	 

	2. [REDACTED]
	Avalon/Agency
	 
	 
	 

	3. [REDACTED]
	Avalon/Agency
	 
	 
	 

	4. [REDACTED]
	Avalon/Agency
	 
	 
	 

	III. B. Create A/P Feed 
	Avalon/Agency
	 
	 
	 

	III. C. Complete Inventory Relationships to Static Tables 
	Avalon/Agency
	 
	 
	 

	III. D. Load [REDACTED]
	Avalon/Agency 
	 
	 
	 

	1. [REDACTED]
	Avalon
	 
	 
	 

	2. [REDACTED]
	Avalon/Agency
	 
	 
	 

	3. [REDACTED]
	Avalon
	 
	 
	 

	4. [REDACTED]
	Agency
	 
	 
	 

	III. E. Establish Invoice Management Rules
	Avalon/Agency 
	 
	 
	 

	1[REDACTED]
	Avalon/Agency
	 
	 
	 

	2. [REDACTED]
	Avalon/Agency
	 
	 
	 

	3. [REDACTED]
	Avalon/Agency
	 
	 
	 

	4. [REDACTED]
	Avalon/Agency
	 
	 
	 

	III. G. User Roll Out and Training
	Avalon/Agency 
	 
	 
	 

	1. [REDACTED].
	Avalon/Agency
	 
	 
	 

	a. [REDACTED]
	Avalon/Agency
	 
	 
	 

	b. [REDACTED]
	Avalon
	 
	 
	 

	c. [REDACTED]
	Avalon
	 
	 
	 

	d. [REDACTED]
	Avalon/Agency
	 
	 
	 

	2.  [REDACTED]
	Avalon
	 
	
	 

	III. H. Change Addresses
	Avalon 
	 
	 
	 

	1. [REDACTED]
	Avalon
	 
	 
	 

	2. [REDACTED]
	Avalon
	 
	 
	 

	III. I. Consolidate Invoices
	Avalon/Agency 
	 
	 
	 

	1. [REDACTED]
	Avalon/Agency
	 
	 
	 

	2. [REDACTED]
	Avalon
	 
	 
	 

	3. [REDACTED]
	Avalon
	 
	 
	 

	III. J. Handoff to Invoice Management
	 Avalon/Agency
	 
	 
	 

	1. [REDACTED]
	Avalon/Agency
	 
	 
	 

	a. [REDACTED]
	Avalon
	 
	 
	 

	b. [REDACTED]
	Avalon
	 
	 
	 

	IV. Help Desk - [REDACTED]
	 
	 
	 
	 

	IV. A. Understand Agency Business Rules
	Avalon/Agency 
	 
	 
	 

	1. [REDACTED]:
	Avalon/Agency 
	 
	 
	 

	a. [REDACTED]
	Avalon/Agency
	 
	 
	 

	b. [REDACTED]
	Avalon/Agency
	 
	 
	 

	c. [REDACTED]
	Avalon/Agency
	 
	 
	 

	2. [REDACTED])
	Avalon/Agency
	 
	 
	 

	3[REDACTED]
	Avalon/Agency
	 
	 
	 

	4. [REDACTED]:
	Avalon/Agency 
	 
	 
	 

	a. [REDACTED]
	Avalon/Agency
	 
	 
	 

	b. [REDACTED]
	Avalon/Agency
	 
	 
	 

	c. [REDACTED]
	Agency
	 
	 
	 

	IV. B. Design and Load [REDACTED]
	 Avalon/Agency
	 
	 
	 

	1. [REDACTED]:
	 Avalon
	 
	 
	 

	a. [REDACTED]
	Avalon
	 
	 
	 

	b. [REDACTED]
	Avalon
	 
	 
	 

	c. [REDACTED]
	Avalon
	 
	 
	 

	d. [REDACTED]
	Avalon
	 
	 
	 

	2. [REDACTED]
	Avalon
	 
	 
	 

	3. [REDACTED]: 
	 Avalon
	 
	 
	 

	a. [REDACTED]
	Avalon
	 
	 
	 

	b. [REDACTED]
	Avalon/Agency
	 
	 
	 

	4. [REDACTED]
	Avalon/Agency 
	 
	 
	 

	5. [REDACTED]:
	Avalon/Agency 
	 
	 
	 

	a. [REDACTED]
	Avalon/Agency
	
	
	

	b. [REDACTED]
	Avalon/Agency
	
	
	

	c. [REDACTED]
	Avalon/Agency
	
	
	

	[REDACTED]
	Avalon/Agency
	
	
	

	[REDACTED]
	 Avalon
	 
	 
	 

	[REDACTED]
	Avalon
	 
	 
	 

	[REDACTED]
	Avalon/Agency
	 
	 
	 

	[REDACTED]
	Avalon/Agency
	 
	 
	 

	[REDACTED]
	Avalon/Agency
	 
	 
	 

	IV. C. [REDACTED] Rollout and User Training
	Avalon/Agency 
	 
	 
	 

	[REDACTED]
	Avalon/Agency
	 
	 
	 

	[REDACTED]
	Avalon
	 
	 
	 

	IV. D. Handoff to Ongoing Help Desk
	Avalon
	 
	 
	 

	V. Audit and Optimization
	 
	 
	 
	 

	V. A. Baseline
	 Avalon
	 
	 
	 

	[REDACTED]
	Avalon
	 
	 
	 

	[REDACTED]
	Avalon
	 
	 
	 

	V. B. Identify Cost Savings Opportunities
	 Avalon
	 
	 
	 

	[REDACTED]
	Avalon
	 
	 
	 

	[REDACTED]
	Avalon
	 
	 
	 

	V. C. Implement Approved Recommendations
	Avalon 
	 
	 
	 

	[REDACTED]
	Avalon
	 
	 
	 

	[REDACTED]
	Avalon
	 
	 
	 

	V. D. Post Implementation Audit/Verification
	 Avalon
	 
	 
	 

	[REDACTED]
	Avalon
	 
	 
	 

	[REDACTED]
	Avalon
	 
	 
	 


1.5.2 Project Manager (PWS 6.2.2)    

Avalon will assign a dedicated Project Manager, supported by Avalon’s PMO and Wireless Practice Manager, to serve as the agency’s primary point of contact for implementation and on-going management of the wireless program.  During the project start-up phase, the PM will have primary responsibility for tracking, updating, and managing the project implementation plan, and reporting status of individual project start-up tasks and sub-tasks to the agency’s COTR and/or designated stakeholders.  [REDACTED].

Avalon’s PM will work with closely the agency’s COTR to gather all relevant information required to set up the agency’s program [REDACTED]wireless management system.  This may include, but is not limited to: copies of carrier invoices (paper or electronic), carrier SMART reports (equipment reports by make/model/serial number), copies of carrier contracts, list of agency approved hierarchy codes, copies of existing wireless policies, vendor contact information, and reports and information from the agency’s property management, asset management or ordering systems.  Avalon’s Project Managers have direct experience in developing and executing the implementation of a complex portfolio of inter-dependent projects.

1.5.3 Initial Contract Optimization Analysis (PWS 6.2.3)

As part of the implementation process, Avalon will perform an initial contract and rate plan optimization analysis.  We will gather data across all wireless carrier contracts, invoices, and accounts to [REDACTED] for analysis to determine [REDACTED]in the areas of:

· [REDACTED]

· [REDACTED]
· [REDACTED] 

· [REDACTED]

· [REDACTED]

Contract Optimization Analysis Report: Avalon will provide an initial contract optimization analysis report with specific recommendations [REDACTED] opportunities with the largest financial impact for the agency.  Avalon will aggressively implement the agency-approved changes with the carriers.  Once complete, Avalon will shift focus [REDACTED]opportunities such as:

· [REDACTED].

· [REDACTED].
· [REDACTED].

· [REDACTED].

Optimization analysis and recommendation reports will be delivered monthly for tracking progress against approved changes.  Quarterly reports will outline the savings achieved against the saving projected on a period to date basis.  To perform the initial contract optimization analysis and rate plan analysis, Avalon will need:

· [REDACTED].

· [REDACTED]. 

· [REDACTED]. 

· [REDACTED].

1.5.4 Startup tasks (PWS 6.2.4)

The Project Implantation Plan will define all agreed upon tasks. Avalon will take all necessary steps to ensure a successful startup. As displayed in the Avalon Project Implementation Plan (Table 7 above).

Actual implementation time may vary based upon the completeness and complexity of polices, availability of agency information and personnel, and quantity of units to be implemented. If all data and information is readily available implementation can be completed in as little as two weeks.

1.5.5 Test and Demonstrate Electronic Data Transfer Capabilities (PWS 6.2.5)

Avalon’s IT staff will arrange and perform data transfer tests as part of the implementation process.  Avalon will follow a four-phase approach leading to a “cut over” to production. The timeline to accomplish these four phases will be dictated by the complexity of the effort and the availability of resources.  

Phase I: The initial phase [REDACTED]. 

Phase II: Avalon will deliver a Statement of Work (SOW) and Level of Effort (LOE) [REDACTED]. 

Phase III: Avalon will commence with delivering an Acceptance Test Plan (ATP) which will be reviewed and approved by the government technical lead.  Based on ATP approval, Avalon will proceed with actual testing.   

Phase IV: The 4th phase is “cut over” to production. At this point in time, Avalon will provide ongoing support for the interface.

1.6 Core Wireless TEM Services (PWS 6.3 and PWS 6.3.1)

Avalon will provide the core wireless TEM services for [REDACTED]
1.6.1 Wireless Service Contract/Agreement Administration Services (PWS 6.3.1.1)

1.6.1.1 Contract Management (PWS 6.3.1.1)

Record Keeping (PWS 6.3.1.1.1) - Avalon will maintain accurate and up-to-date copies of the agency’s wireless service agreements, contracts and related documents and will maintain electronic copies on-line for viewing as needed.  In addition, Avalon will implement the relevant contract elements in the management portal to ensure that procurements align with both contract terms and pricing as well as with agency policy.

Schedule of Key Dates and Events (PWS 6.3.1.1.2) -[REDACTED].  Avalon will utilize the calendar to measure each vendor’s performance and compliance with regard to the contract requirements and commitments.  On a quarterly basis, or as requested, [REDACTED].  
1.6.1.2 Monitoring of Spending Levels (PWS 6.3.1.1.3)

The information obtained [REDACTED]reports will be utilized to track any commitment level or spending obligation attained by the agency.  [REDACTED].  Real time consumption reports, containing information such as agency/department/carrier spending levels, service line counts, and user consumption levels will be available [REDACTED]. 

1.6.1.3 Quarterly Meetings (PWS 6.3.1.1.4)

Avalon will leverage our long-standing relationships and experience with various carriers to guide the agency in developing strategies for achieving optimal pricing, dealing with contract related issues, and maximizing the agency’s negotiating powers with the carriers.  Avalon will initially work with the agency to renegotiate existing contracts and will then work to negotiate new contracts including improving pricing and terms and conditions.

1.6.1.4 Industry Trends / New Technologies (PWS 6.3.1.1.5)

[REDACTED].  We also confer with the carriers regularly in addition to participating in trade conferences to exchange information on best practices, best of breed technologies, products and services.  Avalon will conduct a quarterly meeting with the agency to report on the current state of wireless cellular communications to report on changes in vendors, services, technologies and the potential impact of such changes on the agency.

1.6.2 Inventory Management Services (PWS 6.3.1.2)

1.6.2.1 Asset Identification (PWS 6.3.1.2.1)

During the implementation phase of the TEM setup, Avalon will work with both the agency and carriers to establish an accurate inventory of all wireless devices and services in-use by the agency.  [REDACTED]carrier invoices, and the agency’s internal property management system to [REDACTED] in which information is [REDACTED].  

Avalon’s asset identification process will [REDACTED]of a client’s existing physical inventory within the first 30 days of the discovery process.  Within approximately [REDACTED]inventory accountability will be complete.  After the discovery process, Avalon will maintain an accurate perpetual inventory of services, device and users by maintaining detailed transactional records for all new service requests and MACD’s from requisition to final device disposition.

1.6.2.2 Asset Tagging (PWS 6.3.1.2.3)

Avalon’s inventory specialists are capable of providing a variety of [REDACTED]to uniquely identify and manage wireless assets.  [REDACTED]include data elements such as hierarchy codes, addresses, and end-user contact information if so desired by the client.  

1.6.2.3 Data Transfer to Agency Property Management System (6.3.1.2.2)

Avalon’s experienced team of software engineers will support the agency in developing solutions for customized data integration requirements.  Our [REDACTED]system is capable of exchanging wireless inventory data with the agency’s property management system through file imports and exports including industry standard formats such as Excel, CSV, and SQL files.  Avalon will provide the agency full access to Avalon’s asset management system through our web-based portal and permissions-based user access accounts.  

1.6.2.4 MACD processing (6.3.1.2.4)

During the implementation phase, Avalon will coordinate a process with the agency to ensure that information from MACD requests will be seamlessly captured into our system in order to maintain an accurate inventory of wireless devices.  [REDACTED]tracking and reporting process which identifies every transaction, (MACD), with a transaction number, date, timestamp, transaction code, or any other data requirement preferred by the agency.  For every MACD processed in [REDACTED], a series of checks and balances as well as approval processes will be in place to guarantee the absolute accuracy of the agency’s inventory records. 

Figure 4: User specific Equipment and Bills Screen

FIGURE 4 REDACTED IN ITS ENTIRETY
1.6.2.5 Inventory Management Reporting (6.3.1.2.5)

Avalon’s system will provide online access to standard reports, ad-hoc reports, or custom-designed inventory and asset management reports beginning at a high level with summary views across all services, vendors, or departments with drill down capability to an individual item.  During the implementation phase, Avalon will assign a Project Manager familiar with the system and various reports. The PM will provide training [REDACTED]to educate agency users on the types of reports available through the system.  The PM will also be available as a resource to authorized agency users requiring assistance in generating reports using the report builder tool.

1.6.2.6 Audit Support (6.3.1.2.5)

In the event of an audit, Avalon will fully cooperate with agency audit officials to support their audit requirements. We will provide an accurate inventory listing as our system provides for detailed transactional records for all new service requests and MACD’s from requisition to final device disposition.

1.6.3 Invoice Management and Audit Services (PWS 6.3.1.3)

1.6.3.1 Receipt of Carrier Invoices (PWS 6.3.1.3.1)

Avalon will utilize our [REDACTED]to create a database of the agency’s wireless invoices and services.  Avalon will work with the agency’s Accounts Payable, Information Technology, and other departments responsible for telecommunications expenses to establish a process to receive and upload electronic or paper copies of monthly carrier invoices into the system.  Once the information is loaded into [REACTED], the system will automatically communicate with our inventory management system, [REACTED], to validate the carrier invoice information with the agency’s ordering records, inventory, and wireless contract service agreement terms.

Invoice Format and Data Upload - [REDACTED].  These data load utilities are continually updated to reflect any changes in carrier invoice format.  Data received in electronic format is uploaded within [REDACTED].  Data received via paper invoice will be loaded in accordance with an invoice upload schedule based the billing cycle end-dates and approved by the client agency.  Avalon will coordinate the consolidation of invoices by vendor and the conversion of paper invoices to electronic format to the extent such consolidations and conversions are available from Agency vendors.  Complete call details records will be available on-line for all data received in electronic format.
[REDACTED]. 

Invoice Schedule and Tracking - [REDACTED] will automatically monitor a schedule of invoice processing events. Avalon’s billing specialists will regularly utilize [REDACTED] to track outstanding invoices and will pro-actively contact carriers to ensure invoices are received in a timely manner.  

1.6.3.2 Invoice Validation and Verification (PWS 6.3.1.3.2)

Validation of account ownership - Avalon will review each invoice on a monthly basis to verify account ownership.  Invoices received by Avalon but not identified as part of the overall TEM program will be reported back to the agency [REACTED].  If the orphan account is identified as an agency account, Avalon will integrate that account into the agency’s TEM program.

Verification of rates, charges, and discounts - [REDACTED].  Avalon will also compare all carrier invoices with a list of “unapproved” features, as identified by the agency, to identify variances and discrepancies.   Prior to invoice payment, Avalon will research and report all discrepancies to the carrier and will ensure that only verified charges will be paid by the agency.

Verification of correct account numbers and phone numbers - [REDACTED]well as the MACD records to verify that all phone numbers are associated with the agency’s account.   When a non-matching account number is identified in an exception report, [REDACTED].  Avalon will research and report any discrepancies to the agency.

Identification and recovery of missing carrier invoices - Avalon’s billing specialists will continuously monitor the billing cycle dates [REDACTED].     

Analysis of invoices for abuse, misuse, and fraud - [REDACTED].  Avalon billings specialists will follow up to track down and identify the agency of potential cases of fraudulent charges, alarming trends, or other abnormalities  

1.6.3.3 Cost Allocation by Hierarchy Code / Dept, Cost Center (PWS 6.3.1.3.3)

[REDACTED] attributes including but not limited to, location, department, project code, general ledger accounting codes, and employee.  It is possible to make expense allocations at the inventory level and multiple allocation rules are available.
1.6.3.4 Monthly Reporting (PWS 6.3.1.3.4, PWS 6.3.1.3.6)

Avalon’s [REDACTED], is designed to provide extensive business intelligence through its various reporting capabilities.  At a high-level, [REDACTED]provide summary reports with views across all agencies and carriers.  On a more detailed level, [REDACTED]of detailing spending levels and trends by individual agency, department, cost-center, carrier, service-type, down to the level of call detail produced by individual end users.  

[REDACTED].  Each report is capable of utilizing 15 unique identifiers to produce reporting and trending analysis on an ad-hoc basis.  [REDACTED] builder through which all reports may be exported to [REDACTED].  Avalon will add any frequently requested agency specific reports to the menu of standard reports.    Refer to Section 2.6.5 for further information regarding reporting capabilities.

1.6.3.5 Integration with Inventory Management System (PWS 6.3.1.3.5)

Avalon’s TEM system is compromised of [REDACTED]which share a common database.  Therefore, updates made to device specific information such as make, model, ESN, IMEI, [REDACTED] will be automatically visible in invoice management module, [REDACTED].  The integration of these modules is a core feature of our system and a critical component of Avalon’s ability to efficiently track changes to asset information and maintain positive control of wireless assets. 

1.6.3.6 Integration with Agency Bill Payment System (PWS 6.3.1.3.7)

Avalon [REDACTED] based on the agency’s specific system requirements.  If the optional bill payment service is elected, payments made by the TEM provider to the carriers will be [REDACTED]. 

1.6.3.7 Cost Savings Recommendations (PWS 6.3.1.3.8)

Avalon’s experienced billing and audit analyst manage all aspects of invoice and expense management on a client specific basis.  Our specialists will provide on-going expert advice and monthly reports to the task order Project Managers.  [REDACTED].

1.6.3.8 Help Desk Support (PWS 6.3.1.3.9)

Help desk support for invoice management will be [REDACTED] to address billing and invoice related questions from the agency financial and telecommunications account managers.  Avalon’s billing analysts are experienced in handling a variety of questions ranging from feature and rate plan charges to account consolidations and migrations.  Help desk requests may also be submitted by electronic forms available through the [REDACTED].

1.6.4 Rate Plan Optimization Services (PWS 6.3.1.4)

1.6.4.1 Rate Plan Optimization Methodology (PWS 6.3.1.4.2)

[REDACTED] engine automatically [REDACTED], by carrier and generates a [REDACTED] .  Rate plan optimization is performed on a monthly basis as an included part of the monthly invoice audit and reconciliation process.  

1.6.4.2 Monthly or Quarterly Savings Reports (PWS 6.3.1.4.1)

On a monthly basis, rate plan optimization changes will be forwarded to the agency for review and subsequent implementation with the carrier.  Monthly reports reviewed with the agency include:

· [REDACTED].
· [REDACTED].
· [REDACTED].
· [REDACTED].
· [REDACTED].
Avalon will report on the [REACTED recommendations quarterly or more frequently if required.  [REDACTED].  Monthly cost savings reports are “action-oriented” recommendations for agency approval and subsequent implementation.  Quarterly reports provide a summary of the cost savings recommendations both made and achieved within a given quarter.  

1.6.4.3 Implementation of Approved Rate Plan Changes (PWS 6.3.1.4.3, PWS 6.3.1.4.4)

Avalon’s billing and audit specialists will submit agency approved cost savings recommendations to the wireless carriers for implementation.  All requested changes will be entered into the system and tracked until completion.  [REDACTED].  Any disputes based on carrier non-compliance and any subsequent recoveries will also be tracked until resolved.

1.6.5 Management Reporting Services (PWS 6.3.1.5)

1.6.5.1 [REDACTED] Reporting Capabilities (PWS 6.3.1.5.1)

[REDACTED] system will provide the client agency with robust and hierarchical data views for reporting.   Reports begin at the top level with views of the enterprise, all vendors and services.  [REDACTED].  Each element of cost and inventory item is assignable [REDACTED] to facilitate reporting on agency-specific requirements.  We have the ability to show [REDACTED], as shown in Figure 5 below, with drill-down capability to provide specific attributes in various categories.

Figure 5: Example [REDACTED]
1.6.5.2 Standard Reports (PWS 6.3.1.5.2, PWS 6.3.1.5.2)

Standard reports are built into the system and are easily accessible through the user interface to generate real-time dashboard-type graphical report summaries.  All standard reports will available from [REDACTED].  Shown below are examples depicting comparison and historical trending information.
1.6.5.3 [REDACTED]. 

[REDACTED].

1.6.5.4 Training and Support for Reporting Capabilities (PWS 6.3.1.5.4)

Avalon will assign a dedicated Project Manager who is trained and well versed in the system’s reporting capabilities.  Avalon’s Project Manager will train authorized agency users on how to use the reporting tools to generate standard or ad hoc reports specific to their individual requirements.  In addition, [REDACTED] with any questions regarding the portal and how to generate standard or ad hoc reports.

1.7 Optional Wireless TEM Services (PWS 6.3.2)

Avalon will provide the optional wireless TEM services as requested by the agency for Contract Optimization Services, Ordering and Procurement Services, Bill Payment Services, Dispute Recovery Services, and Device Disposition/Disposal Services.

1.7.1 Contract Optimization Services (PWS 6.3.2.1)

1.7.1.1 Contract Assessment (PWS 6.3.2.1.1)

[REDACTED].

1.7.1.2 Contract Optimization Recommendations (PWS 6.3.2.1.2)

Avalon will review wireless carrier contracts based on agency needs, industry best practices, and an analysis of historical usage patterns at both the end-user and enterprise level to provide [REDACTED].  In addition, Avalon will compare vendor plans and Agency needs to determine if the vendor will offer the agency cost advantages for users or groups of users fitting a certain profile.

1.7.1.3 Implementation of Approved Contract Optimizations (PWS 6.3.2.1.3)

Avalon will report any errors discovered during the contract assessment and coordinate with the agency and carriers to correct the errors and obtain credits for any excess charges as appropriate.  Approved contract optimization changes will be implemented and carried-out by Avalon in coordination with the agency and carriers. [REDACTED].  

1.7.1.4 Reporting and Tracking (PWS 6.3.2.1.4)

[REDACTED].  Additional savings achieved as a part of the on-going invoice management, auditing, and rate plan optimization activities will be reported and reviewed with the agency on a monthly basis.  [REDACTED].  Comprehensive cost analysis, trending, and cost savings reports are available through the [REDACTED].

1.7.2 Ordering & Procurement Services (PWS 6.3.2.2)

1.7.2.1 Customized Web Based Ordering Portal (PWS 6.3.2.2.1)

Avalon will provide a unique, [REDACTED] available to each agency through the use of our [REDACTED].  The front-end appearance of the [REDACTED] will be customized to seamlessly integrate with the look and feel of each agency’s [REDACTED].  [REDACTED].  Order status will be available in real-time [REDACTED].  The system will provide the agency a comprehensive, centralized and controlled means of managing the ordering and procurement process of all devices, rate plans, and accessories from agency approved vendors at agency approved rates. 

1.7.2.2 Wireless Device and Service Catalogue (PWS 6.3.2.2.1)

During the project implementation phase, Avalon will work with the agency to define a catalogue of wireless services, devices, and accessories to be available in the portal.  The resulting [REDACTED] for the client agency’s end-user population.  [REDACTED] .  The system currently contains baseline information on [REDACTED].   The [REDACTED]  will be reviewed and updated with the agency on a quarterly basis as new devices and services become available.

1.7.2.3 MACD Support Options (PWS 6.3.2.2.2)

During the implementation process Avalon will define a process for the automation of Moves, Adds, Changes and Disconnects (MACD’s) and other service requests based on the agency specific workflows and approvals.  MACD’s typically include, but are not limited to:  ESN changes, suspensions, terminations, number migrations, number ports, account consolidations, device upgrades, device replacements, report of lost/stolen devices, and device disposition requests.  MACD’s will be supported across all agency approved wireless carriers.

[REDACTED].  Each MACD will be assigned a [REDACTED] enable the end-user and appropriate management to track the status of the request in the system from order placement to order fulfillment.  [REDACTED].

1.7.2.4 Ordering and Procurement (PWS 6.3.2.2.3)

Requests for new orders, upgrades, or replacements will be placed [REDACTED] will reflect the services and devices available to the end-user or manager placing the order based on predefined roles, permissions as described in the sections above.  Ordering and procurement will support all carrier services currently available to the agency for its wireless communications.  

The Figure 8 below illustrates [REDACTED].  Agency specific workflows will be developed during the project implementation phase.

Figure 8: REDACTED
1.7.2.5 Role Based Permissions and Approvals (PWS 6.3.2.2.5)

Avalon will coordinate with the agency to ensure that policy enforcement and policy compliance are integrated into the overall workflow and approval process.  [REDACTED].  There are over [REDACTED] which can be assigned to users.  User roles can further be defined by permissions based on their hierarchy or other criteria.  For example, [REDACTED]  - Avalon’s system is capable [REDACTED].  Based on this, [REDACTED].   

1.7.2.6 Order Status and Tracking (PWS 6.3.2.2.4, PWS 6.3.2.2.5)

Online order status will be available through the ForesightTM portal for all approved users, moderators, managers, approvers, super users, to check status on orders submitted, orders pending approval, orders in progress, and orders complete.  Any changes and status updates made to individual orders, including who did what and when, from order initiation to order completion will be viewable through the system.  Links to shippers’ web sites will be available in the system to provide ready access to real-time device shipment status.  

Reports will be available at summary level in either a list format or a graphical snapshot with drill down to individual orders.  Changes and status updates can be captured to allow for a detailed accounting of all asset activity from order initiation through entry into the asset management system.

1.7.2.7 Help Desk Support (PWS 6.3.2.2.6)

Avalon will provide helpdesk service from 8:00am – 8:00pm EST, Monday - Friday with emergency support available 24x7x365.  Avalon’s experienced helpdesk support professionals will provide complete end-user support for wireless services and devices to include: new orders, replacement orders, ESN changes, suspensions/cancellations, troubleshooting, break/repair procedures, account changes, billing questions on rate plans and features, and assistance with the both the ClarityTM and ForesightTM portals.  Our helpdesk technicians are experienced working with government customers and will act as client advocates when interfacing with tier two or carrier technical support teams.  We provide in-depth, agency specific training to our customer service representatives in order for them to become intimately familiar with the processes and unique requirements of their assigned agency.
1.7.3 Bill Payment Services (PWS 6.3.2.3)

[REDACTED], to receive, time stamp, review, reconcile and prepare invoices for chargeback to internal customers and/or make timely payment to services providers on a monthly basis.  Bill payment reports will be available [REDACTED].

1.7.3.1  Invoice Validation and Verification (PWS 6.3.2.3.1)

[REDACTED]. All invoice fees and charges will be captured in a central database in a common data format and will be available for data mining. 

[REDACTED] will run an automated reconciliation routine to validate all fees and charges for all types of services against contracted rates.  [REDACTED].  Anomalies will be flagged in the system [REDACTED] within account for investigation and resolution. 

1.7.3.2 Payment Processing by General Ledger Code (PWS 6.3.2.3.2)

Avalon’s staff is experienced at developing, preparing and presenting reports as part of Chargeback Processing and Financial Management.  Avalon will identify an invoice and associate it to corresponding general ledger code(s) and vendor code(s).  Reports will be available on weekly, monthly and quarterly basis are required on relevant processes.  Section 2.6.3.6 also covers Integration with Agency Bill Payment System.

1.7.3.3 Maintenance of Database and Account Information (PWS 6.3.2.3.3)

Avalon staff is experienced at working with agency clients to implement and update the agency specific database.  Updates are provided within the terms [REDACTED].  Key elements that require regular update for accurate invoice validation and verification and bill presentation/payment include but are not limited to: [REDACTED].

1.7.3.4 Bill Payment Status Reports (PWS 6.3.2.3.4)

Sections 2.6.5.1, 2.6.5.2, and 2.6.5.3, provide a fuller [REDACTED] reporting capabilities.  [REDACTED] will provide details on invoices paid, invoices open, and government funds in the possession of Avalon for the payment of invoices.  Reports will be available on weekly, monthly and quarterly basis are required on relevant processes.

1.7.3.5 Account Consolidation (PWS 6.3.2.3.5)

Avalon’s staff is experienced at invoice consolidation within an individual wireless service provider and/or across multiple wireless service providers.  [REDACTED]. It is also important to note that accounts scheduled for consolidation [REDACTED].  Section 2.6.3.7 also covers Cost Savings Recommendations (account consolidation, rate plan changes, zero use, and usage trends)

1.7.4 Dispute Recovery Services (PWS 6.3.2.4)

Avalon will dispute invalid or unauthorized fees and charges and track the dispute items through to final resolution. [REDACTED].   Our automated system and established processes will reduce errors and inconsistencies in dispute management. 

1.7.4.1 Dispute Research and Claim Submission (PWS 6.3.2.4.1, PWS 6.3.2.4.2)
As stated in Section 2.6.3.2, Invoice Validation and Verification, our experienced team of Audit and Billing specialists [REDACTED].  It is important to note that MACD activities initiated [REDACTED] will be used to investigate and document the disposition of government telecom assets including the rate plan applied to the device. 

[REDACTED].

1.7.4.2 Track Claims to Resolution (PWS 6.3.2.4.3, PWS 6.3.2.4.4)

Avalon will [REDACTED]. Additionally, we will continue to manage open claims for the period described following expiration of an awarded task.

Section 2.6.3.2 addresses our carrier agnostic Invoice Validation and Verification process.

Section 2.6.3.1 [REDACTED].

Section 2.6.4.3 covers Implementation of Approved Rate Plan Changes [REDACTED].

1.7.4.3 Reporting (PWS 6.3.2.4.5)

Section 2.6.5.1, 2.6.5.2, and 2.6.5.3, provide a fuller review [REDACTED]. Our reports will provide details on the status of pending credits and the value of closed claims at any time.

1.7.5 Device Disposition/Disposal Services (PWS 6.3.2.5)

Avalon is well versed and compliant with the federal requirements for management and disposal of personal property as outline in 41CFR chapter102.  Our experience and expertise enables Avalon to achieve the most efficient and cost-effective means for device disposition and disposal.  [REDACTED].  Our disposal practices are fully automated across our system modules to ensure positive control of assets from cradle to grave.

1.7.5.1 Device Disposition and Disposal Policy (PWS 6.3.2.5.2, PWS 6.3.2.5.3)

[REDACTED]. Avalon will draw upon our experience to assist an agency in developing tailored policies and processes designed to meet their unique requirements and maintain federal standards for data security and environmentally sound disposal.

1.7.5.2 Device Disposition Process (PWS 6.3.2.5.2, PWS 6.3.2.5.3)

Avalon will work with the agency during the project implementation phase to develop a device disposal workflow specific to agency requirements and capable of integration with the agency’s property management system.  The Figure 9 below provides [REDACTED]. 

Figure 9: REDACTED
Wireless devices will be tracked [REDACTED] system until they are collected from the agency for device replacement or final disposition.   Once a device is removed from the [REDACTED].  This process will ensure complete accountability and tracking of devices after they are removed from the active device inventory to facilitate tracking status up to final disposition.  Thus, [REDACTED].    

1.7.5.3 Device Collection and Staging (PWS 6.3.2.5.4)

[REDACTED].  [REDACTED].  We will work with the agency to coordinate processes to collect and stage wireless devices for replacement, wiping, recycling, destruction, sale or exchange, and redeployment.

[REDACTED] - Avalon understands the need for sound practices when it comes to protecting data.  [REDACTED].

[REDACTED] - [REDACTED].  

[REDACTED] - To fulfill a Task Order Request (TOR), [REDACTED].   

[REDACTED] - [REDACTED].

1.7.5.4 Device Re-deployment (PWS 6.3.2.5.5, PWS 6.3.2.5.6)

[REDACTED].  This will provide the agency a cost efficient method of re-purposing devices prior to obsolescence.   Depending on agency requirements, [REDACTED].  Avalon will perform comprehensive testing of all devices prior to redeployment.

1.7.5.5 Device Disposal Reporting and Auditing (PWS 6.3.2.5.7)

[REDACTED] generates standard, ad hoc and custom reports. Standard reports include [REDACTED].  Summary reports with drill down capability to the inventory level [REDACTED].   

1.8 Wireless TEM Transition Services (PWS 6.4)

Avalon will develop a transition plan to enable [REDACTED] .  The actions and steps required to effectively transition from one TEM provider to another will follow the same process as our implementation plan as described in section 3.15.  We will take all necessary steps to provide data and information to the new provider.  Our plan will outline known risks and foreseeable problems and will identify the cost, if additional resources are required to successfully transfer responsibility.

Avalon will work with a new TEM provider to carry out all steps outlined in the implementation plan in order to fully transition program responsibility prior to the targeted cut-over date[REDACTED].

1.9 (Non Networx) Wireless Service and Device Resale Services (PWS 6.5)

1.9.1 Procurement of Non-Networx Services (PWS 6.5.1, PWS 6.5.2)

1.9.1.1 Service plans 

Avalon will work with the designated agencies to manage the list of agency-approved non-Networx service providers [REDACTED]. Avalon will provide the capability for an authorized agency representative to order and purchase [REDACTED].  All wireless services, devices, and contract agreements procured from non Networx carriers will be included in the overall TEM service options selected by the agency.  

1.9.1.2 Devices (PSW 6.5.5)

Avalon will work with the designated agencies to manage the list of agency-approved devices from non Networx service providers [REDACTED]. Avalon will follow the Ordering and Procurement processes as described in Section 2.7.2.

1.9.1.3 Accessories

Avalon will work with the designated agencies to manage the list of agency-approved accessories for non Networx service providers’ devices [REDACTED].  In addition, Avalon will provide the ability for designated agencies to buy accessories from non Networx carriers and suppliers.  

1.9.2 Supported Wireless Technologies (PWS 6.5.3)

[REDACTED].  As new services and technologies become available and approved for use by GSA or at the Agency level, Avalon will provide [REDACTED].

1.9.3 Minimize Non Networx Wireless Costs (PWS 6.5.4)

Avalon will coordinate with non Networx wireless to select the best commercially available wireless rate plans and agreements to reduce the agency’s wireless [REDACTED].

1.9.4 Technology Refresh (PWS 6.5.6, PWS 6.5.7)

1.9.4.1 Term and Definition 

Avalon will stay abreast of the latest upgrades for both cellular and personal communication devices.  [REDACTED], Avalon will provide the designated agency with the opportunity [REDACTED].

[REDACTED].

1.9.4.2 Notification and Process 

Avalon will provide notice within [REDACTED].  Avalon will provide a description of the new device [REDACTED].

1.10 Technical and Management Constraints (PWS 7.0)
1.10.1 Section 508 Compliance (PWS 7.1)

Avalon is committed to providing software and web-based products that are accessible to users with disabilities. To ensure our compliance with Section 508 of the Rehabilitation Act, [REDACTED].

[REDACTED]:

· [REDACTED]. 

· [REDACTED].

Additionally, [REDACTED]. 

Table 8: Section 508 Accessibility Summary

	Item
	Description
	Location

	[REDACTED] 
	[REDACTED] 
	[REDACTED] 

	[REDACTED] 
	[REDACTED] 
	[REDACTED] 


1.10.2 Data Security and Safeguards Data Security and Safeguards (PWS 7.2)

1.10.2.1 Wireless Device Security and Secure Remote Access (PWS 7.2.1)

[REDACTED], and will comply with all the requirements specified in the PWS section 7.2 for Data Security and Safeguards.  Avalon has evaluated and implemented several products which meet and exceed these requirements.  [REDACTED].  

1.10.2.2 Managing Fraud and Cloning (PWS 7.2.2)

Most carriers have implemented some form of technology to minimize cloning.  This is done using technology to ‘fingerprint’ legitimate users by mapping additional signal and electronic characteristics to the (ESN/MIN) pair which can identify and ‘fingerprint’ the device.  These records are validated against a database when a call is generated and validated users are allowed to continue use of the device and invalid user calls are terminated. 

Team Avalon currently manages fraud and device cloning by several means. [REDACTED].  Avalon also uses our internal systems to validate [REDACTED].

1.10.2.3 Unapproved Features (PWS 7.2.3)

[REDACTED].  Any features that are not allowed under agency policy will be deactivated.  Equipment will be procured in compliance with the agency approved policy for all new devices. Services will be provisioned to meet the policy requirements.   [REDACTED].  Any approved actions will be implemented to assure future conformance to policy.  

1.10.3 Security Clearances (PWS 7.3)

Avalon has [REDACTED] already in place in key management and support roles.  All personnel requiring security clearances will be obtained as required.  Our staff will adhere to all security requirements during the performance of this contract. 

1.10.4 Records / Data Rights (PWS 7.4)

Avalon understands the importance of maintaining records and data securely and properly.  All database and source code data, records and information developed, created or received by Avalon under the FSSI contract will become the property of the United States Government and will be delivered electronically upon request and at contract termination.  Avalon understands that such database and source code data, records and information will include, but are not limited to, [REDACTED] software applications, secure records received from the contracting agency, and original invoices received from the wireless service providers in Avalon’s role as the Designated Agency Representative.  In compliance with FAR 12.212, Computer Software, the commercial computer software and commercial computer software documentation utilized by Avalon for the performance of the contract will be furnished under the license customarily provided to the public.
1.10.5 Copyrights (PWS 7.5)

Any software and computer data/information developed, as a component of this contract shall have the following statement attached to documentation: 

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

Avalon understands that software and computer data/information developed or created by Avalon as a component of the FSSI contract will become the property of the United States Government and that Avalon may not claim a copyright in or to such and computer data/information.  Accordingly, Avalon will ensure that any software and data/information developed as a component of the contract will have the following statement attached:

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

1.11 Deliverables (PWS 8.0)

Avalon will ensure that all deliverables are submitted on time following the schedule included in the RFP.

1.12 Inspection and Acceptance (PWS 9.0)

1.12.1 Scope of Inspection (PWS 9.1)

Avalon understands the scope and the need for GSA to perform thorough inspections of all deliverables and work performed under this contract.  Avalon’s team of project managers will make ensure that GSA is provided a schedule that will provide adequate time to prepare and perform inspections and/or testing of the deliverables.

1.12.2 Basis of Acceptance (PWS 9.2)

It will be the responsibility of the PM to ensure that every deliverable meets the GSA standards and will be free of grammatical and spelling errors.  [REDACTED]. The PM will submit deliverables to Avalon’s Quality Control Team for a final review before submission. 

2 Management Approach (L.8)

Team Avalon is an experienced telecommunications management team utilizing industry best processes and proven systems driven by metric based SLA’s and a QAP, to ensure that we meet the GSA and its customers program objectives. 

2.1 Wireless Lifecycle Philosophy and Value Proposition

Team Avalon’s Wireless Lifecycle Management philosophy consists of three basic principles; [REDACTED].  In order to ensure the efficient execution of our three basic principles, Avalon utilizes key personnel and key processes aligned with our department organizations to support our full range of services.   

3.1.1  [REDACTED]

[REDACTED] 

[REDACTED] - There are several areas where Avalon’s first principle, [REDACTED], may be applied in order to achieve the greatest cost savings and ensure cost effective spending[REDACTED].  Under Avalon’s TEM program, our [REDACTED].   

[REDACTED] - [REDACTED].  

[REDACTED] - [REDACTED].

2.1.1 [REDACTED].
[REDACTED] - Across Avalon’s internal departments, reporting has been established as part of Avalon’s [REDACTED].  Reports are required from every department in Avalon and are matched against internal SLA’s in order to ensure that our key processes enable us to adhere to our guaranteed levels of service.

[REDACTED] - The reporting process also serves to enable Avalon to review our key processes and refine our procedures in order to overcome deficiencies and progress to a higher standard and level of service.

[REDACTED] - [REDACTED].

2.1.2 [REDACTED].
[REDACTED] - [REDACTED].  The Helpdesk consists of highly trained individuals who are well versed in wireless technology and who are trained on the unique characteristics and specifics of each client account.

[REDACTED] - [REDACTED].  

[REDACTED] - [REDACTED].

2.2 [REDACTED].
[REDACTED] 

Table 9: Teaming Partner Responsibilities for PWS

	Company
	Role
	Primary Responsibilities for PWS

	Avalon Technology, Inc.
	Prime Contractor
	Program Management, Project Management, Project Start-up, Contract Administration, Inventory Management, Invoice Management and Audit, Management Reporting, Ordering and Procurement, Bill Payment, Device Disposition, Wireless Service and Device Resale, TEM system support and maintenance

	[REDACTED].
	Strategic Technology Partner
	[REDACTED] 

	[REDACTED]
	Major Sub-Contractor
	[REDACTED] 


2.3 Our Technology and Service Partners

Avalon is strategically organized and partnered with key wireless vendors to meet and support the requirements of the PWS.   Avalon will fully leverage these relationships to keep agencies informed of new wireless technologies and develop customized solutions as requirements change over time.

Table 10: [REDACTED]
	[REDACTED] 

	[REDACTED] 
	[REDACTED] 
	[REDACTED] 

	[REDACTED] 
	[REDACTED] 
	[REDACTED] 

	[REDACTED] 
	[REDACTED] 
	[REDACTED] 

	[REDACTED] 
	[REDACTED] 
	[REDACTED] 

	[REDACTED] 
	[REDACTED] 
	[REDACTED] 

	[REDACTED] 
	[REDACTED] 
	[REDACTED] 


2.4 Corporate Organizational Structure

Avalon has a “matrix” style organizational structure which is aligned by departmental hierarchies to support and manage the efficient execution of wireless management services.  [REDACTED].

Figure 10: [REDACTED]
Our matrix style organization provides the flexibility to quickly add incremental resources to support new clients or new requirements within an existing program.  In addition, our Project Manager’s are empowered with dedicated personnel within their respective support elements who are trained and become intimately familiar with the customer specific processes and requirements. 

2.5 Qualifications of Key Personnel

Avalon is proposing qualified consultants as key personnel who are experienced and knowledgeable Subject Matter Experts who have worked on projects of similar size and scope with other Federal Agencies.

[REDACTED]. 

2.6 Sales and Marketing Plan 

Avalon has an established Federal government TEM sales and marketing program.  [REDACTED]:  

· [REDACTED] 
· [REDACTED].  

· [REDACTED] 
We look forward to working with the GSA on these activities.

3 SAmple Tasks (L.8)

[REDACTED] 
The data included in this proposal shall not be disclosed outside the Government or duplicated, used, or disclosed in whole or in part for any purpose other than to evaluate the information; provided that if a Contract is awarded to the Offeror as a result of or in connection with the submission of the data, the Government shall have the right to duplicate, use, or disclose the data to the extent provided in the contract. This restriction does not limit the Government’s right to use information contained in such data if it is obtained from another source without restrictions. The data subject to the restriction is contained in sheets marked with the following legend: Use or disclosure of data contained on this page is subject to the restriction on the title page of this document.
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Figure � SEQ Figure \* ARABIC �6�: REDACTED





Figure � SEQ Figure \* ARABIC �7�: REDACTED
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