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Upon the basis of the following findings pursuant to authority of FAR 16,5, Indefinite-Delivery Contracts, it is hereby determined that the proposed contract action may be negotiated without the justification described in Federal Acquisition Regulation (FAR) Subpart 6.3, Other than Full and Open Competition.

FINDINGS

1. Authority is sought to issue a task order for call center services with ABC Vendor.  The task order was placed with ABC Vendor under GSA’s USA Contact Program.  The task order is in support of the XYZ Agency’s Intake Program.  As the result of devastation caused by Hurricane Katrina, the program has been set up to provide disaster assistance for the citizens and businesses of Louisiana and Mississippi.  Based on the number of calls now flowing into the XYZ Agency Information Center, the surge requirements described herein are essential to provide for an adequate response to the huge, initial volume.
2.  The Contractor shall provide and maintain turnkey service of telephone representatives, ADP and telecom equipment and network services, including call processing equipment, and facilities and network services for the purpose of responding to incoming calls and accepting applications for disaster assistance.

The Contractor shall provide all technical and management services to support the task, including program management, technology management, information and relationship management, human resources management, performance management, quality assurance/quality improvement, management reports, security, contingency/disaster recovery, and value engineering.
The Contractor shall be able to provide attended service for two, non-overlapping eight (8) hour shifts between the hours of 4:00 am to 12:00 Midnight Central time, seven (7) days a week.  Shift times will be determined by the Government.  If directed by the Government, the Contractor shall provide attended service 24 hours a day, 7 days a week.
The Contractor must provide a minimum of 350 agents and workstations on the first day of performance.  The Contractor will then provide 2,000 workstations and 2,000 agents within 14 days of contract award.  Finally, the Contractor must provide staffing 4,000 agents within the next 14 days of performance.  On 0X/0X/2006, the Contracting Officer received a call from the XYZ Agency Program Office stating that, due to the tremendous, initial surge of calls, they may need the Contractor to provide 12,000 agents and workstations by Saturday, 0X/0X/2006 for approximately seven (7) to ten (10) days and then revert back to the task orders initial requirements. This additional requirement did not materialize.

The estimated value of this XX-day/month/year effort is $XX,XXX,XXX.XX.
3.  This requirement will be competed under the USA Contact program.  Although this is an urgent and compelling requirement that is clearly impacting the Federal Government as a whole, the USA Contact program is designed to respond to call center requirements quickly with the right solution to meet the customer’s needs.  It is this combination speed and scalability that brought the XYZ Agency to GSA to assistance.  All nine (9) firms concentrate on call center services as their core business; all have multiple sites across the country and all have the latest technology necessary to provide a superior technical solution to a wide range of requirements.

The scope of services in the USA Contact Statement of Work state that:

“The Contractor shall provide a wide range of automated and manual customer

Support services to respond to inquiries about Federal Government programs, policies, information sources and agencies from the general public, Congressional offices, business and professional communities, academia Government offices, and electronic and print media.  The Contractor shall furnish the necessary facilities, personnel, equipment, supplies, and services, as required, to meet the requirements of the Government.  The Contractor shall perform all technical and management functions, as described in this SOW, to plan, design, implement, operate, and manage the contract center solutions.  In addition, the Contractor shall provide any special project support needed to analyze, plan, design, implement, operate and manage special customer support services that may be needed to meet the diverse needs of the Government.

The geographic scope of this solicitation encompasses primarily contract centers that will be located in the contiguous 48 states.  Where appropriate, the Government may allow centers to be located outside of the primary coverage area.  The Contractor shall respond to inquiries and fulfillment requests originated from within the United States and from foreign countries.

The term “multi-channel contact center,” as used in this solicitation, refers to a customer contact center that performs all functions associated with receiving and responding to inquiries, and providing information and services through the use of various communications, media, including telephones, telecommunications devices for the deaf (TDD/TTY), e-mail, postal mail, facsimile, the Internet, and other media as appropriate.”
The instant requirement is clearly within the scope of services provided under these contracts.

4.  There were nine firms being solicited and all have indefinite-delivery, indefinite-quality (IDIQ) contracts awarded under the USA Contact program.  As part of the original solicitation process that resulted in the award of these contacts, offeror’s were required to provide unit prices for a wide variety of services that may be called for throughout the term of these contracts. 
5.  Prices in the IDIQ contracts were all determined to be fair and reasonable as part of the award process. The instant procurement will be a task order under one or more of these contracts.  All prices in this task order will conform to the prices in the basic contract.  In addition, the Contracting Officer anticipates competition as part of the solicitation process.

6.  Hurricane Katrina arrived at the end of August and devastated a major portion of Louisiana and Mississippi.  It did cause major damage in Alabama and had a lesser effect on Florida’s Panhandle.  The extent of destruction was unparalleled and unanticipated.  The President declared that a major disaster existed in major population centers in the three most affected States and in the outlying areas, thus qualifying the former and remaining residents of these areas for a variety of relief programs.

In the days following, XYZ’s responses included a variety of approaches, some of which required that people affected by the disaster be able to call to ask for assistance.  In past disasters, telephone service had not been disrupted to the degree that it was this time.  Also, previous disasters in our recent past have not resulted in the dislocation of hundreds of thousands of people to temporary quarters.
Even with the reduced access to telephone service, only 15% or so of the calls in the first week following the hurricane were able to get through to live assistance at XYZ.  XYZ’s request to GSA was for the facilities and the trained employees to intake hundreds of thousands of telephoned applications for assistance within the month remaining for applications to be received.  The estimated length of these phone calls is close to 20 minutes, thus giving an idea of the complexity of the calls and the amount of staffing needed or required, a staffing level far outside of XYZ’s ability to redeploy its own employees.

Because there is a short deadline as to when potential beneficiaries can apply for benefits and that XYZ is unable to handle this workload internally, the request for support from GSA is both urgent and compelling.

7.  Funds will be provided by XYZ to GSA through the issuance of an Interagency Agreement.
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