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A. Blocks 19 through 24 - Schedule of SupplicslSewices 
The Contractor shall provide non-personal services in x c a r d w a  with Federal 
Acquisition Regulations (FAR) Part 37.1 and the Performance Work Statement below, in 
the provision of Tim I Call Center services for the per id  of one base year and four 
possible one-yeer option periods. The Oovcmment intends to award me or more 
contracts for these smrices. Cmbact performance will not begin until satisfactory 
pmonnel security clearances hrwc been received and successfully processed by the DHS 
Security Office and a written Notice to P~mceed is issued by the Contracting Officer. The 
Contractor is advised that all security pape~~ork  must be submitted timely in accordance 
with the PWS. Once the Notice to Proceed is issued, phase-idtransition can begin at the 
Contractor provided offices. 
The Contractor shall provide Tier 1 Call Center services at the fim-fixed prices per 
month for the call ranges Iistcd in Attachment No. 8. The fitm-fixedprim per month 
shall include all cost~;e.~.  p m n n e l  wageslsalaries, fringe benefits, training, travel, 
office space, equipment, supplies, insurance, mdirect costs, profit, and any other costs 
quired to provide these s e ~ c e s .  

6. DESCRIPTION I SPECIFICATION / PERFORMANCE WORK STATEMENT 

Tbe purpose of this wntract is  to support the U.S. Citizenship and immigration Service (USCIS) 
National Cuswmer Service Center (NCSC) Call Cents management program. The NCSC 
progmm opaate-s under the USCIS within the Depsrtmentof Homcland Security (DHS). The 
objective of the conhact is to award multiple contracts to support the NCSC in providing 
mformation related to immigrant and non-immigrant benefits by employing a customer call 
cmta approach. 

Operations include the staffing and management of necessary Fusromet savice qresentativc 
(CSR) support, utilizing call center standard opaation pwdurcs, atabCshment of call caler 
facilities,-and the impl&entation of the information technology infrastructure required to 
support system and communication needs. The operations shall be supported by business 
continuity of operations ad contingency plans to ensure m i d l  disruption of servie. Also, the 
underlying technology utilized w i l i ~ ~ i t a l i z e  on evolving, leading edge solutions while 
maintaining sufficient flexibility in design to adjust to fluctuations in call volumes to 
accommodate necessary expansion. This call center operation shall utilize accepted call cater 
management best practices to promote efficient operations requiring the Contractor to mcct 
specific pc r fomnce  objectives. 

RFP HSSCCG.05-R-00012 1-1 USCIS/NCSC 



1.1. Cat1 Center Operations - Background 

Until 1996, USCIS (formerly i k  Immigration a d  Nantralization Service), operated two small 
civil sewant staffed Call Centers - one in New York City and the other in the Los Angles 
metropolitan area. Each provided basic service lo o limited geogtaphic area Customen 
throughout the rest of the United States obtained scfiicc by calling, or going to their 
local USCIS office. 

To improve savice, USCtS designed and implemented a triage process whereby callers were 
able to access and obtain general information and case status through a network Interactive Voice 
Response. (NR), Callers w h w  inquiry requires additional information have the capability to 
receive live assistance fiom contract CSR's. Using pre-scripted material, CSR's respond to 
requests for general information, process various caller smice requests, and provide basic case 
status information. Calls that require mearch in USCIS databases, concern complex information 
categories, or go beyond the scriited material are transferred to a USClS lmmigdon 
Information Officer (DO) at one of !he two USCIS-staffed and operated Call Centem. 

The USCIS mission is to administer rhe citizenship and immigration laws dthe United States 
governing benefits and services. In addition to adjudicating applications for specific benefits and 
services, USCIS has an itifonnational, educational and customer service role with nspect to the 
benefits, poducts and procedures relevant LO administering and enforcing immigration and 
relatad laws. Services must be delivered in a timely, accurate, consistent, fair, professions\ 
courteous manner, with hig5 quality. 

While pad of USCIS' staff of employees and Contractors an located in USCIS headqua- in 
Wastnngtan, DC, most are in local oftich, M u m  offices, service cealers and other operations 
throughout the United States and around the world Over the last several years, the USCIS has 
seen a dtamatic rise in the number of applications received, and in demand for associated , 

services. USClS has taken action on fronts to xcommadate this influx. including hiring 
additiona\ staW, analyzing and reenginecring its processes; and implementing a variety of new 
programs designed to increase production and improve customer m i c e  whife increasing quality. 

1.2. Natioaal Customer Service Cmttr (NCSC) Mission 

The NCSC's mission is to provide a defined range of infmation services and customer services 
while promoting and enhancing the image and mission performance of USCIS, and to do so in 
such a way as to continue to improve service delivay and performantz. 

1.3. Current Service Delivery Methodologies 

The NCSC was crealed to provide nationwide assistance to customers who contiid the USCIS by 
telephone with questions about immigration savices and benefits, and with issues related to case 
processing. To meet the demand for telephone customer service, the NCSC and associated 
components is currently composed of the foIlowing elements - 
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A network b a d  IVR systan to provide informstion and route calls for assistance; 

b Contractor pmvided and staffed Call Cent- (refared to as Tier I ) ,  staffed with 
Customer Service Representatives (CSR's) and related personnel; 

> Twa USCIS-staffed Call Centers (referred to as Tim 2) staffcd with Immiption 
Information Officers (no's), loca~ed in New York, NY, and Los Angela, CA; 

> A USCIS Forms Center, located in Burlington, VT, that focuses on customer forms 
fulfillment, and which is a direct IVR routing destination point for selected al ls ;  and 
USCIS Service Centers that process applications and petitions For immigration benefits, 
and which are d i m  NR muting destination points for selccted calls. 

These elements may expand during the t a m  of this con- to include additional muting points 
for certain kinds of calls. 

The NCSC currently operates several discrete customer service lines. The general servia line 
receives the largest volume of calls. Other specialty Lines have significantly less volume. While 
services in these separate lines may be provided by CSR's from lhe same location or locaiions, 
the lines mud appear to the customer to be separate operations. Seledad lines also provide a 
separate Telecommunications Device for the Deaf (TDD) wmpnmt. 

The different lines provide M ~ ~ O U S  services, but in certain respects function in similar ways. For 
example, when a customer calls one the NCSC's general senice  number, 1-800-375-5283, the 
call i s  fitst muted to the network based IVR During normal business hours, if the N R  is unable 
to meet the customer's nee4 tbe call is automatically muted via the FTS network based 
intelligent call routing to the next available CSR at one of the four Contrpctor-opmted and 
sMed Call Centers at Tier 1, or to the appropriate USCIS direct routing point where appropriate. 
Tier I service is pravidcd in both English and Spanish. CSR's use Fquently Asked Questions 
(FAQ), scripts, and operational guidelines developbd by USCIS to assist customers. More than 
90% of callers requesting live assistance currently receive answers to their questions at the Tim 1 
level. 

In some cases, depending upon the nature and complexity of the questions, calls are trpnsferred 
from Tier 1 to Tier 2 via the FTS network to one of two USCBaperated and staffed Call Centers 
located in New York and Los Angeles. 

In the current environrnen~, the CSR simply m f e r s  the calls using the Managed Contact 
Solutions-Gmtsys (MCSG) and skill based routing to a network queue for distribution to 
the appropriate Tier 2 call center. This is a blind transFcr w h m  the call is transferred and 
the Tier I CSR is immediately available to take another call. Calls can also be transfirred 
from Tier 1 to Tier 2 via Ute hunk-to-trunk transfer method. This mehod would be used 
if there is a network issue and calls need to be default routed to Tier 2. 

Provisions are also in place at both the Tier 1 and Tier 2 centen to accommodate TDD calls (I-  



800-767- 1833). both in English and Spanish. 

Additionally, the NCSC also maintains toll free services and Live Assistance fm the Employer, 
Business, Investment, end Student Services (8LKl-357-2099) and the corresponding TDD (800- 
278-5732). Presently, this service is mty offered at the Conhactor call center in Corbin, 
Kentucky. These calls can also be trandened to Tier 2. 

The NCSC also maintains loll services md Live Assistance fbr International Services. This 
senrice is prcPently comprised of a 10-digil tekphone numbet (785-330-1048) at the Contractor's 
Lawrence, Kansas location that is call forwarded to a toll fire number in the Govanment's I T S  
Vendor's Enhanced Call Routing plaffonn. Prgently, Tier 2 responds to the Live Assistance 
calls but this will be shifted ta Tier 1 responsibility 90 days after aConbractor begins handling 
calls under this contract. 

The following reflect a number of key objectives regarding the NCSC mission: 
P Bring USCIS closer to the public while instilling confidence and trust h the services 

provided, 
P Promote equity through impmved customer access and personalized interactions; 
P improve service levels and the "customer experience" by providing consistent, accurate, 

current, and complete information; and 
P Provide service and i n f m t i o n  in a way so as to reduce repeat ~equwtE for service. 

1.4. The role of Tier 1 and C u s t o m  Service Representatives within the NCSC p m s s  

The NCSC operates within a br& USCIS customer service enwronmenl It is one channel by 
which we provide information and service. Increasingly it will supplement i n f o d o n  and 
s e ~ c e s  available to customers in a self-service mode through the USCIS website. The services 
offered, options, and the inf&m and service provided may be peatw or smeller in scope 
than those offered on the USCIS website, but to the extent to which the infomation or service i s  
the same, it is important that customer choices, and the information and service provided by the 
NCSC are consistent with concsponding infomration and services available on the USClS 
websib. 

With the limited exception of TDDrTTY s h c e s ,  live assistance, both in terms of providing 
information and the cunent1y offeted anay of services, i s  currently verbal - CSR's manage calls 
by asking questions to determine what information or service the cusfomer is looking foror, and 
then use scripts in a Frequently Asked Question format to provide information, and use 
delineated caH flow sequences to deitrmine eligibility for Case Services. CSR's accept form 
order requests, quests br Case Services, and thus mpture associated customer information. 

Under this contract CSR's will continue the process where IVR decision points and information 
leave off. Contractors should undwsiand, however, that customers may make requests upon 
rcaching live assistance that are inconsistent with their IVR seltctions, and hence will have to in 



essence rpplicate the TVR struclure. CSR's use USCIS authorized scripts and designated call 
management procedures to respond to live assistance requests. CSR's arcnot required to be 
amtent experts. They are navigators, required to have a sufficient understanding of the 
nomenclature and language of immigration to be abk to u n m d  and actively manage 
custome~ requests for assistance; to navigate through the appropriate scripts and use the 
appropriate tools to provide the authorized and expected infomation or m i c e ;  and to be able to 
explain tbe answer and rwult in layman's terms. They are required to follow authorized mmus 
and scripts to answer questions and provide sewice, but must have sufficient understanding of 
the terminology to be able to explain the answer or result as bpposed to simply reciting it. 

The Contractor is expected to actively manage operations to ensure not only that quality and 
p e r f m c e  m h c s  are met, but also to improve the efficiency and effectiveness ofopraiions. 
In this respect the Conttactor shall be c~pectcd to actively participate in thc process of 
developing proposals to expand and improve -ts 8nd stipulated pmccduis, however, tht 
Government will make d l  final decisions with rcspcct to changes in scripts and Government 
delineated procedures to ensure that openitions m m  the goals of efficiency and effcctiveaess. 

1.5. C u m t  NCSC Systems Configuration and Opaation 

Connectivity 
n e  information contained in this Perfionnance Wark Statement (PWS) and in Attachment L, 
describes the current NCSC environment. Fmm a voice network pers@ve, there are seven 
Primary Rate interface (PRQ circuits at the Lawrence, Kansas Tier I site; 19 PRI circuits at the 
Corbin, Kentucky Tier 1 site; five PRI circuits at the Phoenix, Arizona Tier 1 site; and two PW 
circuits at the Arlington, Virginia Tier ! site. Each of the Tier I sites cumlly own and utilize 
the Avaye Communication "Definip" platform for voice and Call Management System (CMS) 
SCMC~S. 

Voice Platform: 
Each of the Tim 2 Call Centers utilizes an Avaya Communications DefinityG3SI (Vcrsion 12) 
voice plaIform and Can Management System. There are three PRI circuits h m  the FTS network 
terminating at each of thc Tier 2 locations, utilized for the transfer of calls from the Tier 1 
centers. 

Data Platform: 
Each of the four Tier 1 call centas is equipped with two FTS provided Frame Reloycircuits, muten, 
and modems to support the MCS-Genesys Intelligent Call Routing. Additionally, each of the four 
Tier 1 call centas have MCI provided T-1 circuits to ficilitate trunk-to-tnmk routing in case of a 
default muting condition. Presently, t h m  an two T-l sat the Lawrence, KartsasTier 1 site; three T- 
Is at the W i n ,  Kentucky Tier 1 site; two T-1 s at the Phoenix, Arizona Tim i site; and 1 T- I at the 
Arlington, Virginia Tier 1 site. 

Customer Relationship Software: 
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In order to receive call infannation fmm the Tier 1 sites, each of the Tier 2 Call Caters presently 
have Genesys Version 6.5 middlewan and Siebel7.53 Customer Relationship Manager ( C M )  
sofhvaxe installed The Genesy Version 6.5 will be upgraded to Gcnesy Version 7.X during 
this implementation. 

Call Center Sewer Environment: 
There are Oenesys T-Servers located at each of the Tier I (Contractor-staffed and opffated) Call 
Centers. 

The Genesys Servers are password protected, and the system administrators from tach Tier 1 site 
are responsible far maintaining their respective database information. The Tier 1 Coabactor i s  
mponsible for W a s c  maintenance for their sites, and is also responsible far the operation and 
maintenance of the hardware. 

Each of the Tier 2 sites has a Genesys T-Server installed 011 premise. During the installation of 
MCS-Gemsys. Intcltigmt Call Routing for Tier 2, the High Availability T-Server was installed 
providing a primary and back-up T-Smer for each Tier 2 location. 

A single Siebel application server i s  installed in the New York Center, and provides service to 
both the New York and Lm Angeles facilities. 

Call Routing: 
Calls to the NCSC 80(3 numba are cumntly muted to the Tim 1 sites by the R S  aetwo& using 
intelligent call routing. IVR service is offered 7 days a week 24 hours a day. Two IVR scripts 
are used: one called "live assistance" and the other is called "non-live". Live assistance service 
is offmed from 8:M) A M  to 6:00 PM Monday through Friday in each of the four time zones in the 
United States, excluding Federal holidays. !%Nice far calls hdm Pueao Rim, the American 
Virgin Islands, Alaska, Hawaii and Guam is slightly reduced due to the time zone differences. 

As an example, for a caller from a m  code 703 (or for any caller in the Eastern Time Zone), the 
FTS network knows that Monday through Friday fmm 8:00 AM to 6:00 PM Eastern Time these 
callets will hear the 1VR script that offm the opportunity of going to five assistance. Beginning 
at 6:OlPM on a weckni$t as well as all weekend, the FTS network knows to play the "non-live" 
d p t  until 8:W AM the next morning. 

The network IVR gives callers the option of conducting the call in either English or Spanish. If 
English is selected, the call i s  automatically staged for distribution to an English speaking CSR 
Conversely, if Spanish is selected, the call is automatically staged for distribution 10 a Spanish 
speaking CSR. In the event a call requires escalation to Tier 2 for assistance, the network TVR 
will route the call to Tier 2 bssed on the customers' language selection. 

Calls to other NCSC customer senice lines use a similar livehn-live process, but an? muted to 
specified Tier I locations as opposed to king available to the entire Tier I network of CSR's. 
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1.6. Operating in a multi-vendor environment 

The Govcrnmt's objective i s  to make a multiple award under this contract to 2 Conbactors to 
provide services under this contract, and, over time to move to wbcre the follow-on conhacts will 
be let during different yean to reduce the Pdpntial impact d a  transition of a new Contractor or 
antract vehicle. However, based on the selection criteria the Ciovernment rcfervcs the right to 
make a single award, or at any point during the option years of this contract to reduce operations 
to a single Contractor, or to rccompctc the contract either for one or both NCSC Con-. 

In terms of call volume, USCIS will initially assign specialized customer scrvicc lines and all 
TDD smice to one of the two Contraftms. Contractors may in their quotes esmmend the 
initial assignment of these calls. All othm calls will be made available to the combined network 
of customa &ce representatives logged in available f o ~  calls, and the system will SCBTC~ for 
the next available agent. In am=, the vendors wirl mrnpek? real-time for these calls by the 
availability of their customer service representatives. The system will use a weighting 
dctcnnincd by the Government based on relative price, quality and performance of the two 
vendors' proposal and perhrmance to assist in the real-time allotmen1 of calls between the 
competing vendors. At contract inception, weighting will be based on the pricing difference 
betwem the proposals. 

The Government may adjust this weighting bnsed on changes in p e r f m n c c  and pricing. 
Exctpt where there is a serious degradation of senice levels, the Government will normally 
adjust this weighting quarterly. As part of this adjustment it may also shifl the other customer 
service l i n e  be- vendors, or make such calls available to both vendors based on the same 
weighting. Decisions wilh respect to weighting are reserved to USCIS. 

2. PERFORMANCE WORK STATEMENT (PWS) 

2.1. Goal 

The goal of this PWS is to optimize customer telephone interaction by providing a proactive, 
unified, and integrated approach to the delivery of citizenship and immigration services benefits 
modeled on industry best pradices for the continuous improvement of customer sewice thrwgh 
an evolving strat& of capitalizing on operational efficiencies, aligning proasses with leading 
edge technology, and ensuring accountability for meting and exceeding customs expectations 
of service delivery for a diversity of needs. 

2.2. Operational and Economic Efficiencies 

A number of  improvements and efficiencies are envisioned, including: 
Kaping pace with cuttingedge principles of oprrations and technological advances to 
respond to fluctuating voItlme~ of inquiries; and 

b Optimizing systems and promsax that s u w  accountability by employing performance- 
based mctrics and meeting customa satisfaction goals. 



2.3. PWS Scope and Purpose: 

The purpose of this contract is  to provide information on a full range of citizenship and 
immigmtion information and c u s t m  smices via the telephone. Optrations shall include the 
staffing and management of necessary CSR support, utilizing call center standard opetation 
pmcedures establishment of call center facilities, and the implcmmtaion of the information 
technology infrestructun required to support systems and communication n& The aperations 
shall be supported by bbusiness continuity of operations and contingency plans to mitigate 
opportunities for disruption of service. ~ l s o ,  the underlying technology utilized will capitalize on 
evolving, leadingcdge fimctionality, be flexible in design to adjust to fiuctuations in call 
volumes, and accommodate necessary expiinsion of all USCIS programs and senices. Call 
Centers shall utilize industry best practices to promote efficient operaticins. 

The Contraclot shall provide qualified, trained s U i n  sufticient quantity ta respond to inbound 
inquiries in accordance with performance parameters stated hcrein and instructionsprovided by 
USCIS. The users are defined as any individual or grwp seeking immigration benefits and 
services infmation provided by USCIS, All Contractor staff must undergo and be cleared 
through the DHS security clearance process. 

The Contractor shall provide, opmtc and furnish the Call Centers, provide sufficient operational 
staff, and partner with the USCIS and other supporting Contractors invoked in improving NCSC 
operations. This PWS includes telecommunications, Call Center staffing and operations, 
customer relations, and technical support. This raqui~es the Contrsclor to meet specisptcifrc 
performance objectives. The USCIS will Iook favorably upon proposals that crnphesize 
employee incentives for performance. 

3. Call Center Opcratians 

All CJI Centcr(s) shall opccBte seamlessty via anetw&ed environment that is w m t  ta the 
caller. The call center shall utilize industry k t  practices to promote efficient opnations and 
effective use of technology to support call center operations, and offer scalable resources to 
manage call volume patterns that fluctuate and have cyclica) patterns rel~ted to customer 
bchavioss, and respond to "spikes" tha~ may nsult as part of an unanticipated campaign, media 
coverage or unforeseen emergency situations lo include congrcssionel mandates. 

Operational Procedures 

The Contractor shall model industry best practices in call center operations; and document the 
management and administrative procedmdprocessa nquired for operatima1 conltol in a 
multiple call center envimment. Standard Opaating Pmoadures (SOP'S) shall be developad, 
updated annually, and provided to USCIS for review. The Government must approve all SOPS 
prior to heir dissemination. All applicable staff shall sip an acknowledgement that they have 
read and understand the SOP'S. 
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The Conwor  shall assure that each of its employees knows the prescribed rules oFconduct 
conming privacy and confidentiality of information. All applicable staff shall sign an 
acknowledgement that they have read and understand all privacy, confidentiality, and security 
requirements. 

4. F A C I L ~ E S  

The Contractor shall: 
P Only establish and operate call centers and related data centers prwiding under 

this contre.ct within the continental U.S., Alaska andlor Hawaii. Due to security 
and access to m i t a b l e  data, seprrste telecommunications schemas to allow for work 
telecommuting an not allowable under this oontract. 

P Sihete call centers in locations where the local labor marker can support the call center 
size and the skill sets of the labor pool requid for the NCSC, including foreign language 
(Spanish) and subject matter ex&sc. &siderations shatf include the deg& of - 

competition for the labor paol fram other call centers and related industries and the 
impact on recruiting and retaining the call cater's minimum and maximum number 
pasonnel. 

Given the Govemmmt provided telacomrnunicatians service described in Section 
6., call centers shall have a n o d  minimum complement of50 CSR's. 
The network of NCSC Tier 1 call centem shall be located gmgmphically in such a 
way as to minimize the impact of weather or other localized or $onalized events 
that may othewhse affect mllective opemtiond performance. 

The Contractor shall locate one of its call centers in a HUBZone area. The 
Conrmctor shall have a minimum of250 CSR's at its location within the 
HUBZme. 
If through contract perfomance and diminished call volume during the 
term of this con- the Contractor's total CSR staffing falls below 300 
CSR's, i t  shall maintain a minimum of Wh of its total CSR complement 
at that location. 
The Contractor shall maintain a minimum of 2 call centers. No one site 
may have more than Wh of the Contractor totst CSR staffing. 

P Provide a plan for physical building stcurity and related security controls purwlurt to 
NlST facility security requirements- 

B Provide call cedm that - 
Comply wth all applicable state, Local, and Federal Gowmmmt sEandrrds and 
regulations, such as the Occupational Safety and Heatth Act [OSHA) of 1970, as 
revised and the Americans with Disabilifies Act of 1990. The sites sWI m a i n  
in compiiance with such standards and regulations thmughout the life of the 
contract, including the Base Period and any exercised Option Periods. 
Provide space, firmishine, acoustics, lighting. and temperature environment dmt 
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meet or exceed call center industry standards. 
Accommodate modem telecommunications and compute syskms and call center 
furnishings. 
Provide workpce for one USCIS representative on-site at each calt center to act 
as a repmentative of the USCS (this may be a hnction of another Contmtor}. 
Thc purpose for the USCIS repnscntative is to act as a monitor of the operation of 
the center and nport independently back to the NCSC Program Manager on lhe 
operation of the facility. - Are externally secured by locks that require a key card or equivalent security for 
entry and exit. If located in a multi-call center environment, call ctntaopcrations 
in sllpport of the USCIS contract must be isolated from the remainder of the 
k i l i ty  by locks that require a key cardor equivalent security fmmtry and exit by 
all personnel. 

b Pmvi& separate training room for the NCSC program equippal with sufficient 
computers for training 
Provide untcstrictad acwss to call center facilities to authorized USCIS staff and other 
designated personnel (including Contractors), including issuance of access badges for 
tach location, for periodic visits. It is assumed that the USCIS will provide a listing to 
the Contrador of the authorized personnel and USCIS will be responsible forkbcping this 
listing updated. 
8 A consultant, under contract to the USCIS, has the same rights and ptivileges in 

so far as working with the Contractor as those of a USCIS employee. The 
consultant will also require unrestricted access ta the Contrector's facilities and 
the ability to review any and all sclviccs and documentation that the USCJS 
receives from the Contractor. 
Allow designated USCIS employees to function as Tier I representatives for 
training and program management purposes. 

b Allow the USCIS' FIS vendor access to all b g  f i l s  pertaining to the MCS-Gene* 
either through remote accas or the Conkactor posting these files on a l T P  site for the 
FTS vendor to access. The log files must be posted for a minimum d five days. 

P Identify to the USCIS the amount of PRI voice circuits nccesfary to meet the call volume 
and number of CSR's at each of the C O ~ ~ O T ' S  dl center locations. The Contractor 
shall also identify the number of supervisors, CSR's, ad technical support personnel that 
will require the Genwys software installed to support the MCS-Genesys (Inttlligmt Call 
Routing). 

The USCIS will provide access to the network base IVR via an established toll free number, as 
well as connectivity to the Contractor via Integrated Sewices Digital Network (ISDNpPrimary 
Rate Interface (PRl)'s to the facilities' point of demarcation. USCIS will also provide CSU 



(cham1 service units) for each PRI. The USCIS will furnish FTS services. 

The Contractor shall provide and ensure the following: 
All real pmperty, equipment, and furniture constituting a Tier 1 cail center. 
The Conmtor  shall be responsible for CTUmiddkwarc software package that is 
compatible with the existing Tier 2 middleware/CTl package. The Contractor shall 
p r d &  a sofl phone transfer capability. Cumtly, Tier 2 uses Siebel7.5.3 software 
packagt. The Contractor's interface must be compatible. In older to mute proper 
inlegration of the TScrvcr with tbe softphone application, the softphone capability must 
include one of the following Oenesys adapters to ensure USCIS can take advantage of 
new and htue Gcnesys functionality: ( I )  Siebel7 Gplus adapter (2) PeopleSoft- 
Serverside-PSMCAPI intfc (3) SAP-KI ?nM. 
The Contraclot shall be responsible b r  the delivety and installation of all workstations 
and *ems components on-site at the designated locations. 
Tbe Contractor shall demonstrate that all components are interconnected and hnctioning 
properly as part of a USCIS inspection prior to commencing operations with the public. 

* The Contractor is respomjblc from the point of demarcation for all telecommunication 
equipment. The demarcation for the USCIS will be that point in the fwility where the 
FTS vendor or local telecomrnunicrtions vendor is q u i d  to extmd the 
Wecommunications ciraits and install equipment, such ns CSU's, Routers, etc. In the 
went that the Contractor wants to extend the circuits themselves and docs not want the 
ITS vendor or local telecommunications vendor to extend the circuits, the USCIS' 
demarcation point will be where the FTS vendor or local telecommunicPtions vendor 
connects the circuits to the building demarcation point. In the event that the circuits are 
extended by the ITS vendor or local klacommunications vendor but the Conmtor wants 
to use their own equipment, such as CSU's, Routers, ctc., and dots not want to use the 
equipment, such as CSU's, Routers, etc., supplied by the telecommunications vendor. the 
demarcation point will be where the telecommunication vendor installs the circuits at the 
extended location. 
An appropriately sized backup generator and an unintcrruptible power supply (UPS) shall 
support the Conbactor's selected sites. 

b lnstall and maintain all equipment, phone syatm, sohare, and additional facilities 
necessary to swpport all functional areas and to mect the nquiremmts of this contract. 

T h e  Contractor shall furnish all necessary labor for the initial packing, unpacking, placement, 
interconnection of hardware, softwan. and telecommunicati& cornpon&ts, and &ing during 
any installation. The Contmctot shall vmvide aU tclecommunicacions support wd technical 
s~pof l ,  at no additional cost to h e  USCIS, to instdl all circuits, cquipm&t, and senices to 
include User Acceptance Testing for all NCSC services required. After acceptance by the 
USCIS, any USCIS requested movema of equipment would be at the USCIS' ex-. The 
Contractor shall complete op t iona l  installation of the proposed hardwardsoffware and cabling. 
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This includes, but is not limited to, all parts, labor. materials, and travel needed to comlcte the 
installation. Installation also includes &i&ce from the vendor, prim to the physical ' 
installation, in defining insiallation nquirements so that hardwme and software can be properly 

On expiration of dte contract, the Contractor must return all i n f o d o n  and IT resounxs 
provided during the life of the mntrrt and must certify that all USCIS informah'on has been 
purged from any Contractor-owned system used to process USCIS information. 

Minimum Systems Requirements 

All Call Center sites must meet the fdbwing requirements: 
-1 - The Contractor provided s-s shall be capable of 
routing/distributing incoming calls based on sequcnce of call amval/origidon, CSR availability 
and skills, Call Center availability, or other predefied routing instmctiom, as specified by 
USCIS. The ACD systems shall also provide ai a minimum: 

The capability to monitor and visually display the work state and availability status of all 
CSR's on a real-time basis, both onsite and from ranote locations. 
The capability to display call-handling statistics real-time. 

= The capability m provide hard copy reports on all tmnk, CSR, and workgmup 
pertbmce statistics. 
The capability to connect to FTS networks using ISDN/PRi hardware, in addition to T-I, 
and T-3 circuits and hardware. 
The capability to capture Automatic Number Identification (ANI) data. 

The capability ta accept incoming calls by Dialed Number Identification Service (DNIS) 
r e p o w  

I The capability to conned to l o d  telecommunication vendor network using T-1, T-3, and 
PRI circuits and hardware. 
The capability af  sending calls back through the ACD to perform trunk+-hunk transfers. 

The Contractor's systems shall p v i d e  the following capabilities: 
a Cali - Telephone &tching, call accounting, and call management systems 

appropriately sued for current and projected call volumes. 
b. Call Oueuis  - CapabiEty to queue incoming calls and p~ovide callers with an estimated 

time in queue, music on-hot4 and other informational messages. 
c. Call Transkr - Capability of tmsferring calls to a different workgroup within the Call 

Center andlor to a workgmup located in a different Call Center, as specifid by USCIS. 
This will requite coordination, implementation, and troubkshooting with the USCIS' 
FTS Vendor to implement either Takel3ack and-Transfer codes, MCSGenesys 
intelligent Call Routing, or both. 



d. Comuler Telahonv Inteuration /Cm - Capability of displaying caller- levant 
information at the CSR workstations (e.g., via screen pop ttchnobgy). The disphyed 
information may be triggered by DNIS, andlor AN1 informtion, and/or through 
information entered by tbe caller or CSR The Contractor must provide capability to 
msfer both voice and data to the Tier 2 platform using soflph~ne capability. Tier 2 
uses the Siebe17.5.3 platform software. Systems must clearly indicnte to ihc CSR the last 
routing point in the IVR before tfic transfer to the live assistance queue. 

e. Data Tnmsmission I n t a t  - Provide the necessary hardware and softwPre to support 
data transmission between NCSC systems and other USClS approved systems. T h i s  also 
includes Be capability to connect to Frame Relay circuits and point-*point circuits 
supplied by the FTS vendor. 

f. D i a l e d )  - Capability to distinguish incoming calls 
by telephone number and route them to the appropriate message system andlor CSR. 
The Contractor's ACD's must be caprble of installing identical DNIS numbers at each of 
the Contractor's locations. 

g. Nehvark Access Cawcity - Provide sufficient network access capacity on the 
Contractor's systems to support projeded call volumes, workload estimates. and a l l  
routing in accordance with senice level gods (eg., blockage). Sufficient expansion 
capability to accommodate call pattem variations shall be provided. 

h. Knowledm -went - Provide the required knowledge da~abase to facilitate 
customer interactions, data capturing, and information dissemination. 

i. Customm Sema Assessment - Provide an automated compliment and complaint 
management system to gather and report customer comments and satisfaction. The 
systems shall also provide the ability to survey callers in an autmated fashion for 
pmpases of customer salisfaction assessment. The systems shall be capble of capturing, 
storing, aggregating and nporring survey remits. 

j. lnkmethtranet Access - Provide Internethtranet mess  to CSR's do enable them to 
view information on USCIS designated web sites, capable of restricting access m only 
those web sites ~dentifiad by USCIS. 

k. TDD Calls - Systems capable of originating and receiving calls to and h m  TDD callus 
and capable of transftrring the TDD calls to the Tier 2 locations. A Contractor must 
maintain at least one location with TDWrrY functionality. 

I. Power S m l y  -Systems supported with a beckup electrical power supply, i.e, 
generators, as well as an uninterruptible power supply (UPS). Thc backup electrical 
powm supply shan be capable of sustaining the operation for a minimum of 24 h m .  
The transition fnrm n m l  to emergency to backup power shall occur without loss of 
power to systems and without the disconnection of calls in process or customer calls 
queued for service. The UPS shall ke capable of protecting systems fmm voltage lags. 
over-voltage conditions, line frequency fluctuations, and power blackouls. It shall be 
capable of sustaining operations in the event of loss of normal sources of power until the 
backup generators can come onlint. 



m. Workfoxe Manamment Svdem - System that include a workforce management system 
to ensure efiicient allocation of resources and pr~w slamng requirements. 

n. Works-- CSR desktop workstations that include computers, tclephonw and 
headsets, and other equipment and accwsorics raquired to sustain effective operation. 
The Contractor must ensure that the Supervisot workstations meet the following 
minimum requirements to be compatible with MCSG: Supenisor workstations - 
Windows workstations with o& 2.5GHz CPU or better and at least 1.0 GB of memory 
with lnltrnet E x p h  6.0 or later and a CD ROM. The workstations used by CSR's 
througb suitable hardwate or software feature will be so configured so that no SBU 
information can be copied 6t. s t d  on individual w o r h t i o n  to prevent information 
piracy, The Contractor shall install the lalest version of the Genesys software. The 
sotham will be provided by the USCIS's FTS vendor. 

o. Telephone Recording Svstem - A  telephone recording system that will record 1000'0 of 
incoming call conversations. This equipment must be capable of capturing the incoming 
telephone number, must be cupable of storing the recordings on hard driveslCDs and also 
must be able to select individual recardings in teal time and be able to mtrect these 
recordings to be given to authorized authorities. The Contractor is encouraged to have a 
system that will capture screen shots; however, at this time the USClS is only requiring 
voice recording. The Contractor shall be muired to retain recordings for 90 days, and to 
make such recordings available to the USCIS when requested without additional cast. 
The Contractor shall ovenwite or destroy recordings in excess of 90 days. 

p. TServers - Provide two T-Scrven per call center location with the following minimum 
requirements and recommended requirements to support the NCSC's existing MCS- 
Genesys application for the Intelligent Call Routing and hture telecommunications 
smrices and the High Availability (HA) T-Server option. This requirement is for theT- 
Servcr hardwate. The USCIS' F'E vendor supplies the Gcnesys software for tk T- 
Servers. The Contractor shall have the latest version of the Gcnesys so- itlstalld 
by the USCIS'S I T S  vendor. The Contractor shall k required to wotk with the USCIS' 
Fl'S vendor to install, upgrade, and troubleshoot MCSGenesys and the T-Savcr 
software. The Contractor must ailow the USCIS' FI'S Vendor remote access to the T- 
Servers through the Contractor's firewall and provide technical suppott for the purposes 
of troubhhooting MCS-Genesys issues, testing of muting strategies, and T-Smer 
upgrades. At no additional cost to the USCIS, the HA T-Server w o n  will be 
implemented at the same rime as the initial turn-up of the primary T-Sewer and call 
center. 

The High Availability capability requites 2 T-Servers at each site. 
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TScrver O - 150 agents Miimam Caafiguratlen 

0s Windours 2000 Server (Windows Se~ver 2003 is supported as 
well) 

_-_. --.. ___- .. . -  



Processor Type, 2xCPU 2.5GHz Processor or higher CPUs may be distributed 
Quantity, Speed between: 

Two Single CPU boxes with 1 GB RAM, or, 
One 2xCPU box with 2 GB RAM. 

Genesys rccommcnds using a s e r v e r c l ~  machine for all 
1 listed applications 
...... .. .... .......... ... ..................... 
2 GB SDRAM 

, ............ ........-. ........... . 

-- -- .......................-......................- .-... ..... 

-- -- . 

CD ROM 

- 
T-Server 150 - 1000 agents Mimimum Coatlgmration 

0s 1 Windows 2000 Server (Windows Server 2003 is supported as 
i well) 

- . - - -- -. . - .- - - . . - - - - - - - - 
Processor Type. I 4xCPU 2.5 GHz Procasor OT higher 
Quantity, Spead CPUs may be distributed between: 

i Four single CPU boxes with I GB RAM, or, 
/ * Two 2xCPU boxes, each with 2GB RAM. 
1 Genesys recommends using a server-class machine for all 

. .. ..... ! listed applications 
- - - 

Memory Size 4 GB SDRAM - - - - - -. - - - - -. - ..................--- - . . .. . . . . . . .  
Hard Drive j 76 GB HDD 

---A- ..... .- - - ....... - .. - - 
Networking Ports Two TP Ethemet 100110 BASE-T cards that work in full 

duplex mode (one for Framework, one for T-Sefve~) T _ . _ .. 

CD ROM ' 32X 

q. Performance feedback svstems -Provide a mechanism to give CSR's feedback with 
respect to individual and Tier 1 core performance, including cumnt Avaage Speed of 
Answer (ASA) ibr its collective T i a  1 operations for the appropriate NCSC customer 
line being supported, and to highlight updates with respect lo content, o p d o n a l  and 
information changes. 

All tclcfommunicaiions equipmem, circuits, and software must be compatible with Tier 2 and 
the USCIS' FTS vendor. Siebe17.5.3 compatible CRM solutions must be used as the Tier 1 
desktop solution. In order to ensure proper integration of the T-Smer with the softphone 
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application, the softphone mpbility must include one of the following Genesys adapters to 
~lsw USClS can take advantage of new and future Genesys functionality ( I )  Siebel7 Gpbs 
adapter (2) Peoplesoft-Serverside-PSMCAPI intfc (3) SAP-ICI MM. 

The Contractor, at no additional costs to the USCIS, shall provide, plan, design, install, and 
maintain all hardware and sofhmve and system connectivity nquired to support the NCSC, 
including those associated wifh security and disaster recovery. 

6. T E L E C O ~ K A T I O N S  

The USClS will provide the incoming sPnice based on the FTS Netwoak. The Contractor shall 
be responsible for any in-house administrative voice or data communication Sines to include in- 
hwse wiring and extending of circuits. 

The Conbactor shall provide suppolt for all existing and future toll free numbers assigned to the 
NCSC during the hours of  -on, described under Section B.l.5, at m additional cost to the 
USCIS. This includes call handling for ell incoming calls from the Mt ~&ardltss of how many 
toll free numbers are assigned how many scripts an required, or how many d i f f m t  USCIS 
missions are supported by the NCSC. The Contractor shall answer calls based on the volume of 
calls into the NCSC. The suppon shall include answering phone calls and providing appropriate 
information to allers. At a minimum, the Contractor shall prwide: 

Support transfers to Tier 2 using Siebcl compatible so ha^ and Siebel soflphone and the 
L'SCIS' FTS vmdor's telecummunicatians and technology platform and applications. 

3 Technical Pmjerc management support for the NCSC Program el no additional cost. 
> TDD S m i c e  (separate phone numbers) and transferring of T DD calls to Tier 2 locations. 

Provide the engineering, installation, and any necessary modifications to facilitate the 
automatic display of scripting content on the CSR's computer scrm tmcd on thc 
sequence of numberslprompts that the customer selected within the FTS Vendor's 
network LVR. This will require coordination between the Tier 1 Contractor and the 
USCIS' FTS Veadcw. This will allow the Tier I Contractmto be immediately prepared 
with answers to the customer's questions based on Be departure code sent fiom the FTS 
vendor's network to the Contractor. 

k All telecommunications support, t a i c a l  support, and information technology gathering 
support necessary to design, engineer, implement, upgrade, and ~ b l c s h o o t  existing and 
futm Tier 1 NCSC telecommunications services at no oddihnal coet b the USCIS, This 
includes 24-hour support for normal operating hours of the NCSC and nights and 
wcektnds as needed to support telecommunicatiom installations, upgrades, new 
technologies, user acceptance testing, cutovers, and troubleshooting. 

b The USCIS' FTS vendor on site access to facilities and equipment for the purpasc of 
installing equipment, telecommunications circuits, softwan, testin& cutovers, 
troubleshooting, and telecommunications equipment and sofhvare upgrades. The 
Conirwtor, at no additional costs to the USC[S. shall work with the USCIS' FTS vendor 
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to engineer, install, upgrade, and mubleshoot all existing and future telecommunications 
and technologies. The Contractor shall allow the USCIS' FTS Vendor r m t e  access to 
the T-Serves through the Contractor's firewall for the purposes of troubleshooting MCS- 
Qmeys issues. testing of routing strategies, and T-Smer upgrades. 
Responsibility for calling-in to the FTS vendor or local exchange camex (LEC), as 
applicable, all tekcommunications troubks, including the escalation af the trouble ticket 
through the pmlefined escalation charmtls. The Conmctm is responsible for asking fbr 
and receiving a trouble ticket number fmm the ITS vendor or LEC, as applicable. The 
Contraclor shall keep a listing of all tekumrmunication troubles callad-in to theFTS 
vendor or LEC, as applicable i n d i d n g  the original trouble, trouble ticket number, to 
whom the Contractor talked, marks,  and trouble resolution. The Conhactu is 
responsible for following-up with the ITS vendor, LEC. or USCB as applicable, until 
tmubk resolution. The Contractor shall work with the FTS vendor or LEC to accomplish 
any troubleshooting or provide any information or documentation such as log fily AM 
information, etc to help res01vc the telecommunications problem. 
Qualified telecommunications and technical support people available on site during all 
testing and cutaver of circuits and services to Gcludc switch technicians. 
Capability of Outbound S m i a  for Call Back with technology. Contractor shall have the 
capability to perform this via technologies; however, thc USCIS may require live 
callbacks. 
Tmsfcr of calls to tbc Tier 2 call centers using bsrd phone and softphone capability. 
Future transfers to other USClS locations such as Service Centers, District  office^, e t ~ .  
may also be q u i r e d  at M additional costs to the USClS. 

The capability for Computer Telephony Integration (CTI) and to transfer call record 
information through the USCIS' FTS vendor's network. This also includes any 
encryption devices, software, quiprnent, or xrvices to ensure the transfer of s e ~ i t i v e  
information. 
Capability to store sensitive data in encrypted form, using standard encryption algorithms, 
while 'at rest' in any network-accessibk storagt cnvironmcnl. 
Telecommunications changes past the poiat of dartarmlion over the life of the contnlcl. 
This includes modifications to the soft phone application to facilitate future changes in 
call muting or a l l  handting. 
Telecommunications systems and technologies compatible with Tier 2 and the USCIS' 
FTS vendor's platforms and applications, It i s  the Cantractm's rrsponsibility, at the 
Contractor's expense, to ensure this compatibility. 
The USCIS reserves the right to assign certain discrete services such as the Employee, 
Business, lavestment, & Student Services (EBISS),TDD, and other services as dimted 
by the USCIS to a particular Contractor. 
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7. COKTACTNUIRY RESPCW3E 

CSR's shal! provide infomution assistance in a calm, non-judgmental mu-advisory manna, 
utilize effective skills to focus on the caller's questions and needs, and provide responws bd 
on approved USClS content. CSR's shall not give out legal advice; instead they use scripts and 
delineated service sequences to pmvide information and service. 

The Contractor shall: 
b Provide murate and complete responses in both English and Spanish. 

Capture and route m i c e  quests (referrals, change of address request, quest for 
appointments, etc.) to the appropriate USClS recipient using USCIS WS and web- 
based tools. 
Utilize USCIS approved scripts and web-based tools to promote consistency of 
information. 

Contractor employees accessing USCIS lT systems shall meive initiaI mining in Security 
Awareness and accepted security p ~ a s  as part of their orientation and shall sign Ruks of 
khavior; they shall receive reksher tmining by May 31s of each year- The Conbactor shall 
a h  comply with the other USCIS Policies on Security Training and Awanncss with rrgards to 
maintaining uaining records and providing training r c p ~ t s  to USCIS. 

The Contractor shall provi& overall hours of operation from 8 AM to 9 PM Eastern time, 
Monday tbmugh Friday. To theextent Tier I live mistance is available under this cuntract 
outside the following areas, it shall be available within that timeframe. The Fl'S network will 
athenvise use the live assistance version of the NR lo automatically open and close live 
assistance lo cuslpmers by time zone, and the Contractor shall be mired  lo provide live 
assistance meeting the ~equired mtrica for each associated customer s e ~ c e  line - 

For custamers calling from Alaska, 8:00 AM la 5:M) PM l o d  time. 
For customers calling from Hawaii; 8:00 AM to 4:00 PM local time. 

b For customers calling from Puerto Rico and the U.S. Virgin Islands, 9:00 AM to 6:00 PA4 
local time. 
For customers calling from Guam, Tuesday lhrough Saturday, 6:00 AM to 1 1:00 AM 
local time. 
For customers calling fmm anywhere else in the United States: 8:00 AM ta 6:00 PM local 
time. 

Except as otherwise specified, the call centm shall not be open on the following Ftckral 
holidays. When such holidays fall on a Saturday, the p d n g  Friday will be considered a 
holiday. When such holidays fall on a Sunday. the w a d i n g  Monday will be considered a 
holiday. The ten Federal holidays per year arc as follows: 



This means that even if the Federal Government is closed for any w o n  other than the listed 
approved Federal Holidays, all contraci call centers shall remain open and operational. 
Additionally, the USCIS resaves tk right to have the Contractor operate the call centers on 
Saturday and Sunday, or extend the daily hours of opetation with 1 O-calendar days advance 
notice via eon&actual modification to the task &. 

HOLIDAY 
N??'_Yeafi Day-._ - - . -- . 
Mein LULM King. Jr.  birth!^ .. 
J'residc@s_Dah- - . - -- . . - - . - - - 
&norial  Day - -- - - 
J!d~!t"ce Day- - . _- -- 

To provide the effective and efficient operations of the nature stipulated by this contract requires 
extensive staffing, workload and operational analysis. USCIS also requires significant 
operational data for its own operational and contractual analysis. The Contractor's costs for all 
statistical and opaational analysis shall be embedded in its proposed pricing structure for call 
volume, and not treated as a discrete activity. 

DAY OBSERYED 
- First day of January 
ThirdM?n@~ ?f !anu_'w- -- "- _ . - 
Frd Mon!~ofFebruary .. - 
@st Mondayof May - - -- - - 
Fourth.d!!y2f July -A . -- "~  

The Contractor shall: 

b Align call volumes with defined business strategy in the most efficient and effective 
manner. 

Lah!!r&~ .. - - - -!- F i g  - Mop+y of ~eplembe;-- 
Columbus pay- _ . - - - -. A_-- , secondMonW -of-%?-be: - - _ -. 

Provide proccsseslsysterns that hack the demand of customer requests and the supply of 
available suppolt agents in order to meet specified senrice levels. 

-?w!?!!!!Y ._ - - -- 
-?lan~Se;lvin&Da_r - _ -. _ 
Christmas Day 

Analyze trends of call pattans and volumes and develop volume foncast models. 

I 1 th day of November . -- -- -~ 

---.--Fw* Thu*~ of Nov?!!er 
25th day of December 

b Implement forecastingtworkload management tools and techniqts to monitor call 
volume real time, gcnenk staffing models to provide consistent service kvels across call 
centers, and produce productivity reports to ensure optimal stan& and s c ~ l e s  to 
match s e ~ c e  levels and call volutncs in a costcfffctive manner. Tooldsystans shall 
automatica1ly bigger alerts if performance drops below defined kvels. Workload 
management tools shall integrate with intelligent muting platforms thatsupport virtual 
call muting for load balancing among all sites and while being transparent In callm. 
Provide an annual surge management plan that details strategies and p t o c ~ r c s  to 
respond to rapid fluctuations in call pattcms and volumes. 
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> Implement dynamic resou~ce allocation and ov&w strategies to meet "spikes" as they 
occur. 

> Provide sbrffing to handle unexpected increaseslspikw. 
P Utilize workload management tools that pmvide a11 management reporting for virtual 

call centers as a single entity while also offering drill-down capebilitidviews of single 
site. 

8.1. Training and Dmlopment 

The Contractor shall be responsible for providing all training necessary for support of the CSR's 
and its other staff. All Contractor employees shall complete an initial training program that the 
Coneacto~ designs. USClS must approve the training program prior to implmtntatim. The. 
Contractor shall submit &is plan annually, USClS requires a 3 M a y  rtview period for all new 
andtor revised training progmms. The ConmcMt's employees shall be qualified for 811 
performana of assigned duties. 

The Contractor shall: 
k Submit for approval no later than thirty (30) calendar d a y  afler contract award, a 

comprehensive training plan that fully d&&s the vendor's training and testing 
methodology indud& fm example: slrbjtcts; duration for or of eadh subject; delivery 
mechanisms; refreshet or continuous training ectiviv, aaclivities and timelines related to 
training to new subjects and b;rining For subjects pertaining to urgent or immediate 
revisions in law, regulation, policy and procedune; competency testing; estrblishment and 
maintenance of individual mining records; and the identity or identities of pawns who 
shall be principally responsiie for the oversight and provision of W i n g .  
Develop training material and training on the telacmunications equipment, personat 
computers (PC's), and related soflwsre. 

b Develop and implement a comprehensive training and testing program to msm that 
personnel can demonstrate the ability lo understand basic immigration nomenclatun, 
including terminology and processes, and must be able to navigate through the conlnt to 
find correct and complete answers, and to perfm call center activities at a kvel to rn- 
or exceed performance levels stated or created under this conhan 
= Training sha?I include all substantive and procedural subjects mtssary for 

successful performance of the duties dtxribtd elsewhere in this document and the 
management thereat Relevant, eff~tive and timely training (on initial and 
continuous bases) is integral if not critical to other aspects of the senice 
provider's o v d l  effort, e.g., renuiment and retention and quality control. The 
USCIS' intent is to assure: (I) demonstrably consistent and univemllyrealized 
rtsults; (2) the availability and use of a high percentage of employees who are 
expected to be cepabk of h l l  pnformance (i.e., working cficimtly and accurately 
with minimum slrpavision and erron, and displaying good customer service 
skills); and (3) the opporhrnity m allocate resources to successfully and efficiently 

RFP HSSCCG-05-RW12 1-20 USCIS/NCSC 



address other-than-normal demand. 
b Conduct tnining and administer m exam or exams in accordance with the cramjag and 

testing plan approved by USCIS. All Contractor emp1oyees shall pass an exam, or a 
snies of exams that equate to a final exam, before being atlowed to take calk serve as a 
first or second line supenisor, or work in a quality cantml capacity. Separate tests to 
measure Lhe knowledge of cach level of employees (i.e., CSR, Supervisor, Trainer, 
Quality Control) shall be developed and utilized. Tests may be given at separatc points 
during the mining program as appropriate. This testing regime shall at a minimum 
include the following canponenu: 

Basic customer service skills - focused on skills such as courtesy, and a basic 
understanding of how to interact with people tmm different cultures from around 
the world. Testing hal l  include simulated situations. 
The language of citizenship and immigration - focused on w understanding of the 
terms and other nomenclature used to ensure an ability to undmtand and convey 
customer needs and applicable ~ l e s ,  procedures and eligibility, and a basic 
understanding o f  USCIS procedures both with nspect to customer service and 
how various kinds of cases are typically processed. This closed book lest shall be 
taken from a large pool of questions about terms, basic benefits and eligibility and 
USCIS case processing and customer service procedures. 
Accuracy and Completentss -the ability to search thmugh the array of 
infonnation and reference material, explain the appropriate information accurately 
and completely, and the ability to understand a &&a"o, draw the appropriate 

. 

conclusions and synthesize the comct answer. This may bc an open-book t i d  
t a t  using the relevant systems. databases, reference meterials and tools. 
Standard Operating F'mmdures and Benefit Determinations - lhe ability to 
understand and ccrrnctly apply and administer SOP'S to particuler circumstances, 
with particular emphasis on transaction services. These shall come fram the 
SOP'S approved by the USCIS, and shall include making delerminations in 
simulated situations and cases. 

= Ethics - to include general ethics, and behaviors rtquiled of a person whom 
customers may to an extent view as representing the U.S. Govmment. 
Privacy Act - focused on the application of the Privacy Act. 

8.2. Continuing Dcvslopmcnt 

The Contractor shall conduct on-going, in-service training to broaden CSR's knowledge and 
enhance service skills to ensure that staff: ( 1 )  keep current on any changes in infonnation; and (2) 
ate provided infonnation on new USClS guidelines. 

The Contmctor shall: 
Provide rehher mining, updates and remedial hining, as appropriate, and annual 
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refkshc~ training an content areas identified by USCE ss problematic. CSR's and 
quality control personnel shall pass an annual recertification. 

> Develop wd implement innovative methods to train amtent updates whik minimizing 
time taken away Irom the phones. 

P Conduct training, at no additional cost to the USCIS, when new versions or revisions of 
the call guide are deployed by USCIS. 

USClS will provide the Contractor's hahing staff with periodic content training as laws and 
regulations change. Other than routine data changes, which will be made as they occur, and 
emergent releases to accommodate requirements, USCIS plans to release content weekly each 
Wednesday, to be implemented the following Monday. The Cantractor should anticipate that 
even given the shpuked role of CSR's &ere shall be a significant ongoing role of keeping 
CSR's informed and trained about changes in navigation and material am laws and procedures 
change. USClS will only wnsidw training costs qamte from CLIN pricing based on call 
volume when USCIS substantially revises the IVR or substantially revises the m y  of services 
off& through the NCSC. 

8.3. Coune and Refemct Ma& Js 

The Contractor shall: 
b Creak trainee and trainer training resources. 
P Develop and update training cumculum and resource materials in a modular fbrmat to 

accommodate transition and the addition of new content. 

AH training materials developed under this contract arc the propnty of USCIS. The Conmtor 
shall provide electronic versions upon requcst At the end of the confracf all training materials 
developed in support of this contract shall be turned over to USCIS in its entirety in M i m f l  
Windows software electronic format. 

The Contractor shall: 
Develop and implement as a subset of the training and development plan a 
campnhensive clstomcr servjce representative plan including criteria for selecting 
insmaors, comprehensive training plan including "soA* and subject matter skills, a time 
line for training CSR's, baining for Spanish and hearing-impairad caltm, certification 
procedures for instructors and CSR's, and training assessment methods. The plan shaU 
also include evaluation methodologies and criteria to detennine otha training options 
available in thc event that the initial training program may need to be enhanced. The 
mining plan shall k miewed and revised st a minimum annually or in the interim as 
necessarj. 

P Specify in the training plan measurements to determine GSR's readiness/--Ficotion to 
assume responsibilities of a production enwonment. Establish minimum performance 
p a l s  for knowledge wmprehmsion, communication skills, and operational proficiency. 
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Perform new hire training [to include readiness certification), knowledge base training, 
regularly schedukd continuous learning sessions, and mnagcncylevenUnew guideline 
training on an 6s-needed basis. 

k Include the supporting tcchnalogy systems as an integral part of all CSR mining. 
b Implemmt a'Mendd delivery" ~ppmafh utilizing a variety of adult learning techniques 

to meet the needs of $pacified training requirements. 
Communicate paf(~m~tlce expetations and measurements to all employe# responsible 
for either producing or managing program results. 

E. Provide CSR's with the knowledge, tools and skills necessary to tespond lo 
inquirieslcalls at the required service levels and the stipulated perfomcc based quality 
standards. 
Provide instructors who have succesfully completed CSR training. cdfied in 
accordance with procedures defined in the mining plan. and have a highly proficient 
working knowledge of the technology and experience in call centeroperations. All 
training plans and certifications shall be approved by the Contracting Officer. NCSC will 
conduct the initial collaboration baining and the Contractor is expected to assume 
rsponsibility thereafter. 

- - -- 

9. KN~WLEWE BASE TRAFNING 

USCIS must comply with evolving law and regulations. To ensure accuracy, a comprehensive 
knowledge of USCIS nomenclature, proasses, procedures, and ability to access pertinent 
infomation is required to meet p c r f i n c e  requirements of this contract. USCIS will provide 
and maintsin a knowledge base which the Contractor shall be required to mess to respond to 
customer inquiries. The Contractor shall also be required to access USCIS I d 6  to process 
Customer R e h l s ,  Case Status, and other inquiries. 

9.1. Subject Matter Knowledge 

The Contractor shall: 
k Develog a partnership with USCIS staff to promote oppomcnities for s h a d  mining events. 

Include mcthodoIogits to build depth in latowldgc for CSR's and instructors. 
Train CSR's on approved edits of knowledge management materials. 

I l ~ c  Contractor shall provide: 
In depth working knowledge of the desktop application, navigation skills such as the use 
of advanced search strategies, and scnen guides to locate appropriate content. 

b Effective use of referral dotabases and other knowladgc tools. 



9.3. Call Scenarios 

Thc Contramr shall provide training opportunities to allow CSR's to: (I)  familiarize them6elves 
with the type of questions they are likely to receive, (2) apply techniqw for dealing with likely 
call swnarios, and (3) allow CSR's to conduct knowledge base search 

10. EVALUATION OF TRAINING AND CALL MON~TORING 

Tk Conb-actor shall implement evaluation processes to determine a CSR's readiness to m e  
responsibilities in a production environment, to identify calf-handling discrepancies and to 
determine opportunities for improvement and remedy once in a production environment. 

10. t . Evaluation 

The Contractor shall: 
Dettnnine training evaluation measurements on all aspects of the ttainingprwess, c.g, 
written tests for content and opmtional basics and job-simulated exercises. C l a m o m  
and on tbe job performance measurements developed by the Conmdm are subject to 
USCIS approval. 
Devclop and maintain a system for tracking new and on-going training classes (historical 
view of each CSR), minee classroom perfonname, training evaluations, trainee o n - t b  
job readiness certification scores, and results of call monitoring evalwtions. 
Conduct call monitoring evaluation activities from a t i d  prrspectivc: 

At the supervisor level with the goal of coaching the CSR to improve 
performance, and 
Identi@ from the quality control analysts' perspective who are responsible for 
ml ing  sure that the information shared is accurateand identifying any problem 
areas. 

Factor the results of the proficiency and call monitoring evaluations into the individual 
CSR employee evaluations. 
Provide monthly status in Program Management Status Report. 

10.2. Call Monitoring 

The Contractor shall: 
Impkment call monitoring voice recording technology system/tool and procedures for the 
purposes of call evaluation to identify a l l  handling p r o 6 c i e n c i e d d i ~ p ~ : i ~  or 
*portunities for improvement, remedy or noag&&n; document scripting ctarification; 
and translate call-monitoring data into mining practices (coaching or medial training). 
At a minimum, evaluate 2 calls per full-time CSR per day. At leest 1 call per day shall be 
evaluated for p & t i n e  CSR's. 
Use pcrf~mance fecdkk (quality assurance, call monitoring, Ptc) to detenninc and 
prioritize training needs. 



Document (St& Acknowledgment Agreement) knowledge of  cdls monitoring and taping 
of test calls. 
Provide USCIS and its authorized representatives (including thud party Contractors) the 
capability to perfom blind monitoring of CSR calls and conduct mystery shopping for 
random evaluation of services provided 
Make available all recorded calls to USCIS and its authorized wmnta t ives  for 
purposes of QA e b  as requested. All calls shall be maintained for a minimum of 90 
days. 

USCIS maintains an independent monitoring program to gauge behavioral performance. USCIS 
ako maintains a secret shopper propam to gauge the accuracy and oomplaeness of the 
information and services nmided, measures the accuracy o l  data colkxted in various wavs and - .  
conducts an independent custom"satisfaction s u m y .  ?he results of (hew activities are 
embedded in tbe associated performance metrics under which the Contractw is evaluated. The 
Contractor shall participate with USClS in the USCIS independent monitoring program, and 
shall use the feedback provided by USClS secret shopper findings, independent monitoring and 
customer satisfactiun sll~ey in its management of its o p t i o n s .  The Contractor may utilize 
USCIS secret shopper scenarios as part of its own training program, and may use the monitoring 
program and secret shopper prognm internally. 

User interface shall suppott integrated retrieval tools that pmvide prompts lo supply infonnation 
to specific questions, and Juppor( service requests for q u e s t s  for infonnation. Dcsktop 
Application shall be integrated into opmional procedures and technological infiaeaucture to 
ensure that its capabitities are fully utilized. 

The Contractor shall provide the system design plan to build an integrated seamless desktop 
application tomcet operstional needs under this conntract and the necessary access so CSRs 
are aware of the IVR selections made by customas needs. Screen conccpfsshall be included in the 
plan. 

At a minimum, the desktop capabilities shd: 
b Pesfonn wthund callltransfers, as well as handle inbound calls. 
k Develop a customized series of interfaces based on functional requirements. These 

interfaces will aggregate and prcsent specific audience information and integrate with 
USCS websites and systems. 
Support high availability for a largenumber of concumnt usrrs without &grading system 
performance. 

The Contractor shall: 
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Define data access poticieslchangc mml procedures that cmtml access to systems, data 
files w specific data elements by authorized pasons or systems. 
The data access policiedchange control procedures should comply with the USClS 
policies where CSR accesses the USCIS sensitive data. 
Conduct change management meetings on a regulwty schbduledhasis. All changes to the 
envimnment must undergo a leview process to tnsun a stable and manageable 
environment is maintained. 
Support an integrated security framework that effectively handles all access control 
decisions. 

13. CONFIDENTlALlTY 

Ensure that the confidentiality and privacy of citizenship and immigration infmation is 
protected from loss, unauthorized use, access, or disclosure, including electronic and ore1 
information. The Contractor shall: 
b Annually provide privacy procedures for protexted infomation and how i t  is used within 

the system. Ensure that the call center will use the information for clearly defined 
purposes, safeguard the information, and protect it h m  compromise. 

b Store and process information in an electmnic format so that unauthorized persons cannot 
retrieve (i.c., "hack'? the information via computer. 

b Educate employees a b u t  privacy procedures and provide written instructions to all of its 
emp~oyecs about the cmfidcntial nature ofthe infomlation and the penalties associated 
with unauthorized use or disclosure. 
Ensure that Contractar employees accessing USCIS information will comply with USCIS 
security policies. 
USCIS retains ownership of any data that is cdkcled in responding to inquiries and shall 
not k shared by the Contractor with other Government agencies, organizations. 

P Address storage, diepal.  and dissemination of recanded calls. 

14. Network Management 

The Contractor, at no additional costf to the Govcmrnm1, shall provide network mgineen'ngand 
management services required to support the NCSC, includ~ng, but not limited to: network and 
call routing design; mfic analyses; fault isolation, &e coordination and restoration; 
ncommcndation, processing, coordination, and monitoring of service dm, and activate, 
coordinate, and ovetsee emergcncyfdisaster recovery activities. This includes suppodng the 
telacommunicatioas activities of the USCIS' FTS Vendor to install, upgdc, test, and 
h-oubleshoot network telecommunications scrviocs and features. This also includes providing the 
USCIS' FTS Vendor remote access to the MCS-Genesys T- Servers through thc Gomwactor's 
firewall* Contractor shall ensure remote access and dial-in capabfitia provide strong 
authentication and acccss cantrol and audit and protect sensitive infbmtion throughout 
transmission. 



Contractor must report any evelit hat is a security incident to the DHS CSIRC. Ref DHS 4300 A, 
Page 28, Section 5.6.2 Network Security Monitoring. 

15. Communication System 

The Contractor-selected system shell support a v i m 1  call center envimnment and be available, 
scalable, flexible and secure. Utilize idusby bcsiprsctics and technology to enhance customer 
service and minimize the butden on tbose calling the call center. 

The Contractor shall: 
Annually provide a teIecommunicPtions system &sign and management plan that 
includes at a minimum: description and diagram of the voice and data 
telecommunication, description of all technology, and technical support personnel along 
with phone numbers. 
Develop, test, maintain and resolve a11 oommunication s e ~ c e  issues, outages, or 
upgrades for the telecommunications architeem. Archikcturesball include the 
following capabilities as a minimum: 

Abilty to connect to approved FTS networks. 
Suppotl MCSGmcsys intelligent call muting. 
Support automatic call distribution based on next available CSR, skill base 
routing, language independeat of location, overflow muting, and virtual call 
centers. 
Support TDD services for the hewing impaired. - Monitor and visually display call-handling statistics and availabiLity status real 
time at onsite hatiom. 

16. Computer Telephony Integration 

The Contractor shall: 
Perform all telephony functions from within the desktop application such as changing the 
status of their telephone. answering incoming calls, call transfcning, etc. 

b Allow for screen bansfcr so that transadion information is embedded and passad along to 
the next point in the warkftow. 
Automatically populate CRM fields and display of caller-relevant information. 
Integrate with call monitoring tools. 
Activate emergency alarm to c a m  phone number in the cvmt of a threetcning call. 
htcgnte and coordinate with USCIS or law enforcement agencies. 
Capture infomution from IVR to pass within workflow. 

b Provide screen prompts or scripting and customer points of contact fiom IVR, 



> Provide encryption devices, software, equipment, and services to enrmre the transfix of 
sensitive information. 

The Contractor may replieate menus and scripts on its own systcms k provide them to CSR's, 
but in so doing is required to keep the material current and consistent in structure and content 
with USCIS provided material. 

17. System Support 

The Contractor shall, at contract inception, provide a staffing plan to design, install and maintain 
all equipment, phone systems, s o h r e .  and o d d i t i d  facilities necessary to support all 
functicmai areas Pnd to meet the requirements of this contract. 

~ O G R A M  MANAGEMENT,~RGAN~ZAT~ON, AND DEPLOYMENT 

1 8.1. Program Management 
The Contractor shall submit a Program Management Plan that demonstrates an understanding of 
the requirements and comprthensively detailsmanagement strategies and methodoiogits to meet 
the performance requirements of lhis contract. The Program Management Plan shall include: 

b The management slmctun of the Program Management Twn,  arganizational chm, key 
ptrsonbel and main points of contact, and identify pmjcct teams and their roles and 
responsibilities. 

b Identification of all partners, subcontracts, subcontractor management, criteria for 
selection, and description of services to be petfwmed. 

tz Detailed mitigation responses in the event measures fall short of compliance m ensure 
satisfactory perfonname of propadproject team members and subcontractors. 
Specification of strategies to manage the consolidation, kceping a long-term sttaqic 
view. but imvlcmmtation with targeted, tactical and well-coordinated initiatives to 
accomplish &th short and long term otjectives. 
Specify a single, senior manager to serve as lhe focal point for management of services 
and fknctional operations required under this contract. The Program Manager (PM) shall 
have suffcient organizational, technical, and contractual level authority to ensure full 
commitment of resources. This individual shall be involved with the resolution of 
technical and contractual issues related to meeting contract performance requiremw&. 
Contractor must notify the COTR prior to any change of PM. In order to meet program- 
meeting requirements, the Contractor's R q p m  Manago shall be located within the 
Washingtoo, DC metropolitan area. 
The pmgfam management plans will be a living document that the Contractor shdl 
evaluate periodicafly and update as necessary based on changes. A11 changes b the 
project's final schedule and plan must be discussed with and approvcd by the CO in 
advance. 
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The Program Management Plan shall also consist of the following subplans identified bdow: 
k Contingency Plan/Disester Recovery Plan 
b Personnel and Staffing Plan 

lmplernmtation Plan 
Contract Transition Plan (end of contract) 
Security Plan 

Quality Control Plan 
1 8.1.1. Monthly Status Report 
The Contractor shall provide Program Management Monthly Status Reports. Rcpom shall 
include updates on all activitiedprojects as specified in the functional requiranents end an 
earned value report, not to exceed 25 p~ges. Propose fonnat rtcommedations; however, all 
mehic elements must be included in the repoIt. Final format of report will be detcnnined upon 
award, 

18.1 2. Contingency PladDisaster Recovery Plan 

For a call center ta be an effective Bervicc provider. it must be consistently and continually 
available to meet customer m i c e  requirements. To minimize potentid down time, it is critical 
that an architectural infhstmctun and operational culture be established to support USCIS' 
stated performance measuremenb and objectives. 

The Contractor shall: 
Annually pmvide a Business ContinuityIContingcncy Plan to meet an availability 
requirement of 99.99% fbr mission critical operational services. Critical operational 
system need to be mhitected and operated to pmvide the services of the call center in a 
highly reliable manner. 

b Ensure the Business Continuity Plan encompasses such factors as contingency and 
disaster recovery measures for all critical areas of the operation. This plan shall ensure 
continuity of service in the event of naturally occurring disasters, national emergency, or 
software, system, or equipment failure causing intenuption of service. The plan shall 
detail provisions for levels of operational redundancy, reconfiguration procedures, or 
interim processing capabilities during restoration, emergency or backup power supply, 
precautionary measures such as systems backup procedures, off-site s t o w ,  alternative 
sites, system eliability, pass N R  path & Tier 1 path to Tier 2, and system security. 
These plans shall be based on t h m  essential phases: Activation and Relocation (0 to 12 
hours), Alternate Facility Operations (1 2 hours to termination), and Reconstitution 
(termination and return to nonnal operations). At a minimum, the plans shall be 
tested/cxercised annually. 
Ensure SOP'S are developed for such areas as testing and validating sohare ,  on-going 
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systems maintenana, rolling out new equipment, and making modifications to the 
technical infrastructure. Backout procedures must bt defined in the event changes 
disrupt stability of the systems. 

Ensure that the plan addrases risk management analysis and assessment, detail processes 
and procedures for service availability notification, damage assessment, and change 
control strategies to reduce points of failure and prevent future outages. 

The Contractor shall develop and maintain implementation plans and guidance for its staff 
concerning contingency operations &ring special and emergency situations such as fire, 
accidents, disturbances, and other circumstances that could iea~ardizc ouerations. A 
methodology for technology and naturally occurring disastek shall be addressed. The Contractor 
shall develop, review, test, and update site-specific plans at the Contractor-supported sites on at 
least an annual basis. The plan shall specify backup procedure, type of backup, media storage at 
on-siteloffsite Locotions and backup media retrieval in case of site failure. These plans shall 
ensure continuity of opedons under special and emergency circumstances and be based upon 
and consistent with site plans at each supported location. The Contractor shall identify and 
describe procedures to follow in the m t  of a F h l  Government closure or other emergency 
affecting the area in which the Contractof sites are located. 

The Contractor shall develop a plan to describe how the Contractor shall relocate to a different 
location in the event that a disaster, either natural or otherwise, causes the call center in any of 
the locations to be closed for an extended period of time. The Contractor shall also denlop a 
plan to describe how the Contractor shall nlocatc people to one of the existing call center 
locations if one ofthe call centers must be closed for an extended period of time. The plan will 
be based on three essential phases: ActivatidNotific8tion; Recovery; and Reconstitution. 

Contractor shall identify and train all the persons involved in IT Contingency Planning effort in 
the procedures and logistics of IT coMingency planning and implementation. 

18.1.3. Personnel and Stafing Plan 

Key Personnel - The Contractor's plan shall provide for staffing key positions detailing criteria 
used and selection process to fulfill the requirements of this contract. Key p m n n e l  may include 
subcontrscton. 

Staffing Plan - The Contractor's plan shall demonstrate how they intend to shfTthc project. The 
contra& shall include d l  nc&sary S U ~ ~ M S ~ ,  project management, managaia(technical 
and administrative support to meet planning, irnplemcntation, operation and management 
requirements of this contract. 

Rec~itment Plan - The Contractor's plan shall address procedures to hire. train and retrain a 
workforce capable of performing the work required under this contract. The Contmctor shall 
include criteria for the selection of employees, procedures for staffing, and clearance processing. 



Retention Plan - The Contractor shall demonstrate their methods and sbntegics to employ and 
retain competent, qualified personnel to perfom services of this contract in an effective, prompt, 
accurate, courteous and efficient manner. 

The Contractor shall adopt strategies to encourage stability in the workforce, maintaining full 
stafting levels during absences and employing such practiew as performance-based 
compensation for CSR's based on calls handled and the quality perfomnce mctrics under which 
the Contractor's call handling performance is measured, performance-based compensation for 
other M, recognition programs, and c a m r  paths. 

1 8.1.4. lnrplementation Plan 

The Contractor shall pmvide an implementation plan detailing the activities associated with 
assuming responsibilities of the technical and functional requirements of this contract, including 
the transition of existing operations and incorporating all pmgram activities into a consolidated 
operation. The plan shall address ways to minimize deployment risks by integrating a shategk. 
&tical and hrn&onal view of operations; manage the &ope by reducing complexity; balance 
service continuity; and schedule expansion to meet broader requirements. 

The plan shall address all technical, optrotional, and management activities necessary to support 
the planning, implementation, and augmentation of existing operations. 

The Contractor shall: 
P Provide a Start-up Plan to address Contractor's ability to augment existing call center 

operations. Base plan on using management teams to direct day-to-day responsibilities, 
tactical, and strategic aspects of implernentalion, ncommend functionBypmject teams 
and defme roles for each, identify t a m  leaders, and specify outcomes for each tcam 
effort. Some teams may be cross-functional in nature. 
Provide monthly status repor$. 

The Contractor shall provide a Phase-In Plan to describe its methodology for assuming the 
incumbent Contractor's separate areas of responsibility without interruption to my of the 
corresponding service functions. The Contractor shall not begin work until capabk of taking 
MO/o of the total monthly calls based on a wmmensurate level of CSR's and supmisots being 
cmtified, trained and cleared; incremental increases in work shall be as the Contractor's certified 
capacity increases. 

Transition Requirements 

The Contractor shall install, test, and transition the following within the fim 120 calendar days 
after contract award: 

1. Within 7 days identify to the USCIS Program Manager the number of PIU circuits 
' 

required for each call center location. 
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All telephone switching equipment including, but not limited to, switch message 
announcements, cables, bkphone instnunents and softphone capability including pmper 
s e w  to wcept skills based routing, default routing, trunk-@trunk routing, take-back- 
and-transfer, transfer8 to Tier 2, all queues, and DNIS numbers. 
TDD 4 transfer to Tim 2. 
All computers and connectivity to required USCIS wcb sites and databases. 
Two (2) T-Servas (one primry and one for the High Availability Stand-by w o n )  
installed with MCI provided Genesys software for the MCS-Genesys, Intelligmt Call 
Routing st a h  call center location. 
Supervisor workstations installed with MCI provided Gcnesys sohare fm the MCS- 
Gcnesys intelligent Call Routing. 
Setup skills b a d  touting including skill levels of CSR's. This will require that the 
Conimctor interface with MCI. 
Provide MCI with names of the Contractor pasonnel authorized to have aceas to MCS- 
Gcnesys features such as CCPdse, CCAnelyzer, and SCI. 
Work with MCI to provide items such m IP AdQcmes for the installation of Frame Relay 
circuits, routers, and modems to facilitate the MCS-Gencsys. 
Provide MCI access through the Contractor's Firewell for the purposes of trouble 
molution and testing a l l  muting straffgies. 
Connect all MCI p r o v M  T-l circuits, PRI circuits, and Frame Relay circuits to premise 
equipment. Work with MCI to test and turn-up circuits. 
Work with MCI and USCIS to perform failova testing of the MCl installad Frame Relay 
circuits, muters, and modem. 
Perform User Acceptance Testing of all hardware, sofhvare, and ITS circuits installed for 
the implementation of this contract 
Ensure that all T-Server logs are immediately available to MCI for review and 
troubleshooting. 
Install Cn and Softphone transfer tahnology md capability. 
Provide All CTI integration in ordn to psss requited data from Tier 1 to Tier 2. 
Install T-1 circuit and telephone number that will be used to call forward to the 
International Host Connect 
Install telephone motding equipment. 

Ensure connectivity to nationwide appoinhnmt scheduling systan. 

18.1.5. C o n W  Transition Plan - (End of contract) 

USCIS expects a smooth, orderly, cwperative tmnsition of services. All rnklnjals and data 
(most current vcrsionsl created and collected during the course of this contract and owned by the 
USC~S shall be tumed'over in a timdy manner as &quested by USCIS. 
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