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SECTIO J 
SF-1449 CONTINUATION 

A. Blocks 19 tbrougll 24 - Schedule of Supplies/Services 
The Contractor shall provide non-personal services in accordance with Federal 
Acquisition Regulations (FAR) Part 37.1 and the Performance Work Statement below, in 
the provision of Tier I Call Center setvices for the period of one base year and four 
possible one-year option periods. The Government intends to award ooe or more 
contracts for these services. Contract performance will not begin lltltil satisfactocy 
personnel security clearances have been received and successfully processed by the DHS 
Security Office and a written Notice to Proceed is issued by the Contracting Officer. The 
Contractor is advised that all security paperwork must be submitted timely in accordance 
with the PWS. Once the Notice to Proceed is issued, phase-in/transition can begin at the 
Contractor provided offices. 
The Contractor shall provide Tier I Call Center services at the finn-fixed prices per 
month for the call ranges listed in Attachment No. 8. The firm-fixed prices per month 
shall include all costs, e.g. personnel wages/salaries, fringe benefits, training, tra•·el, 
office space, equipment, supplies, insurance, indirect costs, profit, and any other costs 
J'C4l uired to provide these services. 

B. DESCRIPTION I SPECIFICATION I PERFORMANCE WORK STATEMENT 

l . bfrRODUC110N 

The purpose of this contract is to support the U.S. Citizenship and Immigration Service (USCIS) 
National Customer Service Center (NCSC) Call Center management program. The NCSC 
program operates under the USCIS within the Department ilf Homeland Smlrity (DHS). The 
objective of the contract is to award multiple contracts to support the NCSC in providing 
infonnation related to immigrant and non-immigrant benefits by employing a customer call 
center approach. 

Operations include the staffing and management of necessary customer service representative 
(CSR) support, utilizing call center standard operation procedures, establishment of call ~ter 
facilities, and the implementation of the information technology infrastructure required to 
support system and communication needs. The operations shall be supported by business 
continuity of opetations and contingency p\ans to ensure minimal disruption of service. Also, the 
underlying techno logy utilized will capitalize 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 center 
man11~ment best practices to promote efficient operations requiring the Contractor to meet 
specific performance objectives. 
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1.1. Call Center Operations - Background 

Unti11996, USCIS (formerly the Immigration and NaturalizatWn Service), O]lerated two small 
civil servant staffed Call Centers- one in New York City and the other in the Los Angeles 
metropolitan area. Each provided basic service to a limited geographic uea. Customm 
throughout the rest of the United States obtained service by calling, writing, or going to their 
local USCIS otlice. 

To improve service, USC IS 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 (IVR). Ca11ets whose inquiry requi~ additional information hllve the capability to 
~ve live assistance from contract CSR's. Using pre-scripted material, CSR's respond 10 
requests for general infonnation, process various caller service requests, and provide basic case 
status information. Calls that require research in USCIS databases, concern complex information 
categories, or go beyond the scripted material are transferred to a USCIS Immigration 
Information Officer (UO) at one of the two USCIS-staffed and operated Call Centers. 

The USCTS mission is to administer the citizenship and immigration laws of the United States 
governing benefits and services. In addition to adjudicating applications for specific benefits and 
services, users has an infonnational, educational and customer service role witb respect tc the 
benefits, products and procedures relevant to administering and enforcing immigration and 
related laws. Services must be delivered in a timely, accurate, consistent, fair, professional 
courteous manner, with high quality. 

While part ofUSCIS' staff of employees and Contractors are located in USCIS headquarters in 
Wastrington, DC, most are in local offices, asylum offices, service centers and other operations 
throughout the United States and around the world. Over the last several years, the USCIS has 
seen a dramatic rise in the number of applications received, and in demand for associated 
services. USCIS has taken action on miDY fronts to ICcommodate this inftux, including hiring 
additi<>na\ staff; analyzing and recngineering its processes; and implementing a variety of new 
programs designed to increase production and improve customer service while increasing quality. 

1.2. National Customer Service C-enter (NCSC) Mission 

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

1.3. Current Servi« Delivery Methodologies 

The NCSC was created to provide nationwide assistance to customers wbo contact the USCIS by 
telephone with questions about immigration services and benefits, and with issues Jelated to case 
processing. To meet the demand for telephone customer service, the NCSC and associated 
components is currently composed of the following elements -
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A network based lVR system to provide infonnation and route call~ for assislance; 

> ContTactor provided and staffed Call Centers (referred to as Tier 1 ), sta.ft'ed with 
Customer Service Representatives (CSR's) md related personnel; 

> TW{) USCIS-staffed Call Centers (referred to as Tier 2) sta~ with Immigration 
Infonnation Officers (IIO's),locatcd in New YcJTk. NY, and Los Angeles, CA; 

l> A USCIS Fonns Center, located in Burlington., VT, that focuses on customer forms 
fulfillment, and which is a direct IVR routing destination point for selected calls; and 
USC IS Service Centers that process applications and petitions for immigration benefits, 
and which are direct IVR routing destination points for selected cans. 

These elements may expand during the term of this contract to include additional routing points 
for certain kinds of calls. 

The NCSC currently operates several discrete customer service lines. The general service line 
m:eives the largest valume of calls. Other special~ lines have significantly less volume. While 
services in these separate Jines may be provided by CSR 's from lhe same location or locations, 
the lines must appear to the customer to be separate operations. Selected lines also provide a 
separate Telecommunications Device for the Deaf(TDD) component. 

The different lines provide various services, but in certain respects function in similar ways. For 
example, when a customer calls one the NCSC's general service number, 1-800-375-5283, the 
call is first routed to the network based IVR. During nonnal business hours, if the IVR is unable 
to meet the customer's need, tile call is aulomati<:ally routed via the fTS network based 
intelligent call routing to the next available CSR at one of the four Contractor-operated and 
stldTed Call Centers at Tier 1, or to the appropriate USCIS direct routing point where appropriate. 
Tier I service is provided in both Englisb and Spanish. CSR 's us.e Frequently Asked Questions 
(FA Q), scripts, and operational guidelines developed by USCIS to assist customers. More than 
90% of callers requesting live assistance currently receive answers to their questions at the Tier I 
level. 

ln some cases, depending upon the nature and complexity of the questions, calls are ttansfem:d 
from Tier l to Tier 2 via the ITS network to one of two USCJS-operated and staffed Call Centers 
located in New York and Los Angeles. 

In the current environment, the CSR simply transfers the calls using the Managed Contact 
Solutions-Genesys (MC8-G) and skill based routing to a network: queue for distribution to 
the appropriate Tier 2 call center. This is a blind tnlnsfer where the <:all is transferml and 
the Tier I CSR is immediately available to take another call. Calls can also be transferred 
from Tier I to Tier 2 via the tiUnk-to-trunk transfer method. This method would be used 
iftllere 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 centers to accommodate TDD calls(!-
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800-767-1833). both in English and Spanish. 

Additionally, the NCSC also maintains toll free services and Live Assistance for the Employer, 
Business, Investment. and Student Services (800-357-2099) and the corresponding TDD (800-
278-5732). Presently, this service is only offered at the ContnK:tor call center in Corbin, 
Kentucky. These cells can also be nansferred to Tier 2. 

The NCSC also maintains toll services and Live Assistance for International Services. This 
semce is pn:seatly comprised of a I O·digil telephone number (785-330- I 048) at the Contractor's 
Lawrence, Kansas location that is call forwarded to a toll free number in the Government's fTS 
Vendor's Enhanced Call Routing platfonn. Presently, Tier 2 responds to the Live Assistance 
calls but this will be shifted to Tier I responsibility 90 days after a Conttactor begins handling 
calls under this contract. 

The fol lowing reflect a number of key objectives regarding the NCSC mission: 
}> Bring USCIS closer to rhe public while instilling confidence and trust in the services 

provided~ 
)> Promote equity through improved customer access and personalized interactions; 
> Improve service levels and the "customer experience" by providing consistent, aoc:urate, 

current. and complete information; and 
»- Provide service and information in a way so as to reduce repeat requests for service. 

1.4. The role of Tier I and Customer Service Representatives within the NCSC process 

The NCSC •rates within a broader USC IS customer servic~ environmenl It is one channel by 
which we provide information and service. Increasingly it will sulJillement information and 
services available to customers in a self-service mode through the USCIS website. The services 
offered, options, and th.e infomation and s.eMce provided may be greater or smaller in scope 
than those offered on the USCIS website, but to the extent to which the information or service is 
the same, it is important that customer choices, and the infonnalion and service provided by tbe 
NCSC are consistent with corresponding infonnation and services available on the USCJS 
website. 

With the limited exception ofTDDfiTY services, Jive assistance, both in terms of providing 
infonnation and the currently offered army of services, is currently veJbal- CSR's manage calls 
by asking questions to detemrine what information or service the customer is looking for, and 
then use scripts in a Frequently Asked Question fonnat to provide information, and use 
eelineated call flow sequences to detenn.ine eligibility fm Case Services. CSR's accept form 
order requests, n:quests tor Case Services, and thus capture associated customer information. 

Under this contract CSR 'swill continue the process where IVR decision points and information 
leave off. Contractors should understand, however, that customers may make: requests upon 
reachins live assistance that are inconsistent with their JVR selections, and hence \\ill have to in 

RFP HSSCCG-OS-R.QOOI2 1-4 USCISINCSC 

7 



essence replicate the IVR structure. CSR's use USCIS authorized scripts and designated call 
management procedures to respond ID live assistance requests. CSR's are not required to be 
content experts. They are navigators, required to have a sufficient understanding ofthe 
nomenclature and language of immigration to be able to understand and actively manage 
customer requests for assistance; to navigate through the appropriate scripts and use lhe 
appropriate tools to provide tbe authorized and expected information or service; and to be able to 
explain the answer and result in layman's terms. They are required to follow authorized menus 
..00 scripts to answer questions and provide service, but must have sufficient understanding of 
the tenninology to be able to eX1)1ain tbe answer or result as owosed to simply recitin& it. 

The Contractor is expected to actively manage operations 10 ensure not only that quality and 
performance me'lrics are met, but also to improve the efficiency and effectiveness of operations. 
In this respect the Contractor shall be expected to actively participate in the process of 
developing proposals to expend and improve scripts ar.d stipulated procedum, howevet, the 
Government wil1 make all final decisions with m;pect to changes in scripts and Government 
delineated procedures to ensure that operations meet the goals of efficiency and effectiveaess. 

l.S. Current NCSC Systems Configuration and Operation 

Connectivity. 
The information contained in this Performance Work Statement (PWS) and in Au.chment l, 
describes the current NCSC environment. From a voice network perspective, there an: seven 
Primary Rate lnterfaoe (PRI) circuits at the Lawrence, Kansas Tier I site; 19 PRJ ciJCuits at the 
Corbin, Kemucky Tier I site; five PRI circuits at the Phoenix, Arizona Tier 1 site; and two PRJ 
ciJCuils at the Arlington, Virginia Tier I site. Each of the Tier I sites cunently own and utilize 
the A. vaya Communication "Dejinity" platform for voioe and Call Management System (CMS) 
services. 

Voice Platfonn: 
Each of the Tier 2 Call Centers utilizes an Avaya Comm1.111ications Definity G3SI (Version 12) 
voice platform and CaD MaJ188ement System. There an: three PRl circuits from the FTS network 
tenninating at each of the Tier 2locations, utilized for the ttansfer of calls from the Tier 1 
centers. 

Data Platform: 
Each of the four Tier I call centers is equipped with two FTS provided Frame Relay circuits, routers, 
and modems to SllpPOrt the MCS-Genesys lntenigent Call ROUling. Additionally, c:acb of the four 
Tier 1 call ccntm have MCI provided T-1 circuits to facilitate trunk-to-trunk routing in case of a 
defauh routing condition. Presently, there are two T -I sat the Lawrence, !Unsas Tier I site; three T
lsat the Corbin, Kentucky Tier 1 site; two T-Is at the Phocnix,Arizooa Tier I site; and l T-1 atOte 
Arlington, Virginia Tier I site. 

Customer Relationship Software: 

RFP HSSCCG~S-R-00012 1-S USCISINCSC 
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In order to receive call information from the Tier I sites, each of the Tier 2 Call Cen&ers presently 
have Genesys Version 6.5 middleware and Siebe17.5.3 Customer Rellrtionship Manager (CRM) 
software iiiStalled. The Genesys Version 6.5 will be upgradea to Genesys Version 7 .X during 
this implementation. 

Call Center Server Environment: 
There are Oenesy$ T-Servers located at each of the Tier I (Contractor-staffed and operated) Call 
Centers. 

The Genesys Servers are password protected, and the system administrators from each Tier l site 
are responsible fur maintaining their respective database information. The Tier l Coatractor is 
responsible for database maintenance for their sites, and is also responsible for the operation and 
maintenance of the hardware. 

Each of the Tier 2 sites bas a Genesys T -Server installed on premise. During the installation of 
MCS-Genesys, Intelligent call Routing for Tier 2, the High Availability T-Server was installed 
providing a primary and back-up T -Server for each Tier 2 locati011. 

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

Call Routing: 
Calls to the NCSC 800 number are currently routed to the Tier \ sites hy theFTS netwotk using 
intelligCJit call routing. IVR service is offered 7 days a week 24 hours a day. Two lVR scripts 
are used: one called "live assistance" and the other is called "non-Jive". Live assist.nce servjce 
is offered from 8:00 AM to 6:00 PM Moaday through Friday in each of the four rime zones in the 
United States, ex.cludint Federal holidays. Service for calls from Puerto Rico, the AmeriC8Jl 
VirgjR Islands. Alaska. Hawaii and Guam is slightly reduced due to the time zone differences. 

As an example, for a caller from area code 703 (or for aay caller in the Eastern Time Zone), the 
FTS network knows that Moaday through Friday from 8:00 AM to 6:00 PM Eastern Time these 
callers will bear the JVR script that offers the opportunity of going to live assistance. Beginning 
at 6:01PM on a weeknight as well as all weekend, lhe FTS network knows to play the "non-live" 
script until 8:00 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 is automatically staged for distribution to an English speaking CSR. 
Conversely, if Spanish is sc:lected, the call is amomatically staged for distribution lO a Spanish 
speaking CSR. In the event a call requires escalation to Tier 2 for assistance, lhe network IVR 
will route the call to TieT 2 based on the cuswmcrs' language selection. 

Calls to other NCSC customer service Jines use a similar live/non-live process, but are routed to 
specified Tier I locations as opposed to being available to the entire Tier I network ofCSR's. 
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1.6. Opcnlting in a multi-vendor environment 

The Government's objective is to make a multiple award under this contTact to 2 ContJactors to 
provide services under this contract, and, over time to move to where tbe follow-on conlladS will 
be let during different years to reduce the potential impact of a ltaiiSition ofa uew Coolractor or 
contract vehicle. However, based on the selection crilieria the Government reserves tbc right to 
make a single award, or at lily point during the option yean of this contract to reduce operatiOQ 
to a single Contractor, or to m:ompcte lbe conlract either for one or both NCSC Contractors. 

In terms of call volume, users will initiaUy assign specialized customer service lines and all 
TDD service to one of the two Conuactors. Contractors may in their quotes recommend the 
initial assignment of these calls. All other calls will be made available to the combined networlc; 
of customer service representatives logged in available for calls, and the system will search for 
the next available agent. In esSC'Jice, the vendors will compe&e real-time for these calls by the 
availability of their customer service representatives. The system will use a weighting 
cletermined by the Govemrnent based on relative price, quality and performance of the two 
vendors· proposal and ~nee to assist in the real-time allotment of calls between the 
competing vendors. At contmct inception, weighting will be based on the pricing difference 
between the proposals. 

The Government may adjust this weighting based on changes in performance 1111d pricing. 
Except where there is a serious degradation of service levels, the Government will normally 
adj11St this weighting qUIIIte'rly. As pan offJtis adjustment it may also shift the other C\lstomer 
service lines between vendors. or make such calls available to both vendors based on the sante 
weigh ring. Decisions wilh respect to weighting arc reserved to USCIS. 

2. PERFORMANCE WoRKSTATEMI!NT(PWS) 

2.1. Goal 

The goal of this PWS is to optimize customer telephone intmction by providins a proactive, 
unified. and intqrated approach to lhe delivery of citizenship and immigration services benefits 
modeled on industry be6t practices fur lbe continuous improvement of customer &eMce through 
an evolving strategy of ca])ltalizing on operational efficiencies, aligning processes with leading 
edge technology, and ensuring acc;ountability for meeting and exceeding customer expectations 
of service delivery for a diversity of needs. 

2.2. Operutional ancl Economic Efficimcies 

A number of irnprovemmts and efficiencies are envisioned, including: 
> Keeping pace: with cutting-edge principles of openuions and technological advances to 

respond tn fluctuating vobtme5 of inquiries; and 
> Optimizing systems and prooe sses that support accountability by employing perfonnance

based metrics and meeting customct satisfaction goals. 
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2.3. PWS Scope and Purpose: 

The purpose of this contract is to provide information on a full range of citizenship and 
immigration information and customer services via the telephone. Operations shall include the 
staffing and management of necessary CSR support, utilizing call center standard operation 
procedures, establishment of call center facilities, 110d the implementation of the infonnation 
technology infrastructuR: required to support systems and communication needs. The operations 
shall be supPOf'lcd by business continuity of operations and contingency plans to mitigate 
opportunities for disruption of service. Also, the underlying technology utilized will capitalize on 
evolving, leading-edge functionality, be flexible in design to adjust to fluctuations in call 
volumes, and accommodate necessary expansion of all USCIS programs and services. Call 
Centers shaH utilize industry best practices to promote efficient o]lerations. 

The Contractor shall provide qualified. trained staff in sufficient quantity to respond to inbound 
inquiries in accordance with perfonnance parametm stated ~n and il16tfUctions provided by 
USCIS. The users are defined as any individual or group seeking immigration benefits and 
services information provided by USC IS. All Contractor staff must undergo and be cleaR:d 
tbroogh the DHS security clearance process. 

The Contractor shall provide, operate and furnish the Call Centers, provide sufficient operational 
staff, and partner with the USCIS and other SUJllloni.ng Contractors involved in improving NCSC 
operations. This PWS includes telecommunications, Call Center staffing and operations, 
customer relations, and technical support. This requites !.he Contractor to meet specific 
perf0£1tlance objectives. The users wil) look favorably upon proposals thar emphasize 
employee incentives for performance. 

3. Call Center Operations 

AU CaU Center(s) shall operate seamlessly via a netwodt.ed. environment that is transparent to the 
caller. Tht call center shall utilize industry best practices to promote efficient operations .00 
efTecti ve use of technology to support call center operations, and offer scalable resources to 
manage call volume patterns tbat fluctuate and have cyclical patterns related to customer 
behaviors, and respond to "spikes" that may R:sult as part of an unanticipated campaign, media 
CO\'erage or unforeseen emergency situations to include congressional mandates. 

Operational Procedures 

The Contra~or !>hall model industiy best practices in can center operations; and document lhe 
maJagement and administrative proce~processes required for operalional control in a 
multiple call center environment. Standard Operating Procedures (SOP's) shall be developed, 
updated annually, and provided to USCIS for review. The Government rnust approve all SOPs 
prior to their disserninati on. All applicable staff shall sign an acknowledgement that they have 
read and underslalld the SOP's. 
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The Contractor shall assure that each of its employees knows the prescribed rules of conduct 
conceming privacy and confidentiality of information. All applicable staff shan sign an 
acknowledgement that they have read and understand all privacy, confidentiality, and security 
requirements. 

4. FACILffi~ 

The Contractor shall: 
»- Only establish and operate call centers and relaed data centers providing service under 

this contract within the continental U.S., Alaska and/or lbwaii. Due to security reasons 
and access to annbutable data, separate telecomm11nications schemas to allow for work 
telecommuting are oot allowable under this cootn\<:t. 

» Situate call centers in locations where the local labor market can support the call center 
size and the skill sets of the labor pool required for the NCSC, including foreign language 
(Spanish) and subject matter expertise. Considerations shall include the degree of 
competitioo for the labor pool from other call centers and related industries and the 
impact on recruiting and retaining the call ceater's minimum and maximum number 
personnel. 

Given the Government provided tele<:ornmunications service described in Section 
6., call centers shall have a nonnal minimum complement of 50 CSR 's. 
The network ofNCSC Tier 1 call centers sba!l be located geogmphicatly in such a 
way as to minimize the impact of weather or other localized or regionalized events 
that may othetW\se affect collective operational performance. 

The Contractor shall locate one of its call centers in a HUBZone area. The 
Contractor shall have a minimum of250 CSR 'sat its location within the 
HUB Zone. 

• IftbrotJgh contract performance and diminished call volume during the 
tenn of this contract the Contractor's total CSR staffing falls below 300 
CSR's, it shall miintain a minimum ofSOO/o of its total CSR complement 
at that location. 

• The Contractor shall maintain a minimum of2 caU centers. No one site 
may have more than SC)O/o of tbe Contractor total CSR staffing. 

)- Provide a plan for physical building security and related security controls pursuant to 
NIST facility security requirements. 

»- Provide call centers that -
Comply with all applicable state. local, and Pcderal Government standards aud 
regulations, such as the Oxupational Safety and Health Act (OSHA) of 1970, as 
revised, and the Americans with Disabilities Act of 1990. The sites shall remain 
in compliance with. such standards and regulations throughout the life of the 
contract, including the Base Period 8lld any exercised Opeion Periods. 
Provide space, furnishings, acoustics, lighting, and ternperaun:e environment that 
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meet or exceed caJJ center industty standards. 
Accommodate modem telecommunications and computer syslems and call center 
fumisflings. 
Provide worbpace fur one USC IS representative on-site at eacll call center to act 
as 11 representative of the USC IS (this may be a fUnction of another Contractor}. 
The pUipOSe for the USCIS repm;entative is to act as a monitor of the operation of 
the center and report independently back to the NCSC Program Manager on the 
operation of the facility. 
Are externally secured by locks that require a key card or equivalent security for 
entry and exit. lf1ocated in a multi-call center environment, ca.tJ center operations 
in support of the USCIS contract must be isolated from the remainder of the 
facility by loeb that require a key card or equivalent security for entry and exit by 
all personnel 

» Provide separate training rooms for the NCSC program equipped with sufficient 
computers for training. 

> Provide unrestricted access to call center facilities to authorized USCIS staff and other 
designated personnel (including Contractors), including issuance of access badges for 
eaclllocation, for periodic visits. It is assumed that the USC IS will provi~ a listing to 
the Contractor of the authorized personnel and USCIS will be responsible for keeping this 
listing updated. 

A consultant, under contract to the USCIS, has the same rights and privileges in 
so far as working with the Contractor as those of a US CIS employee. The 
consultant will also require unrestricted access to the Contractor's facilities and 
the ability to review any and all services and documentation that the USCIS 
receives from the Contrac:tor. 
Allow designated USCIS employees to function as Tier I representatives for 
training and program management purposes. 

> Allow the USClS' FTS vendor access to all Jog fi~ pertaining to the MCS-Genesys 
ei1her through remote access or the Contractor posting these files on a FTP site for the 
FTS vendor to acCCSii. The log files must be posted for a minimum of five days . 

.> Identify to the USCIS the amount of PRJ voice circuits necessary to meet the caU volume 
and number cf CSR's at each of !be Conttactor's call center locations. The Contractor 
shall also identify the number of supervisors, CSR'-s, and tecbnica1 support personnel that 
will require tile Genesys software installed to support the MCS-Genesys (IAtelligent call 
Routing). 

5. EQuiPMEt.lf SOFIIIAJtFiMIDDLEWARE 

The USCIS will provide access to the network base IVR via an established toll free number, as 
well as connectivity to tbe Contractor via Jntegrated Services Digital Network (ISDN)/Primary 
~te Interface (PRI)'s to tlle facilities' point of demarcation. USCIS will also provide CSU 
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(channel service units) for each PRI. The USCIS will furnish FTS services. 

The Contractor shall provide and ensure the following: 
All real property, equipment, and furniture constituting a Tier 1 call center. 
The Contractor shaiJ be responsible for CTIImiddlewarc software package that is 
CQtnpatible with the existing Tier 2 middleware!CTI package. The CODtractor shall 
ptmide a soft phone transfer capability. Currently, Tier 2 uses Siebel7 . .5.3 software 
package. The Contractor's interface must be compatible. In order to ensure proper 
ink:gration of the T -Server with the softphone application, the softphone capability must 
include one of the following Genesys adapters to ensure USC IS can take advantage of 
new and future Gcnesys fu~tionality: (I) Siebel? Gplus adapter (2) PcopleSoft
Servcrside-PSMCAPI intfc (3) SA P-ICJ MM. 
The Contractor shall be ~ible for the delivery and installation of all WQJkslations 
and systems COfnllonents on-site at the designated locations. 
The Contractor shall demonstrate that all components are interconnected and functioning 
properly as part of a USCJS inspection prior to commencing operations wilb the public. 

' The Contractor is responsible ftom the poin1 of demarcation for alltele<:ommunication 
equipment The demarcation for the USCIS will be that point in the facility where the 
FTS vendor or local telecommunications vendor is required to extend the 
telcoommunications circuits and inslllll eqllipment, such as CSU's, Routers, etc. In the 
event that the Contractor wants 1o extend the cirtuits themselves and does not want the 
FTS vendor or local telecommunications vendor to extend the circuits, the USCIS' 
demarcation point will be where the PTS vendor or local telecommunications vendor 
connects the circuits to the building demarcation poinl ln rhe event that the circuits are 
extended by the FfS vendor or local telecommunications veador but the Contractor wants 
to use their own equipment, such as CSU's, Routen;, etc., and does not want to use the 
equipment, such as CSU's, Routers, etc., supplied by the telecommunications vendor, the 
demarcation point will be where the telecommunkation vendor installs the circuits at the 
extended location. 
An appropriately sized backup generator and an uninterruptible power supply (UPS) shall 
support the Contractor' s selected sites. 

);> Install and maintain all equipment, phone systems, software, and additional facilities 
necessary to support all functional areas and to meet the tequiremencs of Chis contract. 

The Contractor shall fumisb all neteSSaty labor for the initial packing, unpacking, placemc:ut, 
interconnection of hardware, softwate, and telecommunications components, and testing during 
any installation. The Contractor shall provide aU telecommunications support and technical 
support, at no additional cost to me USCJS, to ins !all all circuits, equipment, and scrv1ces to 
include User Acceptance Testing for all NCSC services required. After acceptance by the 
USCJS, any US CIS requested movement of equipment would be at the USCIS' expense. The 
Contraclor shall complete operational instaJgtion of the proposed hardwar~software and c.1bling. 
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This includes. but is not limited to, all parts, labor, materials. and travel needed to complct.e the 
installation. Installation also includes assistance from the vendor, prior to tbe physical 
installation, in defining installation requirements so that hardware and software can be properly 
configured. 

On expiration of1hc contract, the Contractor must return all information and IT resources 
provided during the li.fe of the contnlct and must certify that all USC IS infonnation has been 
purged from any Contractor-owned system used to process USCIS infonnation. 

Minimum Systems Requirements 

All Call Center sites must meet the following requirements: 

Automatic Call Djstribution (ACID -The Contractor provided systems shall be capable of 
routing/distributing inroming calls based on sequence of call arrival/origination, CSR availability 
and skills, Call Center availability, or other prcdefmcd routing instructions, as specified by 
USCIS. The ACD systems shall also provide at a minimum: 

The capability to monitor and visually display the work state and availability status of all 
CSR 'son a real-time basis, both Gnsite and from remote locations. 
The capabi]ity to display call-handling statistics real-time. 
The capability to provide haro copy reports on all trunk. CSR, and worlc:group 
perfonnance 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 to accept incoming calls by Dialed Number Identification Service (DNIS) 
reporting. 
The capability to connect to local telecommunication vendor network using T-1, T-3, and 
PRI circuits and hardware. 
The capability of sending calls back through the ACD 1o perfonn trunk-to-trunk transfers. 

The Contractor's systems shall provide the following capabilities: 
a.. Call Hpdling - Telephone switching, call accounting, and call management systems 

appropriately sized for current and projected call volumes. 
b. Call Queuing- Capability 1o queue incoming cal1s and provide callers with an estimated 

time in queue, music on-hold, and other infonnational messages. 
c. Call Transfer- Capability oftnmsfeni.ng ca!Js to a different workgroup within the Call 

Center and/or to a workgroup located in a different Call Center, as specified by USCIS. 
This will require coordination, implementation, and troubleshooting with the US CIS· 
FTS Vendor to implement either Take-Back and-Transfer oodc:s, MCS-Genesys 
lnteUigent Call Routing, or both. 
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d. Computer Te!eohonv Integration (Cfll- Capability of displaying caller·n:1evllllt 
information at the CSR workstations (e.g., via screen pop technology). The displayed 
information may be triggered by DNIS, and/or ANI information, andlor through 
information entered by the caJiew- or CSR. The Contractor must provide capability to 
transfer both voice and data to the Tier 2 platform usins softphone capability. Tier 2 
uses the Siebel 7.5.3 platform software. Systems must clearly indicate to the CSR tbe last 
routing point in the NR before the aansfer to the live assistance queue. 

e. Data Transmission lnle!fw;e - Provide the necessary hardware alld software to support 
data transmission between NCSC systems and other USCJS approved systems. This also 
includes the capability to connecl to Prarne Relay circuits .00. point-to-point circuits 
supplied by thefTS vendor. 

f. Dialed Number ldentjficatjon Service <DN~)- Capability to distinguish incoming calls 
by telephone number and route tbem to lhe appropriate message system and/or CSR. 
The Contractor's ACD's must be capable of installing identical DNIS numbers at each of 
the Contractor's locations. 

g. Networt Access Ca,J!!Icitv • Provide sufficient network access capacity on the 
ContraciOr's systems to support projected can volumes, workload estimates, and can 
routing In accordance with service level goals (e.g., blockage). Sufficient expansion 
capability to accommodate call pattern variations shall be provided. 

h. Knowledge Mwsqnent- Provide the required knowledae database to facilitate 
cuSlomer interactions, data capturing, and information dissemination. 

i. Cmtomer Servis;e Assessment - Provide an automated compliment and complaint 
management system to gather and teport customer comments and satisfaction. The 
sysrems shall also provide the ability 10 survey callers in an automated fashion for 
purposes of customer satisfaction assessmenL The systems shall be capable of capturing, 
storing, aagregadng, and reponing survey results. 

j. lnll;metllntranet Access - Provide Jntcmetllntranet access to CSR's lo enable them ro 
view information on USC IS designated web sites, "pable of restricting access to only 
those web sites identified by USCIS. 

k. TDD Calls - Systems capable of originating and receiving cans to and from TOD callers 
and capable oftransfening the TDD calls to the Tier 2 lOCIItions. A Contractor must 
maintain at least one location with TDOtTIY functionality. 

l. Power S!.Jwly- Systems supported with a bllckup elcclrical power supply, i.e., 
generators, as well as an uninterruptible power supply (UPS). The backup electrical 
power supply sball be capable of sustaining the operation for a minimum of 24 hours. 
The transition from normal to emergency to backup power shall occur without loss of 
power to systems and without the disconnection of calls in J)rocess or customer calls 
queued for service. The UPS sball be capable of protecting systems from voltage lags, 
over-voltage conditions, line frequency fluctuations, and power bl.lckouts. It shaJI be 
cgpable of sustaining operations in the event of loss of normal sources of power until the 
backup generatoJS can come online. 
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m. Workforce Management System - SyslemS that include I worJ:force manaaement system 
to ensure efficient allocation of resources and projected staffing requirements. 

n. Workstations- CSR des.ktoJ! workstations dtat include computers, telephones and 
headsets. and other equipment and accessories required to sustain effective operation. 
The Conttactor must eusure that the Supervisor workstations meet the followill! 
minimum requirements to be compatible with MCS-0: Supervisor workstations • 
Windows workstations with one· 2.SGHz CPU or better and at least 1.0GB of memory 
with Internet Explorer 6.0 or later and a CD ROM. The workstations used by CSR 's 
through suitable hardware or software feature will be so configured so that no SBU 
infonnalion can be copied or stored on individual workstation to prevent infonnation 
piracy, The Coatractor shall install the latest version of the Genesys software. The 
software will be provided by the USCIS's FTS vendor. 

o. Telephone Recoolina System • A telephone recording system that will record 100% of 
i~~eoming call conversations. This equil)ment must be capable of capturing the incoming 
telephone number, must be capable of storing the recordings on hard drives/COs and also 
must be able to select individual recordings in real time and be able to extract these 
recordings to be given to authorized authorities. The Contractor is encouraged to have a 
system tbat will capture scteen shots; however, at this time the USC!S is only J«~Uiring 
voice recording. The ContraCtor shall be required to retain recordings for 90 days, and to 
make such recontinp available to the USCIS when requested without additional cost. 
The Contractor shan overwrite or destroy recordings in excess of 90 days. 

p. T -Servers - Provide two T-Servers per call center location with the following minimum 
requirements and recommended requiremelds to S\IPP(lrt the NCSC's existing MCS
Genesys application for the Intelligent Call Routi11g and future telecommunications 
services and the High Availability (HA) T·Server option. This requirement is for the T· 
Server hardware. The USCIS' FTS vendor supplies the Genesys software for the T
Servers. The C011tractor ~hall have the latest versim~ of the Genesys software ins1alled 
by the USCIS's FfS vendor. The Contractor shall be required to work with the USC IS' 
FfS vendor Co install, upgrade, and troubleshoot MCS-Genesys and the T -Server 
software. The Contmctor must allow tile USCIS' FfS Vendor remote access to the T· 
Servers through the Contractor's firewall and provide cechnical support for the purposes 
of troubleshooting MCS-Gene~ys issue&, testing of routing sttategies, and T-Scrver 
upgrades. At no additional cost tc the USCIS, the HAT-Server Option will be 
implemented at the same time as the initial tum-up of the primary T -Server and call 
center. 

The High Availability capability requires 2 T-Servers at each site. 

T-8ener 0 ·ISO apntl MiJIIimam Collfiaaratlea 

OS I Windows 2000 Server (Windows Server 2003 is supported as 

~. _ ___ _ __,],_w~e_ll.:) __ __ ,_ -·· _____ _ ... _ ....... ...... ....... ·----- - ·-· ·-·---·· 
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. Proc:es;;·Type~2xcPu 2.sofu:·p;;s~-;~~ hl~~~cPu~~ay ·bc-cfi;fuuted·-
Quantity, Speed between: 

• Two Single CPU boxes with 1 GB RAM, or, 
• One 2xCPU box with 2 GB RAM. 
Genesys recommends using a server-class machine for all 

I listed applications 
- - ---+-- ·--------- ··-·--·-----· .. ---··-·----····-.. ..... . . .. _ 

Memory Siz.e ZGBSDRAM 
··-- .. - --·--- ' " ---
Hard Disk Space 40GBHDD 

Networking Ports Two TP Ethernet 100/10 BASB·T cards that works in full 
duplex mode (one for Framework, one forT -Setver) 

- -------·- ------. --~ - ~-... ··---~-------

CDROM . X 

T..Server 150 ·1000 qents Mlalmum Coaflpration 

OS ; Windows 2000 Server (Windows Server 2003 is SlfPPOrted as 
i well) 1-·------+--·- ---------·--

Processor Type, ! 4xCPU 2.5 GHz Processor or higher 

Quantity, Speed I CPUs may be distributed between: 
i • Four single CPU boxes with I GB RAM, or, 
! • Two 2xCPU boxes, each with 2GB RAM. 
! Genesys recommends using a server·class machine for all 

~~...,.,.;;;=~-r.~:~:'"">:~~=- -~- --- ------
=~~:=~~=:.~~-=;fu\1 

----- "---------,.-----··"'"_________________________________________ -· --- .------- -------···- - ~__.... 

' CD ROM '32X 

q. Performance (e¢back svstems -Provide a mechanism to give CSR's feedback with 
respect to individual and Tier I core performance, including curm~t Average Speed of 
Answer (ASA) for its collective Tier 1 operations for the appropriate NCSC customer 
line being supported, and to highlight updates with respect to content, operational and 
information changes. 

All telecommunications equipment, circuits, and software must be compatible with Tier 2 and 
the USCIS' fTS vendor. Siebel 7.5.3 compatible CRM solutions must be used as the Tier 1 
desktop solution. In order to ensure proper integration of the T .server with the softphone 
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application, the softpbone capability must include one of the following Genesys adapters to 
ensure USCIS can take advantage of new and future Genesys functionality: (1) Siebel7 Gplus 
adapter (2) PeopleSoft-Serverside-PSMCAPI intfc (3) SAP-ICI MM. 

The Cootractor, at no ad~itional costs to the USCJS, shall provide. plan, design, install. and 
maintain all hardware and software and system connectivity required to support the NCSC, 
including those associated with security and disaster recovery. 

6. TELECOMMUNICATIONS 

The USCIS will provide the incoming service based on the FfS Network. The Contractor sball 
be responsible for any in-house administrative voice or data communication Jines to include in· 
house wiring and extending of circuits. 

Tbe CA:mtractor shall provide support for all existing and future toll ftee number! assigned to the 
NCSC during the hours of operation, described under Section B. I .5, at no additional cost to the 
USCIS. This includes call handling for all incoming calls from the lVR regardless of how many 
toll ~e numben; arc assigned,. how many scripts are requited, or how many different US CIS 
missions are supported by the NCSC. The Contnlctor shall answer calls based on the volume of 
calls into the NCSC. The support shall include answering phone calls and providing appropriate 
information to callcn;. At a minimum, the Contractor shall provide: 

Support transfers to Tier 2 using Siebel compatible software and Sic~! softphone and the 
US CIS' FfS vendor's telecommunicatians and technology platform and applications. 

> Technical Project management sapport for the NCSC Program at no additional cost. 
> TDD Service (separate pnone numbers) and transferring ofTDD 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 screen based on the 
sequence of numbers/prompts that the customer selected within theFTS Vendor's 
network lVR. This will require ooordination between the Tier 1 Conttactor and the 
USCIS' ITS Vendor. This will allow the Tier I ContractGrto be immediately prepared 
With answers to the customer's que5Uons based on the departure code sent from theFTS 
vendor's network to the Contractor. 

> All telecommunications support. teclmical support, and information technology gathering 
support necessary to design, engineer, implement, upgrade, and troubleshoot existing and 
future Tier l NCSC telc~ommunicafions services at oo additional cost to the USCIS. This 
includes 24-hour support for nonnal operating hours of the NCSC and rughts and 
weekends as needed to support telecommunications installations, upgrades, new 
technologies. user acceptance testing. cutovers, and troubleshooting. 

> The USCIS' FTS vendor on site access to facilities and eq_uipment for the purpose of 
installing equipment, telecommuniQtions circuits. software, testing, cutovers, 
troubleshooting, and telecommunications equipment and software upgrades. The 
Contractor, at no additional costs to the USC£S, shall work with the USCIS' FTS vendor 
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to engineer, install, upgrade, and troublesltoot all edsting and futu~ telecommunications 
and technologies. The Contractor shall allow the USC IS' FTS Vendor remote access lo 
the T -Servm through the Contractor's firewall for the purposes oftroubletbooting MCS
Genesys issues, testing of routing strategies, and T -Server upgrades. 
Responsibility for calling-in to the FTS vendor or local exchange carrier (LEC), as 
applicable, all telctommunications troubles, including tbe escalation of the trouble ticket 
through the predefined escalation channels. The Contractor is responsible for asking for 
and receiving a trouble ticket number from the FTS vendor or LEC, as applicable. The 
Con tractor shall 'keep a listing of all telecommunication troubles cal1~-in to theFTS 
vendor or LEC, as appHcable indicating the original trouble, trouble ticket number, to 
whom the Contractor talked, n:marks, and trouble resolutiQll. The Contractor is 
responsible for following-up with theFTS vendor, LEC, or USCIS as aJ)IIticable, until 
trouble resolution. The Contractor s:hall work with the FTS vendor or LEC to accomplish 
any troubleshooting or provide any information or documentation web as log files, ANI 
information, etc to help resolve the telecommunications problem. 
Qualified telecommunications and technical support people available on site during all 
testing and cutover of circuits and services to include: switch technicians. 
Capability of Outbound Service for Cal\ Back with technology. Contractor shall have the 
capability to perfonn this via technologies; however, the USCIS may require live 
callbacks. 
Transfer of calls to tbe Tier 2 call centers using bard phone and softphone capability. 
Future trBnsfers to other USCIS locations such as Service Centers, District Offices, etc. 
may also be required at no additional costs to the USC IS. 
The capability for Computer Telephony Integration (CTI) and to transfer call record 
information through the USCIS' FfS vendor's networlt. This also includes any 
encryption devices, software, equipment, or services to ensure the transfer of sensitive 
infonnation. 
Capability to store sensitive dala in encrypted form, using standard encryption algorithms, 
while 'at rest' in any network-accessible storage en'Vironmen1. 
Telecommunications changes past the point of demarcation over the life of the contract. 
This includes modifications to the soft phone application to facilitate future changes in 
call routing or call bandting. 
Telecommunications systems and technologies compatible with Tier 2 and the USCIS' 
FTS vendor's platforms and applications. It is the Contractor's responsibility, at the 
Conlnlctor's expense, to ensure this compatibility. 
The USCIS reserves the right tc assign certain discrete services such as the Employee, 
Business, Investment. & Student Services (EBISS), TDD, and ather services as ditected 
by the USCIS to a particular Contractor. 
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7. COJ.;TACT/INQUIRY REsPONSE 

CSR 's shall provide infonnation assistance in a calm, non-judgmentill non-advisory manner, 
utilize ctfective skills to focus on the caller's questions and needs. and provide responses based 
on approved USCJS content CSR 's shall not jive out legal advice; instead they use scripts and 
delineated service sequences to provide infonnatioo and service. 

The Contractor sha11: 
> Provide accurate and complete responses in both English and Spanish. 

Capture and route service requests {referrals. change of address request, request for 
appointments, etc.) to the appropriate USC IS ICCipient using USC IS systems and web
based tools. 

Utilize USClS appro\·ed scripts and well-based tools to promote consistency of 
information. 

Contractor employees accessing USCIS IT systems shall receive initial training in Security 
Awareness and accepted security practices as part of their orientation and shall sign Rules of 
Behavior; they shall receive refresher ttaining by May 31st of each year. The Contractor shall 
also comply with the other USCIS Policies on Security Tn.ining and Awareness with regards to 
mainlaining training recools and providing training reports to USCIS. 

The Contractor shall provide overall hours of operation from 8 AM to 9 PM Eastern time, 
Monday til rough Friday. To tile extent Tier I live assistance is available under this contract 
outside lhe following azeas, it shall be available within that timeframe. The FfS netwol\ will 
otherwise use the live assistance version of the IVR to automatically open arul close live 
assistance lo customers by time zone, 111d the Conttactor sbaU be required to provide live 
assistance meeting the required metrics for each associated customer service line -

For customers calling from Alaska, 8:00 AM to 5:00 PM local rime. 

For customers calling from Hawaii: 8:00 AM to 4:00 PM local time. 
> For customers calling from Puerto Rico and the U.S. Virgin Islands, 9:00 AM to 6:00 PM 

local time. 
For customers calling from Guam, Tuesday 1hrough Saturday, 6:00 AM to I 1:00 AM 
local time. 

» Fot customers calling from anywhere else in the United States: 8:00AM to 6:00 PM local 
time. 

Except as otherwise specified, the call centers shall not be open on the following federal 
holidays. When such holidays fall on a Saturday, the preceding friday will be considered a 
holiday. When such holidays fall on a Sunday, the succeeding Monday will be considered a 
holiday. The ten Federal holidays per year are as follows: 
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HOLIDAY DAY OBSERVED 

This means that even if the Federal Government is closed for any reason other than the listed 
approved Federal Holidays, all contract call centers shall remain open and operational. 
Additionally, the USC IS reserves the right to have the Contractor operate the call centers on 
Saturday and Sunday, or extend the da.ily hours of operation with 14-calendar da.ys advance 
notice v\a (;Q1ltnetllal modification to the task ceder. 

8. WORKfORCE MANAGCMENlJSCAI.ABLE R'ESOUIKES 

To provide the effective and effitient operatiQns of the nature stipulated by this contract requires 
extensive staffing, worldoad and operational anldy.;is. users also requires significant 
operational data for its own operational and contractual analysis. The Contractor's costs for all 
statistical and operatiooal analysis shall be embedded in its proposed pricing structllre for call 
volume, and not treated as a discrete activity. 

The Contractor shall: 

)- Align call volmnes with defined business strategy in the most efficient and effective 
manner. 
Provide processesJsystems that tracK. the demand of customer requests and the supply of 
available support agents in order to meet specified setvice levels. 

)- Analyze trends of call patterns and volumes and develop volume f<lrecast models. 
> Implement fore<:astinwwortcload management tools and techni~es to monitor call 

volume real time, generalc iCaffing models to provide consistent set"ice levels across call 
centers, and produce productivity teports to ensure optimal staffing and scbecMes to 
match service levels and call volumes in a cost-effective manner. Tools/sysU:ms shall 
automatially trigger alerts ifperfonnaQCe drops below defined levels. Workload 
management tools shall integrate with intelligent routing platfonns that. support virtual 
call routing for load balancing amMg all sites and while being transparent to callers. 

> Provide an annual surge management plan that details strategies and procedu~ to 
respond to Tllpid fluctuations in call patterns and volumes. 

RFP HSSCCG~S·RAl0012 1·19 USCISINCSC 

22 



:> Implement dynamic resource allocation and overflow strategies to meet "spikes .. as they 
occur. 

» Provide staffing to handle unexpected increases/spikes. 
»- Utilize workload management tools that provide call management reporting for virtual 

call centers as a single entity while also offering drill-down capabilities/views of single 
site. 

8. I. Training and Development 

The C~:~ntractor shaJJ be responsible for providing all training necesury for support of the CSR's 
and its otber staff. A 11 Contractor employees shall complete an initial training program that the 
Contractor designs. USCIS must approve the training program prior to implementation. The. 
Contractor shall submit this plan annually. USCJS ~uires a 30-day review period for all new 
and/or revised training progmrns. The Contractor's employees sllall be qualified for full 
performance of assigned duties. 

The Contractor shall: 
» Submit for approval no later than thirty (30) calendar days after contract award, a 

comprehensive training plan that fully describes the vendor's training and testing 
methodolo~ including. for example: subjccjs; duration for or of each subject; delivery 
mechanisms; refresher or continuous training activity; activities and timelmes related to 
training to new subjects and lrainiog for subjeciS pertaining to mgent or immediate 
revisions in law, regulation, policy and procedure; competency testing~ esablishment and 
maintenance of individual training re~:ords; 1111d the identity or identities of persons who 
shall be principally responsible fot the oversight and provision of training. 
Develop training material and training on the telecommunications equipment, personal 
computers (PC's), and related software. 

> Develop and implement a comprehensive training and testing program to ensure that 
personnel can demonstrate the ability to understand basic immigration oomenclatuse, 
including terminology and processes, and must be able to navigate through the content to 
find correct and complete answers, and to perfonn call center activities at a level to meel 
or exceed performance levels stated or created under this contract. 

Training sbali include aJJ substantive and procedunl subjects necessary for 
successful perfonnance of the duties described elsewhere in this document and the 
management thereat: Relevant, effective and timely training (on initial and 
continuous bases) is integral if not critical to other aspects of the service 
provider's overall effort, e.g., recruitment and retention and quality control. The 
USCIS' intent is to assure: (1) demonstrably consistent and universally realized 
results; {2) the availability and use of a 'high percentage of employees who are 
expected to be capable of full performance (i.e., working efficiently and accurately 
with minimum supervision and errors, and displaying good customer service 
skills}; and (3) the opportunity to allocate resources to successfully and efficiently 
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adcbess other-than-nonnal demand. 
» Conduct training and administer an exam or exams in accordan~ with the training and 

testing plan approved by USC IS. All Contrac&or employees shall pass an exam, or a 
smes of exams that equate to a final exam, before being allowed to mice calls, serve as a 
fi1'9t or second line supervisor, or work in a quality control capacity. Separate tests to 
measure the knowJedge of each level of employee~ (i.e., CSR, Supervisor, Trainer, 
Quality Control) shall be developed and utilized. Tests may be g;ven at separate points 
duriJII the tmining program as appropriate. This testing regime shall at a minimum 
include the following components: 

Basic customer service skills- focused on skil1s sueb as courtesy, and a besic 
understanding of how to interact with people from different cultures from around 
the world. Testing shall include: simulated situations. 
The language of citizenship and immigration - focused on an understanding a f the 
tmns and other nomenclature used to ensure an ability to understand and con~ 
customer needs and applicable rules, procedures and eligibility, and a basic 
understanding oft.:SCIS proeetbes both with respect to customer service and 
how various kinds of cases are typ;cally processed. This closed book lest shall be 
taken from a large pool of questions about terms, basic benefits and eligibility and 
USClS case processing and customer service procedures. 
Accuracy and Completeness -the ability to search through the array of 
infonnation and reference material, explain the appropriate infonnation accunately 
and completely, and the .1bility to understand a scenario, draw the appropriate 
conclusions and synthesize the correct answer. This may be an open-book timed 
test using the relevant systems, databases, reference materials and tools. 
Standard Operating Procedures and Benefit Determinations -lbe ability to 
understand and correctly apply and administer SOP's to particular cifC11mstances, 
with particular emphasis on transaction services. Tht!lt shall come from the 
SOP•s approved by the USCIS, and shall include making determinations in 
simulated situations and cues. 
Ethics - to include general ethi~, and behaviors ~equired of a person whom 
customers may to an extent view as representing the U.S. Government. 
Privacy Act - focused on the application of the Privacy Act. 

8.2. Continuing Development 

The Contractor shall conduct on-going. in-service trainin& to broaden CSR's knowledge al\d 
enhance service skills to ensure that staff: (1) keep cutrent on any chanses in information; and (2) 
are provided information on new USCIS guidelines. 

The Contractor sball: 

Provide refresher training, updates and remedial lnlining, as appropriate, and annual 

RFP HSSCCG.OS-R-00012 !-11 USCISINCSC 

24 



reficsher training an ccmtent areas ~t\fied by USCIS uproblematic. CSR's and 
quality control personnel shall pass an annual recertification. 

) Develop and implement innovative methods to train content updates while minimizing 
time taken away from the phones. 

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

USCIS will provide the Contractor's training staff with periodic content training as laws and 
regulations change. Other tban routine data changes, which will be made as they occut, and 
emergent releases to accommodate requirements, USCIS plans to release content weekly each 
Wednesday, to be implemented the following Monday. The C<Jntractor should anticipate that 
even given the stipulated role of CSR 's there shall be a significant ongcing role of keeping 
CSR's infonned and trained about changes in navigation and material as laws and procedures 
change. US CIS will only consider training cost& separate ftom CLIN pricing based on call 
volume when USCJS substantially revises the IVR or substantially revises the amy of services 
offered through the NCSC. 

l!.3. Course and Reference Materials 

The Conttactor shall: 
J;> Create trainee and trainer training resources. 
J;> Develop and update training curriculum and resource materials in a modular format to 

accommodate transition and the addition of new content. 

All ttainiJli materials developed under this contract are the property ofUSCIS. The Contractor 
shall provide electronic vmions upon request. At the end of the contract, all training materials 
developed in support of Ibis contract shall be turned over to US CIS in its entirety in Microsoft 
Windows software electronic format. 

The Contractor shall: 
Develop and implement as a subset of the training and development plan a 
comprehensive c~,~;tomer service representative plan including criteria for selecting 
instructors, comprehensive training plan includins "soft" and subject matter skills, a time 
line for training CSR's, training for Spanish and bearing-impaired callers, certification 
procedures for insttuctors and CSR's, and ttain\ng assessment methods. ibe plan shaU 
also include evaluation methodologies and criteria 10 detennine other training options 
available in the event that the inilial training program may need to be enhanced. The 
training plan shall be reviewed and revised at a minimum annually or in the interim as 
netessary. 

» Specify in the training plan measwcments to detennine CSR's readiness/certification 10 
assume responsibilities of a production environment. Establish minimutn perfonnance 
goals for knowledge comprehension, communication skills, and operational proficiency. 
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Perform new hire training (to include readiness certification), knowledge base training, 
regularly scheduled continuous learning sessions, ano emergency/event/new guideline 
training on an as-needed basis. 

:> Include the supporting technology systems as an integnl part of all CSR training. 
> Implement a "blended deli~ery'' a.,proach uti\izing a variety of adult learning techniques 

to meet the needs of specified training requiremenls. 
Communicate paformance expectations and measurements to all employees responsible 
for either producing or managing program results. 

> Provide CSR's with the knowledge, tools and skills necessary to respond to 
inquiries/calls at the required service levels and the stipulated perfonnancc based quality 
standards. 

Provide instructors who have successfully completed CSR training, certified in 
accordance with procedures defined in the trainina 'Plan, and have a hizhly proficient 
working knowledge of the technology and experience in call center operations. All 
training plans and cer1itications shall be approved by the Conlracting Officer. NCSC will 
conduct the initial collabofation training and the Coo tractor is expected to assume 
responsibility thereafter. 

9. KNOWLEDGE BASE TRAINING 

USCIS must comply with evolving Jaws and regulations. To ensure accuracy, a comprehensive 
knowledge ofUSCIS nomenclature, processes, procedures, and ability to access pertinent 
information is required t.o meet performance requirements of this contnlct. users will provide 
and maintain a knowledge base which the Contractor shall be required to access co respond to 
customer inquiries. The Contractor shall also be required to access USCIS too\s to process 
Customer Referrals, Case Status, and olhcr inquiries. 

9 .I. Subject Marter Knowledge 

The Contractor shall: 

> Develop a partnership with USC IS S1affto promote opportunities for shared training events. 
> Include methodologies to build depth in knowledge for CSR's and instructors. 

Tnin CSR' s on approved edits of knowledge management materials. 

9.2.. lnformation Retrieval 

The Contnlctor shall provide: 

In depth working knowledge of the desktop application. navigarion skills 5ueh as the use 
of advanced search strategies, and sm:en guides to locate appropriate content. 

)> Effective use of refernl databases and other knowledge tools. 
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9.3. Call Scenarios 

The: Contractor shall provide trainins opporturuties to allow CSR's to: (I) familiarize: themselves 
with the type of questions thc:yarc: likely to receive, (2) apply techniques for dealing with likely 
calt scenarios, and (3) allow CSR 's to conduct knowledge base searches. 

1 0. E V ALUA TlON OF TRAINING AND CALL MONITORING 

The Contractor shall implement evaluation processes to detennine a CSR's readi11ess to assume 
responsibilities in a production environment, to identify call-handling discrepancies and to 
determine opportunities for improvement and remedy once in a production environment. 

10.!. Evaluation 

The Contractor shalt: 

Determine training evaluation measurements on all aspects of the training process, e.g .. 
written tests for content and operational basiCli and job-simulated exercises. Classroom 
and on the job performance measurements developed by tbe ~ntractor aR subject 10 
USCIS approval. 

Develop and maintain a system for tracking new and on-soing training classes (historical 
view of each CSR), trainee classroom performam:e, training evaluations, trainee on-the
job readiness certification scores, and results of call monitoring evaluations. 
Conduct call monitoring evaluation activities from a tiered perspective: 

At the supervisor level with the goal of coaching the CSR to improve 
performance, and 
ldentify from the quality control analysts• perspective who are responsible for 
making sure that the information shared is accurate and 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 ContJactor shall: 

lmplernellt call monitoring voice recording technology system/tool and procedures for the 
purposes of call evaluation to identify call handling proticienciesldiscrepancies or 
opportunitiell for improvement, remedy or recoanition; document scripting clarification; 
and translate call-monitoring data into tnlining practices (coaching or remedial training). 

> At a minimum, evaluate 2 calls per full-time CSR per day. At least 1 call per day shall be 
evaluated for pan-time CSR's. 

Use performance feedback (quality assurance, call monitoring, etc.) to determine and 
prioritize training needs. 
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~ Docllment (Staff Acknowledgment Agreement) knowledge of calls monitoring and taping 
oftestea.lls. 

» Provide USCJS and its authorized representatives (including third party Contractors) the 
capability to perform blind moni1oring ofCSR calls and conduct mystery shopping for 
random evaluation of services provided 

).> Make available all recorded calls to USCIS and its authorized representatives for 
purposes of QA effurts as ~ested. All calls shall be maintained for a minimum of 90 
days. 

USCIS maintains an independent monitoring program to gauge behavioral perfonnance. USCIS 
also maintains a secret shopper prognun to gauge the accuracy and oompleleness of the 
information and services provided, measures the accuracy or data collected in various ways, and 
conducts an independent customer satisfaction survey. Tbe results of these activities are 
embedded in the associated perfonnance meerics under which the Contractor is evaluated. The 
Contractor shall participate with USC IS in the USCIS independent monitoring program, and 
shall use the feedback provided by USC IS secret shopper findings, independent monitoring and 
customer satisfaction survey in its management of its operations. The Contractor may utilize 
USC IS secret shopper scenarios as pan of its own training program, and may use the monitoring 
program and secret shopper program internally. 

II, DESKTOP API'l.ICA.llON/USER }}/fflU'ACES 

User interface shall support integrated retrieval tools that provide prompts to supply information 
to specific questions, and support service requests for requests for infonnation. Desktop 
Application shall be integrated into opemtional procedures and technological infiastructure to 
ensure that its capabilities are fully utilized. 

The Contractor shall provide tile system design plan to build an integrated ~mless desktop 
application to meet operational needs undCI' this contract and pwvide the necessary access so CSR's 
are aware ortbe IVR selections made by customers needs. Screen concepts shall be included in the 
plan. 

At a minimum, the desktop capabilities shall: 
}> Perform outbound call/transfm, as well as handle inbound calls. 
> Develop a customized series of interfaces based on functional requirements. These 

interfaces will aggregate and present specific audience information and integrate with 
USCIS websileS and systems. 
Support high availability for a large number of concurrent users without degrading system 
performance. 

12. CliANGI! Com~tOl.iDATA ACCESSISECVR.TTY 

'The Contractor shall: 
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Define data access policies/change control proceduns that control access to systems. data 
files or specific data clements by authorized persons or systems. 
The data access policies/change control procedures should comply with the USCJS 
policies where CSR accesses the USCIS sensitive data. 
Conduct change management meetings on a reg11larly scheduled basis. All changes to the 
environment must undergo a review process to ensure a stable and manageable 
environment is maintained. 

Support an integrated security framework that effectively handles all access control 
decisions. 

13. CONFIDENTIALITY 

Ensure that the confidentiality and privacy of citizenship and immigration information is 
protected from loss, unauthorized use, access, or disclosure, including electronic and oral 
information. The Contractor shall: 

:'i> Annually provide privacy procedures for prote<:led information and how it is used within 
the system. Ensure that the call centenvill use the information for clearly defined 
purposes, safeguard the information, and prolect it from compromise. 

:I> Store and process information in an electronic format so that unauthorized pmons cannot 
retrieve (i.e., "hack") the information via computer. 

> Educate employees about privacy procedures and provide written instructions to all ofils 
employees about lbc confick:ntial nature of the information and the penalties associated 
with unauthorized usc or disclosure. 
Ensure that Contractor employees accessing USCIS information will comply with USCIS 
security policies. 
USCIS retaim ownership of any data that is collec1ed in responding to inquiries and shall 
not be shared by the Contractor with other Government agencies, organizations. 

);> Address storage, disposal. and dissemination of recorded ca.lls. 

14. Network Management 

The Contractor, at no additional costs to the Govern men•, shall provide network engineering and 
management services required to support the NCSC, including, but not limited to: network and 
cal\ routing design; traffic analyses; fault isolation, service coordination and restoration; 
recommendation, processing, coordination, and monitoring of service ordm; and activate, 
coordinate, and ovCBCC cmerg<:ncyfdisaster recovery activities. This includes supporting the 
telccommuniClltions activities ofthe USClS' FTS Vendor to install, upgrade, test, and 
troubleshoot network telecommunications services and features. This also includes providing the 
USCIS' FfS Vendor remote access to the MCS.GeMsys T- Servers ilirough the Contractor's 
firewalL Contractor shall ensure remote access and dial-in capabilities provide strong 
authentication and access control and audit and protect sensidve information throughout 
transmission. 
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Contractor must report any event that is a security incident to lbe DHS CSIRC. Ref: DHS 4300 A, 
Page 28, Section 5.6.2 Network Security Monitoring. 

I 5. Communication Syslem 

The Contractor-selected S)'Stem shall supPort a virtual call center environment and be available, 
scalable. flexible and secure. Utilize industry best practices and technology to enhance customer 
service and minimize the burden on those ca11ing the call center. 

The Contr.lctor shall: 

Annually provide a telecommunications system design 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 all communication service issues, outage!!, or 
upgrades for the telecommunications architecture. Architecture shall include the 
following capabilities as a minimum: 

Ability to connect to approved FTS netwoOOi. 
Support MCS-Genesys intelligent call routing. 
Support automatic call distribution based on next available CSR, skill base 
routing, language independent oflocation, overflow routing, and virtual call 
centers. 
Support TDD services fur the hemng impaired. 
Monitor and visually display call-handling statistics and availability status real 
time at onsite locations. 

16. Computer Telephony Integration 

The Contractor shall: 

Perfonn all telephony functions from within the desktOIJ application such as changing the 
status of their telephone, answering incoming calls, call transferring, etc. 

> Allow for screen transfer so that transaction information is embedded and passed along lo 
the next point in the wotkflow. 

> Automatically populate CRM fields and display of caller-relevant infonnation. 
lntcgrate with call monitoring tools. 
Activate emergency alarm to capture phone number in the event of a threatening call. 
Integrate: and coordinate with USCIS or law enfortemenl a,gencies. 
Capture information from IVR to pass within workflow. 

> Provide screen prompts or SQ'ipting and customer points of contact from NR. 
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;;;.. Provide encryption devices, software, equipment, and services to ensure the transfer of 
sensitive infonnation. 

The Contractor may replicate menus and scripts on its own systems to provide them to CSR's, 
but in so doing is required to keep the material cunent 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, software. and additional facilities necessary to support all 
fuflcriooal areas and to meet the requirements of this contract. 

18. PROGAAM MANAGEMENT, ORGANIZATION, AND DEPLOYI'ofENT 

18. I. Program Management 
The Contractor shall submit a Progmm Management Plan that demonstrates an understanding of 
the requiTements and comprehensively details management strategiC~~ and methodologies to meet 
the performance requirements ofthis contract. The Program Management Plan shall inclLade: 

> The management structure of the Program Manag~ent T earn, organizational charu., key 
personnel and main points of conlact, and identify project teams and their roles and 
responsibilities. 

> Identification of an partners, subcontracts, subcontJactor management, criteria for 
selecti()'ll., and description of semees to be perfonned. 

> Detailed mitigation responses in tbe event measures fall short of compliance to ensure 
satisfuctory perfonnance of program/project team members and subcontractors. 

Specification of strategies to manage the consolidation, keeping a 1ong·tenn strategic 
view, but implementation with targeted, tactical and well-coordinated initiatives to 
accomplish both short and long term objettives. 

Specify a single, senior manager to serve as 1he focal point for management of services 
and functional operations required under this contJact. The Program Manager (PM) shall 
have sufficient organizational, tethnical, aud contractual level authority to ensure full 
commitment of resources. This individual sha11 be involved with tbe resolution of 
technical and contractual issues related to meeting contract perfonnance requirements. 
ContJactor must notifY the COTR prior to any change of PM. In order to meet program· 
meeting requirements, the Contractor's Program Manager shaJI be located within the 
Washington, DC metropolitan area. 
The prOgram management plans will be a living document that the Contractor shall 
evaluate periodically and update as necessary based on changes. All changes lo the 
project's final schedule and plan must be discussed with and approved by the CO in 
advance. 
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The Program Management Plan shall also consist of the following subplans identified below: 
)> Contingency Plan/Disaster Recovery Plan 
> Personnel and Staffing Plan 

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

Quality Control Plan 
18.1 .1. Monthly Status Report 

The Contractor shall provide Program Management Monthly Status Reports. Reports shall 
include updates on all activities/projects as specified in the functional requirements and an 
earned value report, not to exceed 25 pages. Propose format recommendations; however, all 
metric elements must be included in the report. Final format of report will be determined upon 
award. 

18.12. Contingency Plan/Disaster Recovery Plan 

For a call center to be an effective service provider, it must be consistently and continually 
available to meet customer service requirements. To minimize potential down time, it is critical 
that an architectural infrastructure and operational culture be established to support users· 
stated performance measurements and objectives. 

The Contractor shall: 
Annually provide a Business Continuity/Contingency Plan to meet an availability 
requirement of 99.99% for mission critical operational services. Critical operational 
systems need to be arcbitected and operated to provide the services of the call center in a 
highly reliable manner. 

> 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 naturJ.lly occurring disasters, national emergency, or 
software, system, or equipment failure causing interruption of service. The plan shall 
detail provisions for levels of operational redundancy, reconfiguration procedures, or 
interim processing capabilities during rcstorJ.tion, emergency or backup power supply, 
precautionary measures such as systems back-up procedures, off-site storage, alternative 
sites, system reliability, pass IVR path &. Tier I path to Tier 2, and system security. 
These plans shall be based on three essential phases: Activation and Relocation (0 to 12 
hours), A ltemate Facility Operations ( 12 buurs to termination), and Rccoostitution 
(termination and return to normal operations). At a minimum, the plans shall be 
tested/exercised annually. 
Ensure SOP's are developed for such areas as testing and validating software, on-going 
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systems maintenance, rolling out new equipment, and making modifications to the 
~hnical infrastructure. Back-out procedures must be defined in the event changes 
disrupt stability of the systems. 

)> Ensure that the plan addresses 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 during special and emergency situations such as fire, 
accidents, disturbances, and other circumstances that could jeopardize operations. A 
methodology for technology and naturally oe<:uning disasters 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-site/offsite locations and backup media retrieval in case of site failure. These plans shall 
ensure continuity of operations 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 event of a Federal Government closure or other emergency 
affecting the area in which the Contractor 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 develop a 
plan to describe how the Contractor shall relocate people to one of the existing call center 
locations if one of the call centers must be closed for an extended period oftime. The plan will 
be based on three essential phases: Activation/Notification; Recovery; and Reconstitution. 

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

18.1.3. Personnel and Staffing 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 personnel may include 
subcontractors. 

Staffing Plan- The Contractor's plan shall demonsnate how they intend to staff the project. The 
Contractor shall include all necessary supervisory, project management, managerial, technical 
and administrative support to meet planning, implementation, operation and management 
requirements of this contract. 

Recruitment Plan • The ContraciOr's plan shall address procedures to hire, train and retrain a 
workforce capable of performing the work required under this contract. The Contractor shall 
include criteria for the selection of employees, procedures for staffing, and clearance processing. 
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Retention Plan - Tbc Contractor shall demonstrate their methods and strategies to employ and 
retain competent, qualified personnel to perfonn services of this contract in an effective, prompt, 
accurate, couneous and efficient manner. 

The Contractor shall adopt strategies to encourage stability in tbc workforce, maintaining full 
staffing levels during absences and employing such practices as perfonnance-bascd 
compensation for CSR 's based on calls handled and the quality performance metrics under which 
the Contractor's call handling performance is measured, perfonnance-based compensation for 
other staff, recognition programs, and career paths. 

18.1.4. Implementation Plan 

The Contractor shall provide an implementation plan detailing tbe activities associated with 
assuming responsibilities oftbe technical and functional requirements ofthis contract, including 
the transition of existing operations and incorporating all program activities into a consolidated 
openttion. The plan shall address ways to minimize deployment risks by integrating a strategic, 
tactical and functional view of operations; manage the scope by reducing complexity; balance 
service continuity; and schedule expansion to meet broader requirements. 

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

The Contractor shall: 

> Provide a Start-Up Plan to address Contractor's ability to augment existina call center 
operations. Base plan on using management teams to direct day-to-day IeSpOnsibilities, 
tactical, and strategic aspects of implementation, recommend functional/project teams 
and defme roles for each, identify team leaders, and specify outcomes for each team 
effort. Some tealtl5 may be cross-functional in nature. 
Provide monthly status reports. 

The Contractor shall provide a Phase-In Plan to describe its methodology for assuming the 
incumbent Contractor's sq)arate areas of responsibility without interruption to any of the 
corresponding service functions. The Contractor shall not begin work ~mtil capable of taking 
2()0/o of the total monthly calls based on a commensurate level ofCSR's and supervisors being 
certified, 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 first 120 calendar days 
after contract award: 
1. Within 1 days identify to the USCIS Program Manager the number ofPRl circuits 

required for each call center location. 
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All telephone switching equipment including, but not limited to, switclt tnes5a8C 
aMouncements. cables, tdephone inS1rWilellts and softphooe eapability including proper 
setup to accept skills based routing, default routing, tluftk·to-trun'k routing, take-back
and-transfer, transfers to Tier 2, all queues, and DNlS numbers. 
TDD and transfer to Tier 2. 

All computers and connectivity to required USCJS web sites and databases. 

Two (2) T -Servers (one primary and one for the High Availability Stand-by Option) 
installed with MCI provided Gcnesys software for tbe MCS-Genes)'5, Intelligent Call 
Routing at each call center location. 
Supervisor workstations installed with MCI provided Genesys software for the MCS
Gcnesys Intelligent Call Routing. 
Setup skills based routing including skill levels ofCSR's. This will require that the 
Contractor interface with MCI. 

Provide MCl with names of the CoDtractor penonnel authorized to have aocess to MCS
Gcnesys features such as CCPulse, CCAMiyzer, and SCI. 
Worlc with MCI to provide items such as 1P Addresses fCJr the installation of Frame Relay 
circuits, routers, and modems to facil itate the MCS-Gcncsys. 

I 0. Provide MCI ~ tflrougll the Contractor's Firewall for the purposes of trouble 
teSOlution and testing call routing ~es. 

II. Connect all MCI provided T-1 circuits, PRJ circuits, and Fmne Relay drcuits to premise 
equipment. Work with MCI to test and tum-up circuits. 

12. Wortc with MCI and USCIS to perfonn failQver testing of the MCl installed F1'11Jlle Relay 
circuits, routers, and modern. 

13, Perfonn User Acceptance Testing ofall hardware, software, and ITS circuits installed for 
the implernetrtation ofthis contract 

14. Ensure that all T -Server logs arc immediately available 1o MCI for review and 
troubleshooting. 

15. Install CTI and Softphom: transfer technology lrld capability. 
16. Provide All Cfl integration in order to pass required data from Tier I to Tier 2. 

17. Install T-1 circuit and telephone number that will be used to call forward to the 
International Host Connect 

18. Install telephone recording equipment. 

19. Ensure connectivity to nationwide appointment scheduling system. 

18.1 .5. Contract Transition Plan- (End of contract) 

USCIS expects a smooth, orderly. cooperative transition of services. All matcr:ials and dala 
(most current versions) created and collected during the course of this contract and oWI'Icd by the 
USCIS shall be turned over in a timely manner 1:1 requested by USCIS. 
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During the transition ofservices, the Connctor shall continue the work of this contract and call 
center operations shan continue at same level of service as oullined in the performance 
measurement section of the eontract All woric phase-out plans will be negoriallld. The 
expectation is for the successor Contnctor to transition to fun capacity llld capabilities within 
120 days. At the end ofthe contract, the Contractor must certify t'nat all USCIS information has 
been purged from any Contractor-owned system used to process USCIS information. 

18. 1.6, Security PlaJl 

The Contractor shall identify in a Security Plan the following: 
a Physical building and related security controls. 
b. Content and related security controls. 
c. Personnel and related security controls. 

The Security Plan shall be updated annually and shall identifyp1ans, policies, and procedures for 
ensuring security in Conttactor facility, personnel, equipment and network, and information 
content. This shall cover rooms, work areas. spaces, and structures housing IT equipment and 
Contractor shall ensure proper monitoring, restricting llld 1egulating access to these areas at all 
times. Controls shall be based on the level of risk and shall be sufficient to safeguard these assets 
against possi'ole loss, theft, destruction, accidental damage, hazardous conditions, fire, malicious 
actions, and natural disasters. 

18.1.7. Quality Control Plan 

The Contractor shall provide a Quality Control Plan. Quality control is planned and systematic 
activities implemented to provide confidence lhat the project will satisfy the Performance 
Requirements. 

The Contractor shall ensure 1hat all ie~Vices are provided in accordance with the terms of this 
contract. The Contractor shall develop a Quality Control Plan thlt includes the following 
elements: 

>- An internal quality control, inspection, and feedback system for all setVices required by 
the contract. 

~ Job titles and organizational positions of Contractor employees performing quallty 
control. 

> A method to identify deficiencies in services. 
> Procedures to correct deficiencies in services when detected and to prevent their 

r.currence. 

> A record-keeping system that maintains and displays inspection, quality history, 
corrective actions taken and follow-up actions necessary to maintain effective quality 
control. R~ords shall be available fot review by the COTR and appropriate NCSC 
personnel upon request. 
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,. An effective system to 1111alyze qua lily data, capture and report trends, and initiate action 
in response to these trends. 

;. Monitoring a minimum of two mndom calls per day for each CSR who works a full day. 
,. Monitoring a minimum of one random call per day for each CSR who works less than a 

full day. 

The Quality Control Program is applicable to all functional <mas of this contract to ensure that 
USClS perfonnance objectives are met, the best possible customer service is provided, and there 
is continuous improvement in the quality of call center services. The quality control program 
shall also be a major sttategy for ensuring the achievement of the perfonnance measures in this 
contract as well as using and monitoring perfonnancc indicators. which contribute to 
perfonnance and measu.re outcomes. 

The Contractor shall: 
);> Provide a Quality Control Plan to establish quantitative evaluation stmtegies to ensure 

compliance to the defined perfonnance measurements and meet or exceed highest levels 
of service. The pia• shall specifY who within the Contractor's organization has oversight 
for quality initiatives. The plan shall be UJ)dated as necessary or as instructed by the 
USCIS to ensure that it mnains currenl 

)> Work in collaboration with call center supervisors or team leaders to develop a standard 
tool for assessing tall monitoring activities and ensuring consistency in evaluation 
scoring. 

Develop IIJid implement a component of the Quality Control System to maintain call
monitoring evaluation results, historical perspective of training efforts, profM:iency scores, 
~c. 

Develop a user interface fCJr transport of training data to the Evaluation Contractor's QAS 
(Quality Assurance System). Designa1ed USC IS staff will have aulborized access to 
system. 

lO> Develop report fonnats that will document CSR's training history and evaluation and 
proficiency scores/results. 

);> Conduct assessment and evaluation through a variety of strategies and methodologies. 

The Contractor shall: 

:li> Develop a ca11 monitoring plan that specifies criteria/objectives for call monitoring 
activities, e.g., percentage or number of calls within a specified time period, or selected 
totally at random, from recorded interactions or sitting with CSR, etc. 
Utilize call-monitoring activities as opportunities to coach CSR's by providing immediat=:: 
feedback and to detennine training needs on an individual basis. 
Conduct call monitoring evaluations to assess call interactions: identity call hll!ldling 
discrepancies, address the general style of the CSR's interactions, pinpoint opportunities 
for improvement, and assess consistency in callers' experience. Use s11ndard calf 
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monitoring tools to evaluate CSR. 
~ Have the ability to blind monitor CSR calls and conduct mystery shopping. 
~ Record all results in quality control system and provide monthly repon. 
~ Not utilize tools that notify CSR's when they are monitored. 

18.2. Customer Interface 

Attend periodic local coordination meetings at a contract level. Purpose of meetings to include: 
defining tequirements and estahllshing expectations, providing status reports, discussing 
materials and recommended methodologies, presenting findings, reaching agreement/approval on 
finalized materials, and resolving problems. 

19. COlU.OOP.ATlON 

Quality, customer satisfaction, and service levels work together. Over the long term. good 
quality improves service and customer satisfaction and achieving service levels creates an 
environment in which high quality becomes the standard. 

The Contractor shall: 
~ Consent to the government's third party monitoring. 
~ Develop a collaborative, joint management team with the third party Quality Evaluation 

Contractor to focus on quality efforts and customer satisfaction to provide necessary 
feedback to continually improve performance. 

~ Work collaborativcly with the third party Evaluation Contractor, commit to integrate 
performance &nd customer satisfaction data to gain more perspective on core 
measurements to benefit from the strategic application of evaluation data into the decision 
making processes, identify trends and shifts in customer requirements/expectations, 
maximize opportunities to impact cost savings, while achieving increasing customer 
satisfaction goals. 

20. PERFORMANCERIOQUIREMENTS 

Performance-based service contracting (PBSC) emphasizes that all aspects of an acquisition be 
stiUctured around the purpose of the work to be performed as opposed to the manner in which the 
worlc is to be performed or broad, imp~ise statements of work that preclude an objective 
assessment of Contractor performance. PBSC is designed to ensure that Contractors are given 
freedom to determine how to achieve specific performance objectives and appropriate 
performance quality levels. PBSC also ensures that payment is made only for services that meet 
these levels. The USC IS has developed the petformance metrics identified in this section to 
evaluate Contractor performance. 

20.1. Performance Requirements Summary 
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The Contractor shall have sufficient bilingual capacity to meet the performance standards with 
respect to demand levels far live assistance in Spanish as well as with respect to calls in English. 
If the performuee standard Is not met oa one of the standards, the Contractor Is aot 
eligible for aay iaeentives for thJi particular qu11rter. The expected target pelformaace is 
based upon calls. A eall Is deftned as a request for live assistaace comln& t•ru the IVR to 
Tier I sites. The USCIS shall use the data statistics from the USCIS' FTS Vendor's Enhanced 
Call Routing and Managed Contact Solutions-Genesys reporting systems to determine whether 
perfonnance standards and metrics are being achieved and maintained. 

At no time shall the Contractor set its own thresholds, performance standards, or metrics. Any 
proposed changes to thresholds, perfonnance standards, or metrics must be submitted to and 
approved by the CO. 

If the Contractor fails to meet perfonnance standards, the USCIS reserves the right to shift calls 
in whole or part that otherwise would go to Tier I to other sources, including USCIS staff. The 
USC IS also reserves the right to waive specific pcrfonnance metrics adversely affected by 
changes made by tbe USCIS. 

During the performance of the contract, the COTR will evaluate the Contractor's overall level of 
compliance with the contract and the demonstrated quality, timeliness, and cost effectiveness of 
the services provided. The PRS cable lists those performance indicators hy element against 
which Contractor performance will be measured. 

The cali monitoring area focuses on behaviors and the accuracy and completeness of services and 
information provided and collected. Data gathered is the result of independent research and 
analysis. Elements within this area include-

Call Monitoring - n:sults of an independent call monitoring program that focuses on 
measuring behaviors against standards established by USCIS. Call monitoring may be 
done 'live' or based on review of recorded calls. 

l> Accuracy of Information Provided- gauged by the result of independent secret shopper 
programs to determine the degree to which the information or service provided is accurate 
and complete in terms oft he relevant script or delineated procedure. 

l> Accuracy of Capturing Information- which includes results oftbe Contractor's own 
analysis and independent analysis ofthe data collected compared with the recorded call, 
and the results of quality assurance analysis of referrals and other collected information. 

USCIS conducts an independent customer satisfaction survey. Several questions, currently 
questions 12B-E, AttachmentS, are designed to measure the customer's perception of their 
experience with the CSR. Direct performance results are the third contract performance metric 
segment. Results are based on the performance of the Contractor. Elements within this area 
include-
> The Average Speed of Answer of callers who move to Tier I live assistance. This is 

weighted by relative daily live assistance demand, and the USCIS reserves the right to 
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weight it by hourly demand levels. 
)o The perCleDtage of all calls received in the IVR during live assistance hours that are 

abandoned due to the unavailability ofTier I seMc:e. This includes calls abandoned due 
to a denial of service due to wait time limits placed on length of wait time by USC IS, and 
calls that move into the live assistance queue and then disconnect. 

For the pUipOSe of contract performance evalu~ioo this percenU~ge witl be 
adjusted to also reflect the extent that USClS directs certain calls that would 
otherwise go to Tier 1 to other soura:s as provided in this section due to 
performaJICe issues on the part of the Tier I Contractor. 
Non-TDD calls to TOO numbers will not be counted as abandoned even though 
the call is lmninated because it is not a TDD call. However, such calls also shall 
not count towards determining the call volume for a period for pricing and billing 
purposes. 
Any calls an~ered by the Tier I CSR will not be terminated at Tier I without 
fully answering the caller's questions. At no time shall a call be tenninated 
because a consult or follow-on CSR is not available. Any call terminated in this 
fashion wi II be considered an abandoned call. Any call abandoned during the 
hand-off to another Tier I level of CSR will be counted as an abandoned call. 

20.2. Billing adjustments as perfonnance incentives 

The Contractor shall be responsible for all Network Queue and incoming toll free Usage costs 
that exceed the Average Speed of Answer performance metric. The USCIS will automatically 
deduct these costs from the Conlractor's billings. USCIS will pro rate this adjustment based on 
the total calls handled by the respective Tier 1 Contractor. 

The USCIS will pay for the initial transfer from tbe Network IYR to the Tier I site. If the 
Contractor chooses to transfer the call within Tier l for any reason such as a conS\llt or follow-on 
to another Tier 1 CSR, the Contractor shall be required to provide the facilities, equipment. and 
circuitry, and tbe USCIS will automatically deduct from the Contractor's billings the IISSOCiated 
transfer, line and usage costs. 

20.3 . Performance Evaluation Meetings 

The COTR will require the Contractor's PM to meet monthly with USCIS procurement officials 
and other NCSC petSOnnel. This monthly meeting wilt be to discuss tbe contractor's 
performance, identifying deficiencies and areas where the contractor has met and has not met the 
performance standards. The Contractor may request a meeting with the COTR whenever the 
Contractor's technical or administrative personnel believe such a meeting is necessary. The 
Contractor shall J)Tepare and provide written minutes of any such meetings to the COTR for his 
or her signature. If the COTR does not concur with any portion of the minutes, notice of such 
non-concurrence shall be provided to the Contractor's PM and contracts representative within 
five calendar days fol1owing receipt of the minutes. The Contractor shaH acknowledge or resolve 
all disputes and resubmit the minu~ to tbe COTR within five business days of receipt of the 
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non~concurrence. These meeting minutes wi 11 be included in the official CIS contract file as 
contractor performance recatds. 

20.4. Performance Quality Evaluation 

Task quality level will be assessed by the COTR based on a yes-no evaluation of completed tasks 
and subtasks, using compliance with the PRS as the standard. 

20.5. Perfonnance Incentive Payments and Deductions 

The USC\S wi\t talculate incentive payments and deductions in accordance with the tenns in the 
PRS, Attachment No.2. The Contractor shall not be eligible for any incentive amount if they fail 
to achieore the standard in any one ca1egory. 

21. SECURITY REQUlR.EMENlS 

21.1. General 

The Department of Homeland Security (DHS) has determined that perfonnance of this contract 
requires !bat the Contnu:tor, subcontractor(s), vendor(s), etc. (herein Jcnown as Contractor), 
requires access to sensitive DHS infonnation, and that the Contractor shall adhere to the 
following. 

21.2. Suilability Detennination 

DHS shall have and exercise full control over granting, denying. withholding or terminating 
unescorted government facility and/or sensitive Government infonnation access for Contractor 
employees, based upon the results of a background investigation. DHS may, as it deems 
appropriate, authorize and make a favorable entry on duty (EOD) decision based on preliminary 
security cbecks. The favorable EOD decision would allow the employees to commence work 
temporarily prior fo the completion of the full investigation. The granting of a favomble BOD 
decision shall not be considered as assurance that a full employment suitability authorization will 
follow as a result thereof. The granti11g of a favomble EOD decision O[ a full employment 
suitability determination shall in no way prevent, preclude, 01: bar the withdrawal or tennination 
of any such access by DHS, at any time during tbe term oft he contract No employee of the 
Contractor shall be allowed unesco~ aa:ess to a Government facility without a favorable EOD 
decision or suitability determination by tbe Security Office. Contnct employees assigned to the 
contract not needing access to sensitive DHS infonnation or recurring access to DHS' facilities 
will not be subject to security suitability screening. 

21.3. Background Investigations 

Conb'act employees (to include applicants, temporaries, part-time and replacement employees) 
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under the contract, needing access to sensitive information, shall undergo a position sensitivity 
analysis based on the duties, outlined in the PositiOJ\ Designation Detennination (POD) for 
Coatraclor Personnel, each individual will perfonn on the contract. The results of the position 
sensitivity analysis shall identifY the appropriate batkground investigation to be conchtcted. All 
background investigations will be procesStl(l through the Security Office. Prospective Coldractor 
employees shall submit the following completed forms to the Security Office through the COTR 
oo less than 30 days before the starting date of the contract or 30 days prior to entry on duty of 
any employees, whether a replacement, addition, subcontractor employee, or vendor: 

1. Standard Fonn SSP, "Questionnaire for Public Trost Positions" 
2. DHS Fonn 11000-6, .. CQnditional Access 1o Sensitive But Unclassified Infonnation Non-

Disclosure Agreement" 
3. FD Form 258, "Fingerprint Card" (2 copies) 
4. Foreign National Relatives or Asscciatc:s Statement 
5. Form DHS-11000-9, "Disclosure and Authorization Pertaining to Consumer Reports 

Pursuant to the Fair Credit Reporting Act" 
6. Form G-736- "Pte-Employment Suitability Cbeck" (2 years employment verification) 
7. Position Designation Determination for Contract Personnel Fonn 

The Contractor using Fonn G-736 shall provide documentation that previous employm of all 
new contract employees have been interviewed to ascertain the following infonnation: 

a. Verification of employment history (dates, salary, job titles and duties for the most recent 
2 years). 

b. Reason for leaving employment. 
c. Eligibility forre-hire. 
d. Name of person contacted. 
e. Name of employee doing the interview on behalf of the Contractor. 

The Contractor shall conduct and provide the results of the pre-screening employment activity 
along with a credit check tbat is not more than 90 days old. 

The Contractor shall manage the .submission of its employees' requests for background 
investigations, and sba11 cnnduct its own pre-screening to ensure not only that the application is 
complete, but to pre-screen eligibility using the same standards the Government applies. Call 
center operations can experience significant turnover, which can significantly affect operations 
and performance. The Government cannot guarantee any certain processing time lOr securi1y 
clearances. Please be aware that additional time in excess of 30 days may be necesury to 
process packages that require ~lution of issues that develop during the process. The pre
screening process is designed to ensure greater consistency in processing. 

Required forms will be provided by DHS at the time of award of the contract. Only COIIl]llcte 
packages will be accepted by the Security Office. Specific instructions on submission of 
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packages will be provided upon award of the contract. 

Be &IM!ied lhat unless an llpJllicant requiring access to sensitive information has resided in the 
US for three ofdte past five years, the Government may not be able to complete a &atisfactory 
background investiption. In such cues, DHS retains the right to deem an applicant/employee as 
ineligible due to insufficient background information. 

The use of Non-U.S. citizens, including Lawful Pmnanent Residents (LPR 's). is not penni ned in 
the performance of this contract for any position that involves access to or development of any 
DHS IT system. DHS will consider only U.S. Citizens and LPR's for employment on Ibis 
contract DHS will not approve LPR's for emplo}1tlent on this contract in any position that 
requires the LPR to accesa or auist in \be development, operation, management Of maintenance 
ofDHS IT systems. By signing this cootract, the Contractor agrees to this restriction. In those 
instances where other non-IT rcqui~ents contained in the contract can be met by using LPR's, 
those requirements shall be clearly described. 

21.4. Continued Eliiibility 

If a prospective employee is found 1o be inelisible for access to Government facilities or 
information, tbe COTR will advise the Contractor that the employee shall not continue to work 
or to be assigned to work uDder lhe contract. 

The Security Office may require drug screening for probable cause at any time and/or when the 
Cootractar independently identifies, cimammnces where probable cause exists. 

DHS reserves the right and prerogative to deny and/or restrict the facility and information access 
of any Contractor employee whose actions are in conflict with the standards of conduct, 5 CfR 
2635 and 5 CFR 380 I, or whom DHS detcnnines to present a risk of compromising sensitiVe 
Government infomwion to wbkh he or d\e would have access under this conttact. 

The Contractor shall report any adverse infonnation coming to their attention concerning contract 
employees under the contract 10 DHS' Security Office. The SUbSC(juent tennination of 
employment of an employee docs not obviate the requirement to submit this report. The report 
shall include the emplo~· name and social security numbct, 11.\ong with the advene 
information being reported. 

The Security Office must be notified of all tenninations/rcsignations within five days of 
occurrence. The Contractor shall return any expired DHS issued identification cards and 
building passes, or those of terminated employees to !he COTR. If an identification card or 
building pus is not available to be returned, a report must be submitted to the COTR, refetencing 
the pass oc card number, name of individual to whom issued, the \liSt known location and 
disposition of tbe pass or card. 
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21.5. Employment Eligibility 

The Contractor must agree that each employee working on this contnlct will have: a Social 
Security Card issued and approved by the Social Security Adminisnation. The Contractor shall 
be responsible to the Government for acts and omissions of his own employees and for any 
Subcontractot(s) and their employees to include financial responsibility for all dam31e or injvry 
to persons 01 pxoperty resulting from the acts or ornissio11s oftbe Contnctor'5 ~s. 

Subjed to aisting raw, reg~&lations ant\'or other provisiOils of this contract, illegal or 
undocumented aliens wilt not be emplo~d by the Contractor, or with this contra<:t. The 
Contntctor sba11 ensure that this provision is expressly incorpocated into any and all Subcontracts 
or subordinate agreements issued in support of this contract. 

21.6. Scc;urity Mlll&gentent 

The Contractor shall appoint a &enior offteial to act u the Corporate Security Officer. The 
individual will inlcrface with the Security Office thmugll the COTR on all security matters, to 

include physical, personnel, Slld protection of all Government infonnation and data accessed by 
the Contractor. 

The COTR and the Security Office shall have the right to insp«t the procedures, methods, and 
facilities utilized by the Contractor in complying with the security requirements under this 
contract. Should the COTR determine that the ContracWr is not complying with the security 
reqwrements of this contract, the Contractor will be in funned in writing by the Contracting 
Officer of the proper action to be taken in order to effect compliance witb such requirements. 

The following computer security requin:m.ent\ ~ply to both Dc:pattm~t (){ Hemeland Sewrily 
(DHS) operations and to the former Immigration and Naturalization Service operations (FJNS). 
These entities are hereafter referred to as the Department. 

21.7. Infonnation Tech Technology Security Clearance 

When sensitive government information is processed on Deparunent telecommunications and 
automated information systems, tbe Conttacttlr agrees to provi.de for the administrative 
control of sensitive data being processed and to adhere t<J the procedures governing su<;h data 
as outlined in DHS IT Security Progrum Publication DHS MD 4300.hb .. Contractor 
personnel must have favorably adjudicated background investigations commensurate with the 
defined sensitivity level. 

Contractors who fail to comply with Department security policy are subject to having their access 
to Oq>artmentlT s~e~m and facilities tenn1nated, whether or not the failure results in criminal 
prosecution. Any person who improperly discloses sensitive information is subject to criminal 
and civil penalties and sanctions under a variety of laws (e.g., Privacy Act). 
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21 .8. lnfunnatillll Technology Security Training and Oversight 

All Contractor employees using Department automated systems or processing Department 
sensitive dala will be mjUired to receive Security Awareness Training. This training wiD be 
provided by the appropriate component agency ofDHS. 

Conttactors who are involved with management, use, or operation of any IT systems that handle 
sensitive information within or under the supervision of the Department, shall receive periodic 
training at least annually in seeurity awareness and accepted security practices and systems rules 
of behavior. Department Contractors. with significant security responsibilities, shall JCCdve 
specialized training specific to their security responsibitities annually. The level of training shall 
be commensurate with the individual's duties and responsibilities and is intended to promote a 
consistent understanding oftbe principles aDd concepts of telecommunications and IT systems 
security. 

A l1 personnel who access Department infonnation systems will be continually evaluated while 
performing these duties. Supervisors should be aware of any unusual or inappropriate behavior 
by persoJmel accessing systems. Any unauthorized access, sharing of passwords, or other 
questionable security procedures should be reported to the local Security Office or Information 
System Security Officer (ISSO). 

21.9. Minimum Computer and Telecommunications Security Requirement 

21 .9.1. General 

Due to the sensitive nature of Department infonnation, the Contractor is required to develop and 
tn«intain a <XImprehensive computer and telecommunications security (C&TS} program to 
address the integrity, confidentiality, and availability ohensitive but unclassified (SBU) 
infonnation during collection, storage, transmission. and disposal. The Contractor's security 
program shall adhere to the requirements set forth in lhe Department's lT Security Program 
Publications. The Contractor shall establish a worldng relationship with the rnfonnation Systems 
Security Manager (ISSM). 

21.9.2. C&TS In the System Developmen1 Life Cycle (SDLC) 

C&TS activities in the SDLC are outlined in each current version of the SDLC Manual. The 
Contractor shall assist the appropriate ISSO with development and completion of all security 
related activities contained in the SDLC. These activities include development of the following 
documents: 

• Sensitive System Security Plan (SSSP): This is the prinwy reference that describes system 
sensitivity, criticality, security controls, policies, and procedures. 
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• Contingertey Plcm (CP): This pU!;n describes the steps to be taken to ensure that an 
automated system or facility can be recovered from service disruptions in the event of 
emergencies and/or disasters. 

• Risk Assessment (IU.): This document identifies tJ.eats and vulnerabilities, assesses the 
impacts of the threats, evaluates in-place countermeasures, and identifies additional 
countermeasures necessary to ensure an iC\leptable level of security. 

• SectUity Test and Evaluation (ST&E): This document evaluates each security control and 
countermeasure to verifY openti~:m in the manner intended. Test parame~ are 
established based on results of the RA. 

• Certifier's Statement The certification phase and statement testifies that tlte correct (JJid 
effectille implementation security controls are in place. 

21.9.3. Security Assurances 

All statemcn1s of work and contract vehicles shall identify and document the specifK: security 
requirements for outsourced services and operations that are required by the Contractor. 
Outsourced services and operations shall adhere to the Department's security policies. The 
security requirements shall incl~ how the Oepartrnc:nt's sensitive information is to be 
handled and protected at the Contractor's site, including any infonnation stored, processed, or 
transmitted using the Contractor's ~mputer systems, the bacKground investigation andlot 
clearances required, and the facility security required. At the exJJiration of the contract, 
statements of work and contract vehicles shall require the return of all sensitive IJepartrnent 
information and IT resources provided during the life of the contract and certification that all 
Department information bas been Pursed from any Contractor-owned system used to process 
Department information. Components shall conduct reviews to ensure 1hat the security 
requirements in the contract are impleme~ and enforced. 

2 I .9.4. Data Security 

SBU systems must be protected from unauthorized access, meldification. and denial of service. 
The Contnlctor shall ensure thac all aspects of data security requirements (i.e., confidentiality, 
integrity, and availability) 1re included in the functional requirements and system design, and 
ensure that they meet tne minimum requirements as set forth in the most currently approved 
Department publications. These requimneuts include: 
• Integrity - The computer systems used for processing SBU must have data integrity 

controls to ensure that data is not modified (intentionally or unintentionally} or repudiated 
by either the sender or the receiver of the information. A risk analysis and vulnerability 
assessment must be perfonned to detennine what type of data mtegrity controls (e.g., 
cyclical redundancy checks, message authentication codes, security hash functions, and 
digital signatures, etc.) must be used. 

• Corrfldentiality- Controls must be included to ensure that SBU information collected, 
stoced, and transmitted by the system is protected against compromise. A risk analysis 
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and vulnerability assessment must be perfonned to detennine if threats to the SBU exist. 
If it exists, data eucryption must be used to mitigate such threats. 

• Availability- Controls must be included to eMure that the system is continuously 
working and all services ate fully available within a tirneframe commensurate witb the 
availability needs oftbe user community and the criticality of the information processed. 

The Contractor shall implement and enforce technical controls for fax technology and systems 
(including fax liiiChines, servers, gateways, software, and protocols) that transmit and receive 
Sensitive information. Fax servers will be configured to ensure that incoming lines cannot be 
used to access the network or any data on the fax server. 

21.9.5. Voice Communication Security 

In the case of implementing any Voice Over Data Network (VOW) technology, Contractor shall 
conduct risk assessments and security testing and provide business justification for their use. Any 
IT systems that employ this technology must be certified and accredited for this purpose with 
residual risks clearly identified in the Accreditation Package. 

Voice over data network implementations shall have sufficient redundancy to ensure network 
outages do not result in the loss of both voice and data communications. Contmctor shall ensure 
appropriate identification and authentication controls, audit logging, and integrity controls are 
implemented on every component of their voice over data networks. Ref: To meet DHS 4300A 
document, Page21, Section 4.5.4 "Voice over Data Networks." 

22. TRAVfl. 

Travel is a normal part of managing a distributed operation. This is particularly true given that 
the Contractor's program manager shall be located in the Washington, D.C. metropolitan area. 
The Contractor shall be required to attend quarterly meetings at meeting sites determined by 
USCIS, and can anticipate signifteant program interaction with USCIS NCSC staff. USCIS will 
not reimburse the Contractor discretely for costs for travel included in this PWS. 1be Contractor 
should embed its travel costs in its CLIN volume price proposal. This gives the Contractor the 
ability to make its own dedsions with respect to travel necessary to managing its operations and 
managing this contract. 

23. HISTORICAL CALL VOLUME AND CAll. AVERAGE HANDLING TIME 

The chart below reflects the total call volume received by the NCSC from October 2003 through 
August 2005. The volume represented reflects both English and Spanish inquiries as well as 
TOO call. Spanish Calls currently represent approximately 25o/o of all inquiries. 
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TotaiC.al Calls Completed Live Aalstaoee 
Moalll/Ynr Vohnntl ~lVR R.ecraests AUT 

A II Pit~$ 1,885.26 962,906 9'22,357 4.9 
JDiy-1! 2,278,22 I 019,6(!2 1.258~ 4.4 
Jaae.o! 1924,.2.56 965,192 9S9,06o 4.4 1 

May.OS 161164 872.34: 739301 4.4 i 
Aprlf.t5 I 787.26 92891 858,35 4.5 

Marc:lt-05 t,n2.JS 955.71 816 60 4.5 
FebrtaarY-tS L 562.34 868 793 693 547 4.5 

"···~~ 
(,861,892 894,3__92 965,56 4.6 

December-~ 1.3_81 93_1 79590 586,029' 4.4 

November-14 1,~3&,23;.~ &43 61l 694 S61 4.6 

\ <ktober..(l( I,SS4,7ll 756,5~ 798,\SJ 4.7 
Scptc:m~Mir-M 1~8,~ 734 138: 863,9181 4.? 

AQiitd-04 !.._80.5_,.463 771 560 1003903 4.7 

l•Lr-04 I 867 75 866,229 1 001 52 1 4.7 I 
J·~ 1,82t,66 783,()3 I 038.633 4..7 
M~ I 58~941 708801 880LI4() 4..5 
April~ 1,773,&3~ 759821 1,014,013 4.5 
Marc~ 2,607,551' 1,186,005 1,421.546 4.7 

febJ"IW'Y.e4 2,049,86 990195 1,059,671 4.4 
Jpqary-64 I 86189 896323 965,56 4.4 

December-03 \,361,42 . 659134 643.29' 4 

NoveNbu-oJ \2SO Ill 71~332 56077 4 
()dCJbe'-{)3 1~07 91-41 79312 714,7~ 4 

Call volume is a major cost driver. Call volume varies lhrougl!out a day, and ICJ'I)S5 days and 
weeks. While historical trendi~ data can assisl tlu: Contractor in planning. the Contractor 
accc)'tS the risk of me effect of variations in call demarul. USCIS guarantees a minimum floor 
for pricing purposes of 400,000 live assistance caDs per month available collectively to Tier I 
Contmctors, but USC!S may adjust this floor up or down with 30 days advance notice via 
modification to the task onkr. This floor shall:tpply eacll month after the collective Tier I 
vendors under this contract actually handle 400,000 live assistance c&lls. USCIS reserves the 
right to establish a maximum volume per day of live assistance calls lobe handled. lf call 
volume exceeds such a set maximum the Average Speed of Answer, Ablllldonment rate and 
related perfonnancc metrics will be adjusted for those days QORsistent with~ extent to which 
volume exceeded the t%iling. 

AJIT is a aitical determinant in pricing. For lhe purpose of this QOntract, the USCIS n:q11ires all 
potential offerors to develop technical and pricing proposals using an average handling time of 
4.58 minutes, which is considered a reasonable baseline bao;ed on hisk>ry. 
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AHT may change during the life of the contract. A number of variables can simullalteously 
influence AHT, and thus cause it to change. Content and serv1ce changes stipulated by the 
USC IS can change AHT, as e&n a large variety of factors controlled by the Contractor. IfUSClS 
determines a quarterly average fluctuation in A HT from the initially set level, the Contractor and 
USCIS will equally share in the change in C06ts based on the volume CLIN pricing structure 
relative to the baseline AHT of 4.58 minutes. This CLIN pricing relative to initial set pricing 
levels will be adjusted contractually if AHT increases or decreases by more than 2% on a 
quarterly basis by one-half the change relative to the baseline of 4.58 minutes. Thus, for 
example, if AHT drops from 4.58 to 4.2, a drop of 8.297% from the base AHT, CLIN pricing 
levels would be adjusted downward for that quarter by one-half the change, or by 4.148%. If in 
the following quatter they rose to 4.4, since, relative to the 4.58 baseline this is a difference of 
3.930%, for that quarter CLIN pricing levels would be adjusted downward from the 4.58 baseline 
by half that amount, or 1.965%. 

This cost sharing element does not, however, exist in the contract under which the NCSC is 
currently operating. 

24. AoomoN oF SER.VlcES 

USCIS is open to expanded service models at contract inception or during the life of the contract 
designed to n:duce Average Handle Time (AHT) wtthout diminishing service, for example 
offering roe-mail or mail FAQ scripts to customers after the relevant information subject is 
identified. Additional services offered in a proposal must be identified, and costs fer such 
additional service must be imbedded in the CUN structure of pricing by call volume. To the 
C!ttent these strategies reduce AHT I the Contractor and users will share in the savings. u SClS 
is also open to options where the Contractor would provide '900' service domestically or 
internationally using the sune scripts and procedures for customers who p«fer to not use IVR' s, 
and potentially fur callers using rotary phones, with a deli1le8ted percentage of gross revenue 
shared with the USCIS. 

USC IS may also expand services under this contract via modification to the rask onler to include 
web-based interactive information and customer service StiJ)port, and/or other related services. 

25. K.ICK-ofFMEEITNG 

The Contractor shall meet with the Contracting Officer, COTR and NCSC PM within five (5) 
working days of contraCt awarci This meeting will be held to identil)' a primary POC, and to discuss 
scope, task(s), and understanding of technical approach in the fonnat of a Project Plan. 
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26. KEY PERSONNEL 

The Contractor shall assign to this conlrllct the U}' personnel, including IT and 
Telecommurricatioll& personnel, necessary to perfonning the function of overseeing each site and 
ils collective operations under this oontnu:t The program manager sfulll be responsible fot 
hiring. training and ovenigbt of the day-to-day activities, working with USCIS officials, shall be 
the primary management point of contact with the USCIS, shan ensure that all sites arc adhering 
to the PWS and requirements. The Program Manager, and other key personnel shall be 
detmnined by the Contractor. 

27. UABIUTI' OF lNFORMA llON 

The Contractor shall be solely respo11S1ble for damages suffered by the public that result from the 
use of infonnation not previously approved by USC IS during the pcrl'ormance of this conttact. 

28. ORGANIZA. TlONAl. CONFI,ICT Of IKJUESl' 

The Contractor wanants that, to the best of the Contractor's knowledge and belie( there are no 
relevant fac1s or circumstances which could Jive rise to an organizatiODal conflict of interest, as 
defmed in FAR Subpart 9.5, or that the Conu.ctor bas disclosed all such relevant information. 

Prior to commencemeot of any work, the Contractor agrees to notify the CO immediately that, to 
the best of its knowledge and belief. no actual or potential conflict of intmst exists or to identify 
to the CO any actual or potential conflict of interest the finn may have. In emergency $-ituations, 
however, work may besin but notification shall be made within five (5) working days. 

The Cottttactor agrees that if an actual or potentia) organizational conflict of interest is identified 
during perfonnance, the Contractor shall immediately make a full disclosure in writing to the 
CO. This disclosure shall include a description of actions, which the Contractor has taken or 
proposes tn take, after oonsultation with the CO, to avoid, mitigate, or neutralize the ~I or 
-potential conflict of interest. The Contractor shall continue perfomlance until notified by the CO 
of any contnuy action to be taken. 

Remedies - USCIS may terminate this contract for convenience, in whole or in part, if it deems 
sucb termination necessary to avoid an organizational OOTtflict of interest. If the Contractor was 
aware of a potential organizational conflict of interest prior to award or discovered an actual or 
potential conflict after award and did not disclose i( or misrq~resented relevant infonnation to the 
CO, the Government may terminate the contract for default, debar the Contractor from 
Government contracting, or pursue such other remedies as may be pennitted by law or this 
contracL 
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Tne base period of performance of this laSk order oontract will commence with the start date 
stated in the Notice to Proceed after the full phase-in and trunsitioo period is completed and 
continue for one year. There are four ( 4) one-year option$ under the contract- The option )'ears 

shall commence on the anniveroary date of the base period and continue for 36.5 days (366 days 
for leap years). The Government hu the unilateral right to ellercise the options under the 
contrae1. If the Government intends to do so it shall send a notice ofiment to !he Contractor 
within 60 days prior to coDttact expintion. The total possible length of the contract i& 60 months 
from the beginning of the base period. 
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SECTION II 
CONTRACT CLAUSES 

The following clauses shall be applicable to the contract 

A. 52.2)2-4 Contract Terms and Conditions-Commercial Items 0Cf2003 

(a) lnspectioo/Acceptance. The Contractor shall only tender for acceptance those items !llat 
~onfonn to the requirements oflhis contnlcL The Government n:~cs the right to 
inspect or test any SUJIPiies or services lhat hiM been tendered for acceptance. The 
Government may require repair or repliiCI:IIlent of nonconforming supplies or 
~onnance of nonconforming services at no increase in contract price. The 
Government must exercise its postacceptance rights-
(I) Within a reasonable time after the defect was diSC<lvered or sltouJd have been 

discovered; and 
(2) Before 8DY substantial change occurs in the condition of the item, unless the 

cllange is due to the defect in the item. 

(b) Assignment The Contractor or its assignee may assign its rights to ~ve payment due 
as a resuh of perfonnancc of this contract to a bank, trust company, or other financing 
institution, including any Federal lending agency in accordance with the Assignment of 
Clailli$ Act (31 U .S.C. 3727). However, when a third party makes paynlent (e.g., use of 
the Govemmentwide commercial purchase card), the contractor may not assign iti rights 
to receive payment under this contract. 

(c) Changes. Changes in the terms l'nd conditions of this contract may be made only by 
written agreement of the parties. 

(d) Disputes. This contract is subject to the Contract Disputes A~t of 1978, as amended (41 
U.S.C. 60 1-613). Failure of the parties to this contract to n:ach agreement on any request 
for equitable adjustment, claim, appeal or action arisiug under or relating to this contract 
shall be a dispute to be resolved in accordance with the clause at FAR 52.233-1, Disputes, 
which is incorporaled herein by n:fen:nce. The Contractor shall proceed diligently with 
perfonnance of this contract, pending final resolution of any dispute arising under the 
contract 

(e) Definitions. The clause at FAR 52.202-l, Definitions, is incorporated herein by 
n:ference. 

(f) Excusable delays. The Conuactor sha11 be liable for default unless nonperfonnance is 
caused by an occurrence be:ypnd the reasonable control of !be Contractor aod withoe~t its 
fault or negligence such as, acts of God or the public enemy, acts of the Government in 
either its sovereign or contractual capacity, fires, floods, epidemics, quarantine 
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restrictions, strikes, unuwally severe weather, and ddays of common carriers. The 
Coatractor shall notify the Contracting Officer in writing as soon as it is reasonably 
possible after the commencement of any excusable delay, setting forth the full particullrs 
in cormection therewith, slall remedy sucb occurrence with all reasonable dispatch, and 
shall promptly give written notice to the Conttacting Officer of the cessation of such 
occurrence. 

(g) Invoice. 
(I) The Conlnlctor shall submit an original invoice and three copies (or electronic 

invoice, if authorized,) to the addres$ designated in lhe contract to receive 
invoices. An invoice must include·· 
(i) Name a.nd address of the Contractor, 
(ii) lnwice date and number, 
(iii) Conmct number, conlract line item nmnber and, if applicabJe, the crder 

number; 
(iv) Description, quantity, unit of measure, unit price and extended price of the 

items delivered; 
(v) Shipping number and date ofshi}mlent, includin& the bill of lading number 

and weight ofsllipment ifshipped on Government bill ofla.ding; 
(vi) Terms of arry discount for prompt payment offered; 
(vii) Name and address of official to whom payment is to be sent; 
(viii) Name, title, and phoae number of person to notify in event of defective 

illvoice; and 
(ix) Taxpayer Identification Number (TIN). The Contractor shall include its 

TIN on die invoice only if required elsewhere in this contrllet. 
(x} Electronic funds transfer (EFT) banking information. 

(A) The Contractor shall include EFT baking information on the 
invoice only if required elsewhere in this contract. 

(B) If EFT banking information is not Jequired to be on the invoice, in 
order for the invoice to be a proper invoice, the Conttactor shall 
have submitted correct EfT banking informatio• ia accordance 
with the applicable solicitation provision. contract clause (e.g., 
52.232-33, Payment by Electronic Funds Transfer-Centnll 
Contractor Reaistration, or 52.232-34, Payment by Electronic 
Funds Transfer-Other Than Central Contractor Registration), or 
applicable agency procedures. 

(C) EfT banking information is not required if the Government waived 
the n:q11irement to pay by EFT. 

(2) hi voices will be handled in accordance with the Prompt Payment Act (31 U.S. C. 
3903) and Office of Management and Budget (OMB) prompt payment regulations 
at ~ CFR Part 131 S. 

(h) Patent indemnity. The Conmctor shall mdemnil'y the Govemme11t and its officers. 
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entployees and ~ts against liability, including costs, for actual or alleg:ed direct or 
contributory infringement of, or inducement to inftinge, any United States or foreign 
patent, trademark or copyright, arising out of the perfonnance of this contract, provided 
the Contractor is reasonably notified of such claims and proceedings. 

(i) Payment. 
( l) Items accep~ Payment shall be made for items accepted by the Government 

that have been delivered to the delivery destinations set forth in this contract. 
(2) Prompt payment. The Government will make payment in acconlance with the 

Prompt Payment Act (31 U.S.C. 3903) and prompt payment regulations at S CFR 
Pan 1315. 

(3) Electronic FUPds Transfer (EFT). lfthe Go,·emment makes payment by EFT, see 
52.212-S(b) for the appropriate EFT clause. 

(4) Discount. In connection with any discount offered for early payment, time shall 
be computed from the date oftbe invoice. For the purpose of computing the 
discount earned, payment shall be considered to have been made on the date 
which appears on the payment check or the specified payment date if an electronic 
funds transfer payment is made. 

(5) Overpaymencs. lftfte Contnlctor becomes awa~ of a duplicate contract financing 
or invoice payment or that the Government has otherwise overpaid on a contract 
financing 4lr invoice payment, the Contractor shall immediately notify the 
Contracting Officer and request instructions for disposition oflbe overpayment 

(j) Risk ofloss. Unless the connact specifically provides otherwise, risk of loss or damage 
to the supplies provided under this contract shall remain ~itb the Cootmctor until, and 
shall pass to lhe Government upon: 
(I) Delivery of the supplies to a carrier, if transportation is f.o.b. origin; or 
(2) Delivery of the supplies to tfte Government at the destination specified in the 

contnsct, ift:ransportation is f.o.b. destination. 

(k) Taxes. The conttact price includes all applicable Federal, State, and local taxes and 
duties. 

(I) Termination for the Government's convenience. The Government reserves the right to 
tenninate this COIJtract. or any pan hereof, for its sole convenience. In the event of such 
termination, the Contractor shall immediately stop all work hereunder and shall 
immediately cause any and all of its suppliers and subcontractors to cease work. Subject 
to the terms of this contract. tile Conlractor shall be paid a percentage of the contract price 
reflecting the percentage of the work performed prior to the notice of termination, plus 
reasonable charges the Contractor can demonstrate to the satbfilction of the Gov~t 
using its standard record keeping system, have TCSulted from tbe termination. The 
Contractor shall not be required to comply with the cost accounting standards or contract 
cost principles for this purpose. This paragraph does not give the Government any right 
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to audit the Contractor's records. The Contractor shall not be paid for any work 
performed or costs incum:d which reasonably could have been avoided. 

(m) Tennination for cause. The Government may terminate this contract, or any plrt hereof, 
for cause in the event of any default by the Contractor. or if tbe Contractor fails ro comply 
with any contract terms and conditions, or fails to provide the Government, upon request, 
with adequate assutanOes of future performance. In the event of termination for cause, 
the Government shall not be liable to the Contractor for any amount for supplies or 
services not accepted, and Jhe Contractor shall be liable to the Government for any and all 
righ.ts and remedies provided by law. If it is determined that the Government improperly 
terminated this contract for default, such termination shall be deemed a termination for 
convenience. 

(n) Title. Unless specified elsewhere in this contract. title to items furnished under this 
contlact shall pass lo the Government upon acceptance, regardless of when or where the 
Government takes physical possession. 

(o) Warranty. The Contractor wamnts and implies that the items delivered hereunder are 
merchantable and fit fur use for the particular purpose described in this contract. 

(p) Umitation ofliability. Except as otherwise provided by an express or implied wananty, 
the Contractor will not be liable to the Government for consequential damages resulting 
ftom any defect C'JI deficiencies in ~ted items. 

(q) Other compliances. The Contractor shall comply with all applicable Federal, Slate and 
local laws, executive orders, rules and regulations applicable to its performance under this 
contract. 

(r) Compliance with laws unique to Government contracts. The Contractor agrees to comply 
with 3 I U.S. C. 1352 relating to limitations on the use of appropriated funds to influence 
certain Federal contracts; 18 U.S.C. 431 relating to officials not to benefit; 40 U.S.C 327, 
et seq., Contract Work Hours and Safety Standards Act; 41 U.S.C. 51-58, Anti-Kickback 
Act of 1986; 41 U.S.C. 26.5 and I 0 U.S.C. 2409 relating to whistleblower protectioos; 49 
U.S.C. 40118, Fly American; and 41 U.S.C. 423 relating to procurement integrity. 

(s) Order of precedence. Any inconsistencies in this solicitation or contract shall be resolved 
by giving precedence in the following order: 
( l) The schedule of supplies/services; 
(2) The Assignments, Disputes, Payments, Invoice, Other Compliances, and 

Compliance with Laws Unique to Government Contracts paragraphs of this 
clause; 

(3) The clause at 52.212-5; 
(4) Addenda to this soUcitation or contract, including any ucense agreements for 
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computer software; 
(5) Solicitation provisions ifdlis is a solicitation; 
(6) Otber paragnaphs of this clause; 
(7) The Standard Fonn 1449; 
(8) Other documents, exhibits, and attachments. 
(9) The specification. 

(t) Central Contractor Registration (CCR). 
( l) Unless exempted by an addendum to this contract, the Contractor is responsible 

during perfonnance and through final payment of any contract for the accuracy 
and completeness of the data within the CCR database, and for any liability 
resulting from the Government's reliance on inaccurate or incomplete data. To 
remain registered in the CCR database after the initial registration, the contractor 
is required to review and update on an annual basis from the date of initial 
registration or subsequent updates its information in the CCR database to ensure it 
is current, accurate and complete. Updating infonnatioo in the CCR does not alter 
the terms and conditions of this contract and is not a substitute for a properly 
e:~tcc:uted contraclllal document. 

(2) (i) If a Contractor has legally changed its business name, "doing business as" 
name, or division name (whichever is shown on tbe contnlct), Or b&s 
transferred the assets used in perfonning the contract, but has not 
completed the necessary requirements regarding novation and change-of
name agreements in FAR Subpart 42.12, the Contractor shall provide the 
responsible Contmcting Officer a minimum of one business day's written 
notification of its intention to (A) cb&nge the name in the CCR database; 
(B) comply with the requirements of Subpart 42.12; and (C) agree in 
writing to the timeline and procedum; specified by the responsible 
Contracting Officer. The Contractor must provide with the notification 
sufficient documentation to support the legally changed name. 

(ii) If the Contractor fails to comply with the requirements of paragraph 
(t)(2)(i) ofthis clause, or fails to perform the agreement at paragraph 
(t)(2)(i)(C) of this clause, and, in the absence of a properly executed 
novation or change-of-name agreement, the CCR information that shows 
tbe Contractor to be other than the Contractor indicated in the contnlct will 
be considered to be incorrect infonnarion within 1he meaning of the 
"Suspension of Paym.ent" paragraph of the electronic funds tmJsfer (EFT) 
clause oftbis contract 

(J) The Cootractor shalt not change the name of address for EFT payments or manual 
payments, as appropriate, in the CCR record to reflect an assignee for the purpose 
of assignment of claims (see Subpart 32.8, Assignment of Claims). Assignees 
shall be separately registered in the CCR database. Infonnation provided to the 
Conllactor's CCR record that indicates payments, including those made by EFT, 
to an ultimate recipient other than that Contnlctor will be considered to be 
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incorrect information within the meaning of the "Suspension of payment" 
puagrapb of the EFT clause of this contract. 

( 4) otferors and Conttactors may obtain infonnation on registration and annual 
confinnation requirements via the internet at b11Jl://www.scr.gov or by calling l-
888-227-2423 or 269-961-5757. 

(End of clause) 

B. Addendum One - Contract Terms and Conditions - Commercial Items 

l. Submission of Invoices 
The: USCISINCSC will pay for services rendered under this contract satisfactorily pc:rfonned. 
The Contractor shall submit the invoice on a monthly basis by the I 5th working day following the 
end of the month and include the required information with the actual services perfonned at the 
agreed to contract price. Submit invoices in an original and one (I) copy. To constitute a proper 
invoice, the invoice must include the following information and attached documentation: 

(a) Name of the business concern. 
(b) Invoice date. 
(c) Contract task. order number. 
(d) Description, price, and quantity of services actually rendered. 
(e) Payment terms. 
(f) Name where practicable. title, phone number, and complete mailing address of 

responsible official ro whom payment is to be sent. 
(g) Other substantiating documentation or infonnation as required by the contract. 

The original invoice and copy shan be sent to the COTR for certification and the COTR 
will in tum forward to the Contmcting Office. The Conttacting Officer will forward the 
invoice to the Dallas Finance: Cenler for -payment Payments will be processed in 
accordance: with Clause 52.232-33, Payment by Electronic Funds Transfer -Central 
Contractor Registration or by U.S. Treasury check issued within 30 days after receipt of a 
proper and acceptable invoice. 

2. Task Orders/Modifications 
The Contractor shall be authorized to commence performance only following issuance of a task 
order. The individuals authorized to issue orders under this contract are identified as CIS 
Burlington Contracting Office Contracting Officers. The Contractor shall not accept any 
modification of the Schedule, Provisions, Clauses of this contract issued by any person other than 
a CIS Contracting Officer. The Contracting Officer reserves the right to issue administrative 
changes to the contract unilaterally as well as make changes using the "Changes" clause which 
affords the Contractor an opportunity to request an equitable adjusnnent. 

3. FAR 52.216-18 Ordering OCT 1995 
(a) Any supplies and services to be fUrnished under this contract shaJI be ordered by issuance 

of delivery orders or task orders by the individuals or activities designated in the 
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Schedule. Such orders may be issued from the date of contract award through the 
expiration date of the base year, and for the option year timefuunes stated in the Schedule 
during the option years. 

(b) All delivery orders or task orders are subject to the terms and conditions of this contract. 
In the event of conflict between a delivery order or task order and this contract. the 
contract shall control. 

(c) If mailed, a delivery order or task order is considered "issued" when the Government 
deposits the order in the mail. Orders may be issued on~lly, by facsimile, or by electronic 
commerce methods only if authorized in the Schedule. 

(End of clause} 

4. FAR 52.216-19 Order Limitations ocr 1995 
(a) Minimtm1 order. When the Government requires suwlies or services covered by this 

contract in an amount of less than the guamnteed minimum number of calls per month, 
the Government is not obligated to purchase, nor is the Contractor obligated to furnish, 
lhose supplies or services under the contract. 

(b) Maximum Order. The Contractor is not obligated to honor-
( 1) Any order for a single illml in excess of 15% of the maximum number of calls pet 

mondt in the Schedule. 
(2) Any order for a combination of items in excess of !So/. of the maximum number 

of calls per month in the Schedule. 
(3) A series of orders from the same ordering office within (I) week that together call 

for quantities exceeding the limitation in pamgraph (b)(l) or (2) of this section. 
(c) If this is a requirements contract (i.e., includes the Requin:ments clause at subiection 

52.216-21 of the Fedeml Acquisition Regulation (FAR)), the Government is not required 
to order a part of any one requirement from the Contractor if that requirement exceeds the 
maximum-Order limitations in pangraph (b) of this section. 

(d) Notwithstanding pmgraphs (b) and (c) of this section, the Contractor shall honor any 
order exceeding the maximum order limitations in paragraph (b), unless that order (or 
orders) is n:tumcd to the ordering office within two (2) days after issuance, with written 
notice stating the Contractor's intent not to ship the item (or items) called for and the 
reasons. Upon receiving this notice, the Government may acquire the supplies or services 
from another source. 

(End of clause) 

5. FAR 52.216-22 Indefinite Quantity OCT 1995 
(a) This is an indefinite quantity contract for the supplies or services specified, and effective 

for the period sta~ in the Schedule. The quantities of supplies or services specified in 
the Schedule are estimates only and are not pun.:hased by this contract. 

(b) Delivery or pcrfonnance shall be made only as authorized by orders issued in accordance 
with the Ordering clause. The Contractor shall furnish to the Government, when and if 
ordered, the supplies or services specified in the SchediJie up to and including the 
quantity designated in the Schedule as the "maximum." The Government shall order at 
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least the quantity of supplies and seiVices designated in the Schedule liS the "minimum." 
(c) Except for any limitations on quantities in the Order Limitations clause or in the 

Schedule, there is no limit on the number of orders that may be issued. The Government 
may issue ordefli requiring delivery to multiple destinations or petfonnam:e at multiple 
locations. 

(d) Any order issued during the effective period of this contract and not completed within 
that period shall be completed by the Contractor within the time specified in the order. 
The contract shall govern the Contractor's and Government's rights and obligations with 
respect to that order to the same extent as if the order were completed during the 
contract's effective period; provided, that the Contractor shall not be required to make 
any deliveries under this contract after the expiration of the current contract period of 
petfonnance. 

(End of clause) 

6. FAR 52.217-9 Option to Extend the Term ofthe Contract MAR 2000 
(a) The Government may extend the term of this contract by written notice to the Contractor 

within the period specified in the Schedule; provided that the Government gives the 
Contractor a preliminary written notice of its intent to extend at least 60 days before the 
contract expires. The preliminary notice does not commit the Government to an 
extension. 

(b) If the Government exercises this option, the extended contract shall be considered to 
include this option clause. 

(c) The total duration oftlris contract, including the exercise ofany options under this clause, 
shall not exceed 60 months. 

(End of clause) 

7. FAR 52.217-8 Option to Extend SeiVices NOV 1999 
The Government may require continued petformance of any services within the limits and at the 
rates specified in the contracl These rates may be adjusted only as a result of revisions to 
prevailing labor rates provided by the Secretary of Labor. The option provision may be exercised 
more than once, but the total extension of performance hereunder shall not exceed 6 months. 
The Contracting Officer may exercise the option by written notice to the Contractor within the 
period specified in the Schedule. 

(End of clause) 

8. Evaluation of Performance for Contractor Pcrfonnance Reports 
Past performance information is relevant infonnation regarding a Contractor's actions and 
conduct on previously awarded contracts. It includes such things as a Contractor's ability to 
conform to contract requirements and specifications, adherence to contract schedules, quality 
performance, cost control, reasonable and cooperative behavior, and commitment to customer 
satisfaction. 
For active contracts valued in excess of$100,000.00 dollars, lhe Federal Acquisition Regulation 
(fAR) requires federal agencies 10 prepare Contractor performance evaluations (report cards). 
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Report cards are completed and forwarded to the Contractor for review within thirty (30) 
calendar days from the time the work under the contract is completed. Interim evaluatioos by the 
Contracting Officer may be ~ed as necessary. Tile Contractor bl>!i thirty (JO) days M! reply 
wilh commcnls, rebutting slatcmerrtS, or additional information wbicb will be made pmt ofllle 
official rec:ont. Pe-rformance evaluation reports will be available to Goveramer.t con.tracting 
personnel for their use in 11\tking responsibility determinations and~ selection purposes on 
future contract actions. 

9. Contract Administration 
After award, the contract will be adminisCered by tbe Admirristrative Contracting Officer. 
The Contractor shall, after receipt of the cootriiCt, direct aU questions concerning the contraCt to: 

Administrative Contracting Officer 
Department of Homeland Security 
Office of Procurement Operations 
CIS Burlington Contracting Office 
7() Kimball Ava~ue 
South Burlington, VT 0541l3-6813 

\11 . Contmctiag Officer's Technical RepreStt~1atlve (COTR .. ) 
COTR's an: designated to coordinaac the tee !mica! aspects of this contract and inspect 
itemslscmccs fumished hen: under; however, they $hall not be authorized to change lillY tenns and 
conditions of the resullm!l contract, including price. The COTR is authorized to certifY (but not to 
reject or deny) invoices (Of payment The authority to reject or deny perfonnancc and associated 
invoice payment is eqrressly raerved for the Contracting Officer. 

HSAR Clluse 3052.242-72 Ccntractlng Officer's Technical Representative DEC 200~ 
(a.) 11le Cora\11llctiu1 Offi<:fl may designate Gavmunent pemmne1 \0 st -as \be Con~ns 

Officers Technical Rep~lative (COTR) 1o peTform functions uDder the conmct such 
as review or i116pCC1ion and acceptance of supplies, 5ervi~s. including construction, and 
other functions of a technical nature. The Contracting Officer will provide a written 
notice of such d~ignation to lhe Cootractor within five working days after contract award 
or for con.structicn, not tess 1ban five working days prior to giving the con1Tactor the 
notice to proceed. The designation letter will se1 fol'th the authorilies lllld Jimitalions of 
the COTR under the contncc. 

(b) The Cot'ltracting Officer cannot authorize the COTR or any otbet tqKeietrtative to sign 
documents, such as contracts, contract modifications, etc., that m:~uire the sisnature of the 
Contracting Officer. 

(End of Clause) 

11. This contract incorporates Section VI- Offeror Representations and Cenifications 
Commercial Items by reference with the same force a.nd effect as if they were included in 
full text. This conlract also in<:Ol)XIflltes conlracfor's proposal by refeccnce. 
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12. FAR 52.222-42 Statement of Equivalent Rates for Federal Hires May 1989 
In compliance with the Service Contract Act of 1965, as amended, and the regulations of the 
Secretary of Labor (29 CFR part 4), this cloose identi fi.es the classes of service employees 
expected to be employed under the contract and states the wages and fringe benefi1s payable 1o 
each if they were employed by the contracting agency subject to the provisions of 5 U.S.C. 5341 
or 5332. 
This Statement is for Information Only: It is nolll Wage Determination 
Emplovse Classificatioo Monetary Wue Frinae Benefits 
Clerk GS-30:l-!12 $7.93 32% 

13. HSAR Provision 3052.209-70 

(a) Prohibitions. 

Prohibition on Contra<:l& with 
Cotponrte Expatriates 

DEC2003 

Section 835 of Pub lie Law 107-296, prohibits the Department of Homeland Security from 
entering into any contract with a foreign incorporated entity after November 25, 2001, 
which is treated as an inverted domestic corporation as defined in this clause. 
The Secretary shall waive the prohibition with respect to any specific contract if the 
Secretary detennines that the waiver is required in the interest of homeland security, or to 
prevent the loss of any jobs in the United States or prevent the Government from 
incumng any additional costs that otherwise would not occur. 

(b) Definitions. As used in this clause: 
Expanded Affiliated Group means an affiliated group as defined in section 1 S04(a) of tile 
Internal Revenue Code of 1986 (without regard to section l504(b) ofrucb Code}, except 
that section 1504 of such Code shall be applied by substituting "more than 50 percent" for 
"at least 80 percent" each place it appears. 
Foreign Incorporated Entity means any entity which is, or but for subsection (b) of section 
835 of the Homeland Se~:urity Act, Public Law I 07-296, would be, treated as a foreign 
corporation futlJUtpOSes of the Internal Revenue Code of 1986. 
Inverted Domestic Corporation. A foreign incorporated entity shall be treated as an 
inverted domestic corporation, if, pursuant to a plan (or a series (If related transactions}-
(I) The entity completes after November 25, 2002, the direct or indirect acquisition of 

substantially all of the properties held directly or indirectly by a domestic 
corporation or substantially all of the properties constituting a trade or business of 
a domestic partnership; 

(2) After tbe acquisition at least 80 petcent oftbc stock (by vote or value) of the entity 
isheld-
(i) In the case of an acquisition with respect to a domestic corporation, by 

fonner shareholders of the domestic corporation by reason of holding 
stock in the domestic cotpOration; or 

(ii) In the case of an acquisition with respect to a domestic partnership, by 
former partners of the domestic partnership by reason of holding a capitll 
or profits interest in the domestic pat1nership; and 

(3} The expanded affiliated aroup which after the acquisition include~~ the entity does 
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not have substantial business activities in the foreign country in which or under 
the law of which the entity is created or organized wllen compared to the tlllal 
business activities of such expanded affiliated group. Person, domestic, ana 
foreign have the meanings given s11eh terms of paragraphs (l ), (4), and (5) of 
section 770 I (a) of the Internal Revenue Code of 1986, respectively. 

(c) Special rules. The following definitions and special rules shall apply when determining 
whe1hcr a foreign incCJ11!0rated entity should be treated as an inverted domestic 
corporation. 
(I) Certain stock disn:garded. For the purpose of treating a f<1reign incorporated 

entity as an inverted domestic corporation these shall not be taken inlo account in 
determining ownership: 
(i) s1ock held by members of the expanded affiliated group which includes the 

foreign incorporated entity; or 
(ii) stock of such entity which is sold in a public offering related to the 

acquisitioo described in subsection (b)(l) ofSc\:tion 835 oflhe Homeland 
Security Act, Public Law I 07-296. 

(2) Plan deemed in certain cases. If a foreign incorporated entity acquires directly or 
indi~y substantially all of the properties ofa domestic corpotalion or 
partnership during 4-year period beginning oo the date which is after the date of 
enactment of !his Act and which is 2 years before the ownership requirements of 
subsection (b)(2) are met, such actions shall be treated as pursuant to a plan. 

(3) Certain transfers disregarded. The transfer of properties or liabilities {including 
the contribution or distribution) shall bedisreaarded if such transfen are part of a 
plan a principal purpose of which is to avoid the purposes of this section. 

(d) Special rule fer related partnerships. For purposes of 3p111ying section 835(b) of Public 
Law l 07-297 to the acquisition or a domestic partnership, except as provided in 
regulations, all domestic partoet'lhips which are under common control (within the 
meaning of section 482 of the Internal Revenue Code of 1986) shall be treated as a 
partncl'5hip. 

(e) 1'reatment of Certain Rights. 
(1) Cet1ain rights shall be treatw as stocks to the extent neocssary to cetlect the 

present value ofall equitable interests incident to the transaction, as follows: 
(i) Wammts; 
(ii) Options; 
(iii) Contracts to acquire stock; 
(iv) Convertible debt instruments; 
( v) Others simil11r interests. 

(2) Rights labeled as stocks shall not be treated as stocks whenever it is deemed 
appropriate to do so to reflect the present value of the transaction or to disregard 
transactions whose recognition would defeat the purpose of section 835. 

(f) Disclosure. By signing and submitting its otTer, an offeror under this solicilation 
repments that it not a fomgn incorporated entity that should be treated as a.n inverted 
domestic corporation pursuant to tbe criteria of Section 835 oftbe Homeland Security 
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Act, Public Law 107-296 of November 25, 2002. 
(g) lf a waiver has been granted. a copy of the approved waiver shall be attached to the bid or 

proposal. 

14. 

(End of provision) 

HSAR 3052.237-71 lnfonnation Technology Systems Access lOr 
Contractors (DEVlA TION) 

NOV2004 

(a) "Sensitive lnfonnation" means infonnation that is: 
(I} Proteded Criticallnfiastructure Information (PCJI) as described in the Critical 

Infrastructure Act of2002, 6 U.S.C. sections 21 1-224; its implementing 
regulations, 6 CFR Part 29; or the applicable PCII Procedures Manual; or 

{2) Sensitive Security Infimnation (SST), as described in 49 CFR Part 1520; or 
(3} Sensitive But Unclassified lnfonnation (SBU), wlrich consists of any other 

unclassified infonnation wbich: 
(i) iflost, misused, modified, or accessed without authorization, could 

adversely affect Ule national interest, proprielat)' rights, the conduct of 
Fcdetal programs, or individual privacy u11der 5 U.S.C. section 552a; and, 

(ii) if provided by the government to the contractor, is marked in such a way 
as to place a reasonable petsoQ on notice of its sensitive nature. 

(b) ".fnfonnation Technology Resources" include, but are not limited to, computer 
equipment. networking equipment, telecommunications equipment, cabling, network 
drives, computer drives, network softw~. computer software.. software programs, 
intranet sites, and internet sites. 

(c) Contractor employees working on this contract must complete such forms, a.s may be 
necess.cy for security or other reasons, including the conduct ofbac\ground 
investigations to determine suitability. Completed fonns shall be submitted as directed 
by the Contracting Officer. Upon the Contracting Officer's r~uest. the Contractor's 
employees shall be fingerprinted, or subject to other investigations as required. All 
ConlTllctor emplo)'CCS requiring recurrina access to Govcmment facilities or access to 
seasitive information or rr resources are required to have a favorably adjudicated 
background investigation prior to commencing work on this contract unless this 
requirement is waived under DepllTtmental procedures. 

(d) The Contracting Officer may require the Contractor to prohibit individuals from wolking 
on the conttact if the Government deems their initial or continued emplo)11lent conlTllry 
to the public interest fur any ~n. including, but I'IOt limited to, carelessness, 
insubordinate, incompetence, or security concerns. · 

(e) Work under this contract may involve access to sensitive infonnation. 'Oierefun:, the 
Contractor shall not disclose, orally orin writing, any sensitive information to any person 
unless authorized in writing by the Conttacting Officer. For thol5e Contractor employees 
authorized access 10 sensitive infonnation, the Contractor shalJ ensure that these pasons 
receive training cooceming lhe protection and disclosme of sensitive information both 
during and after contractl)CTfonnance. 
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Contractors shall identify in their proposals, the names and citizenship of all non-U.S. 
citizens proposed to work under the contract Any additions or deletions ofpeiSOnnel 
who arc: non-U.S. citizens after contract award shall also be reported to the Contracting 
Officer. 

(g) The Contractor shall include the substance of this clause in all subcontracts at any tier 
where the subcontractor may have access to Government facilities, sensitive information, 
or resoun:es. 

(b) Before receiving access to IT resources under this contract the individual must receive a 
security briefing, which the COTR will arrange. and complete any nondisclosure 
agreement fumid!ed by DRS. 

(i) The Contractor shall have ~ecess only to those areas ofDHS Organizational Element 
(OE) information teclmology resources explicitly stated in this contract or approved by 
the COTR in writing as necessary for performance of the work under this contract. Any 
attempts by Contractor personnel to gain access to any information technology resources 
not express-ly authorized by the statement of work, other tenns and conditions in this 
contract, or as approved in writing by the COTR, is strictly prohibited. ht the event of 
violation of this provision, DHS will take appropriate actions with regard to the contract 
and the individual(s) involved. 

(j) Contractor access to DHS networks from a remote location is a temporary privilege for 
mutual convenicnte while the Contractor petfonns business for the DRS OE. It is not a 
right, a guarantee of access, a condition ofthe contract, nor is it Government Furnished 
Equipment (GFE). 

(k) Contractor access will be terminated for unauthorized use. The Contractor agrees to hold 
and save DHS hannless from any unauthorized use and agrees not to request additional 
time or money under the contract for any delays resulting from unauthorized use or 
access. 

(1) Non-U.S. citizens shall not be authorized to access or as:;ir.t in the development, 
operation, management or maintenance of Department IT syslerns uooo the conlriCt, 
unless a waiver has been granted by the Head of the Organizational Element or designee, 
with the concucm~Ce of the Office of Security and Department's CIO or designee. In 
order for a waiver In be granted: 
(i) The individual must be a legalpennanent n:s.idcnt of the U.S. or a citizen of 

Ireland, Israel, the Republic of the Philippines, or any nation on the Allied Nations 
List maintained by the Department of State. 

(ii) All required security fonns specified by the Government and any necessary 
background check must be satisfactorily completed. 

(iii) There must be a compelling reason for using this individual as opposed to a U.S. 
citizen. 

(iv) The waiver must be in the best interest of the Government. 
(End of clause) 

15. HSAR Clause 3052.237-72 Contractor Personnel Screening for DEC 2003 
C'nclassified lnfonnation Technology Access 
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(a) 

(b) 

(c) 

c. 

(a) 

(b) 

_x_ 

_x_ 

Contractor persDnnel requiring privileged access or limited risk assessment level. 
Guidance for selecting the appropriate level of screening is based on the risk of adverse 
impact to DHS missions, as indicated in FIPS PUB 199, Standards for Security 
Categorization of Federal Information and Jnfo!Tilation Syslems (Initial Public Draft). 
The Contractor shall afford DHS, including the Office of Inspector General, access to the 
Contractor's and subcontractors' facilities, instaUations, operations, documentation, 
databases and pen;omel used in perfonoance of the contracl Access shall be provided to 
the ex.tent requited to carry out a program of IT inspection, investigation and audit to 
safeguard against threalli and hazards to the integrity, availability and confidentiality of 
DHS data or to the function of COII'IJlUicr systems opemted on behalf of DHS, and to 
preserve evidence of computer crime. 
The Contractor shall incotpomte the substance of this clause in all subcontmcts that meet 
the conditions in paragraph (a) of this clause. 

(End of clause) 

52.212-S Contract Term; and Conditions Required to ltnlllement JUL 20Q5 
Statutes or Executive Orders--Commercial Items 

The Contractor shall comply with the following Federal Acquisition Regulation (FAR) 
clauses. which arc incmpomted in this contract by refetmce, to iln)l'lement provisions of 
law or Executive orders applicable to acquisitions of commercial items: 
(I) 52.233-3, Protest After Award (Aug 1996)(31 U.S.C. 3553). 
(2) 52.233-4, Applicable Law for Breach of Contract Claim (Oct 2004) (PIIh. L. 1011-

77, 108-78). 
1"he O>ntnetM shall comply with the FAR clauses in this pangraph (b) that the 
Conuacting Officer bas indicated as being iiiCOJ]lorated in this contract by reference to 
implement provisiom of law or Executive orders applicable to acquisitions of commercial 
items: 
[Contracting Officer shall c:ileck as appropriate.] 
(I) 52.203-6, Restrictions on Subcontractor Sales to the Government (Jul 1995), with 
Alternate I (Oct 1995} (41 U.S.C. 253gand 10 U.S.C. 2402). 
(2) 52.219-3, Notice ofTotal HUBZone Set-Aside (Jan 1999) (15 U.S.C. 6S7a). 
(3) 52.219-4, Notice of Price Evaluation Preference for HUBZone Small Business 

Concen~s (July 2005) (if the offetor eiects to waive the preference, it shall so 
indicate in illi offer) (15 U.S.C. 657a). 

(4)(i) 52.219-5, Very Small Business Set-Aside (June 2003) (Pub. L. 103-403, section 
304, Small Business Reauthorization and Amendments Act of 1994). 

(4)(ii) Alternate I (Mar !999) of52.2l9-5. 
(4)(iii) Alternate ll {June 2003) of 52.219-5. 
(5)(i) 52.219-6, Notice of Total Small Business Set-Aside (June 2003){15 U .S.C. 644). 
(5)(ii) Alternate I (Oct 1995) of52.219-6. 
(5)(iii) Alternate IT (Mar 2004) of 52.219-6. 
(6)(i) 52.219-7, Notice of Partial Small Business Set· Aside (June 2003) ( 15 U.S.C. 
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644). 
(6)(ii) Altematei(Oct 1995)of52.219-7. 
( 6)( iii) Alternate ll (Mar 2004) of 52.219-7. 

_X_ (7) 52.219-8, Utilization of Small Business Concerns (May 2004) (15 U.S.C. 
637(d)(2) and (3)); 

_X_ (8)(i) 52.219-9, Small Busincu Subcontracting Plan (Jul2005) (15 U.S.C. 637(d)(4)); 
(8)(ii) Alternate I (Oct2001) of52.219-9. 

_X (8)(iii) Alternate U (Oct 2001) of52.219-9. 
(9) 52.219-14, Umitatio.s on Subcontracting (Dec 1996) (15 U.S.C. 637(a)(l4)). 
(1 O)(i) 52.219-23, Notice of Price Evaluation Adjustment for Small Disadvantaged 

Business Concems (July 2005) (Pub. L 103-355, section 7102, and 10 U.S.C. 
2323) (iftbe offeror elects to waive the adjustment, it shall so indicate in its 
offer). 

(IO)(ii)Altemate I (June 2003) of52.219-23. 
(11) 52.219-25, Small Disadvantaged Business Participation Program-Disadvantaged 

Status and Reporting(Oct 1999) (Pub. L. 103-355, section 7102, and 10 U.S.C. 
2323). 

(12) 52.219-26, Small Disadvantaged Business Participation Program-Incentive 
Subcontracting (Oct 2000) (Pub. L. 103-355, section 7102, and 10 U.S.C. 2323). 

( 13) 52.219-27, Notice ofTotal Service-Disabled Veteran-Owned Small Busiaess Set
Aside (May 2004). 

_x_ (14) 52.222-3, Convict Labor (June 2003) (E.O. 11755). 
(IS) 52.222-19, Child Labor-Cooperation with Authorities and Remedies (June 

2004)(E.O. 13126). 
_X_ (16) 52.222-21, Prohibition of Segregated Facilities (Feb 1999). 
_X_ (17) 52.222-26, Equal Opportunity(Apr 2002)(E.O. 11246). 
_X_ (18) 52.222-35, Equal Opportunity for Special Disabled Veterans, Veterans of the 

Vietnam Era, and Other EligibJe Veterans (Dec 2001) (38 U.S.C. 4212). 
_X_ (19) 52.222-36, Affinnative Action for Workers with Disabilities (Jun 1998) (29 

u.s.c. 793). 
_X_ (20) 52.222-37, Employment Reports on Special Disabled Veterans, Veterans of the 

Vietnam Era, and Other Eliaible Veterans (Dec 2001) (38 U.S.C. 4212). 
X (21) 52.222-39, Notification of Employee Rights Concerning Payment of Union Dues 

or fees (Dec 2004) (E.O. 13201). 
(22)(i) 52.223-9, Estimate of Percentage of Recovered Material Content for EPA-

Designated Products (Aug 2000) (42 U.S.C. 6962(c)(3)(A)(ii)). 
(22)(ii)Altemate I (Aug 2000) o£52.223-9 (42 U.S.C. 6962(i)(2)(C)). 
(23) 52.225-1, Buy American Ad-Supplies (June 2003)(41 U.S.C. lOa- IOd). 
(24)(i) 52.225-3, Buy American Act-Free Trade Agreements-Israeli Trade Act (Jan 

2005) (41 U.S.C. lOa- IOd, 19 U.S.C. 3301 note, 19 U.S.C. 2112 note, Pub. L. 
10&-77, IOS-78, !08-286). 

(24)(ii)Altemate I (Jan 2004) of52.225-3. 
(24)(iii)AkC1llllte ll (Jan 2004) of 52.225-3. 

RFP HSSCC0-{)5-R-00012 11-IS USCIS/NCSC 

66 



(25) 52.225-5, Trade Agreements(Jan 2005)(19 U.S.C. 2501, etseq., 19 U.S.C. 3301 
note). 

(26) 52.225-13, Restrictions on Certain Foreign PurchaSC!i (Mar 2005) (E.o.s, 
proclannations, and statutes administered by the Office of Foreign Assets Control 
of the Department of the Treasury). 

(27) 52.225-15, Sanctioned European Union Countty End Products (Feb 2000) (E.O. 
12849). 

(28) 52.225-16, Sanctioned European Union Country SeJVices (Feb 2000)(E.O. 
12849). 

(29) 52.232-29, Terms for Financing of Purchases of Commercial Item.s (Feb 2002) 
(41 U.S.C. 2SS(f), 10 U.S.C. 2307(1)). 

(30) 52.232-30, Installment Payments for Commercial Items (Oct 1995)(41 U.S.C. 
255(f), 10 u.s.c. 2307(f)). 

_X_ (31) 52.232-33, Payment by Electronic Funds Transfer-centnd Contractor 
Registration (Oct 2003) (31 U .S.C. 3332). 

(32) 52.232-34, Payment by Electronic Funds Transfer- Other than Central Contractor 
Registration (May 1999) (31 U.S.C. 3332). 

(33) 52.232-36, Payment by Third Party (May 1999)(3 l U.S.C. 3332). 
(34) 52.239-1, Privacy or Security Safeguards (Aug 1996) (5 U.S.C. 552a). 
(35)(i) 52.247-64, Preference for Privately Owned U.S.-Flag Commercial Vessels (Apr 

2003) (46 U.S.C. App.l241 and 10 U.S.C. 2631). 
(35)(ii) Alternate I (Apr 2003) of 52.247-64. 

(c) The Contractor shall comply with the FAR clauses in this paragraph (c), applicable to 
commercial services, lhat the Contracting Officer has indicated as being incorporated in 
this contract by reference to implement provisioDS of law or Executive orders applicable 
to acquisitions of commercial items: 
(ContTacting Officer check as appropriate.) 

_X_ (1) 52.222-41, Service Contract Act of 1965, asAmended(July 2005)(41 U.S.C. 
351, et seq.). 

X (2) 52.222-42, Statement of Equivalent Rates for Federal Hires (May 1989) (29 
U.S.C. 206 and 41 U.S.C. 351, et seq.). 

_X_ (3) 52.222-43, Fair Labor Standards Act and Service Contnlct Act--Price Adjustment 
(Multiple Year and Option Contracts) (May 1989) (29 U.S.C. 206 and 41 U.S.C. 
351, et seq.). 

( 4) 52.222--44, Fair Labor Standards Act and Service Contract Act--Price Adjustment 
(Feb 2002) (29 U.S.C. 206 and 41 U.S.C. 351, et seq.). 

(5) 52.222-47, SCA Minimum Wages and Fringe Benefits Applicable to Successor 
Contract Pursuant to Predecessor Contractor Collective Bargaining Agreements 
(CBA)(May 1989)(41 U.S.C. 35 I, et seq.). 

(d) Comptroller General Examination of Record. The Contractor shall oomply with the 
provisions of this pllJa8DPh (d) ifthis contract was awarded using other than seated bid, 
is in excess oftbe simplified acquisition threshold, and does not contain the clause at 
52.215-2, Audit and Records-Negotiation. 
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( l) The Comptroller General of the United States, or an authorized representative of 
the Comptroller General, shall have access to and right to examine any of the 
Contractm's directly pertinent records involving transactions related to this 
contract. 

(2) The Contractor shall make available at its offices at all reasonable times the 
records, materials, and other evidence for examination, audit, or reproduction, 
until 3 years after final payment under this contract or for any shorter period 
specified in FAR Subpart 4.7, Contractor Records Retention, oftbe other clauses 
of this contract. If this contract is completely or partially terminated, the records 
relating to the work terminated shall be made available for 3 years after any 
resulting final termination settlement. Records relating to appeals under the 
disputes clause or to litigation or tbc settlement of claims arising under or relating 
to this contract shall be made available until such appeals, litigation, or claims are 
finally resolved. 

(3) As used in this clause, records include books, documents, accounting procedures 
and practices, and other data, n:gardless of type and regardless of form. This does 
not require the Contractor to create or maintain any record that the Contractor 
does not maintain in the ordinary course ofbusiness or pursuant to a provision of 
law. 

(e) (I) Notwithstanding the requirements of the clauses in paragraphs (a), (b), (c) and (d) 
of this clause, the Connactor is not required to flow down any FAR clause, other 
than those in paragraphs (i) through (vii) of this paragraph in a subcontract for 
commercial items. Unless otherwise indicated below, the extent of the flow down 
shan be as required by the clause-
(i) 52.219-8, Utilization of Small Business Concerns (May 2004) (15 U.S.C. 

637{dX2) and (3)), in all subcontracts that offer further subcontracting 
opportunities. If the: subcontract (except subcontracts to small business 
concerns) exceeds $500,000 ($1,000,000 for construction of any public 
facility), the subcontractor must include 52.2 I 9-8 in lower tier 
subcontracts that offer subcontracting opportunities. 

(ii) 52.222-26, Equal Opportunity (Apr 2002) (E.O. 11246). 
(iii) 52.222-35, Equal Opportunity for Special Disabled Veterans, Veterans of 

the Vietnam Era, and Other Eligible Veterans (Dec 2001) (38 U.S.C. 
4212). 

(iv) 52.222-36, Affinnative Action for Workers with Disabilities (June 1998) 
(29 U.S.C. 793). 

(v) 52.222-39, Notification of Employee Rights Concerning Payment of 
Union Dues or Fees (Dec 2004) (E.O. 13201). 

(vi) 52.222-41, Service: Contract Act of 196.5, as Amended (July 2005), flow 
down required for all subcontracts subject to the Service Contract Act of 
1965 (41 U.S.C. 351, et seq.). 

(vii) 52.247-64, Preference for Privately Owned U.S. Flag Commercial Vessels 
(Apr 2003)(46 U.S.C. App. 1241 and 10 U.S.C. 2631). Flow down 
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required in accordance wilh paragraph (d) of FAR clause 52.247-64. 
(2) While not required, the contractor may include in its subcontracts fOI' commercial 

items a minimal number of additional clauses n«essary to satisfY its contractual 
oblisations. 

(End of clause) 
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SECTION ill 
UST OF CONTRACT DOCUMENTS, EXHffiiTS OR ATTACHMENTS 

Attachment 1 - USCIS Network 

Attachment 2 - Perfonnance Measurements (Perfonnance Requirements Summary) 

Attachment 3 - Performance Assessment Plan 

Attachment 4 - Acronyms 

Attachment 5 - Survey Questions 

Attachment 6 - Matrix of Deliverables 

Attachment 7- Past Performance Questionnaire (7 pages) (Separate document) 

Attachment 8- Price Offer Schedule (ll pages) (Separate document) 
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Attachment 3 - Performance Assessment Plan 

This section describes the evaluation criteria and measures that will be used to assess the 
ongoing perfonnance of the Contractor, hereafter referred to as the "Performance 
Assessment Plan." This Performance Assessment Plan, as depicted in Tables (refers to 
table with incentive and disincentive scores), prescribes how performance results will be 
assessed to detennine the amount of incentive awards and! or deductiom to be applied to 
Contractor's quarterly invoice amount. 

The Performance Assessment Plan is based on performance ranges called performance 
bands, Each metric has an optimal target band. Perfonnance within the target band shall 
result in no incentive or deduction being applied for that metric. Performance in bands 
above or below the target band will result in an incentive or deduction being assessed 
against the Contractor's quarterly invoice amount. 

The maximum amount of incentive! deduction to be applied each quarter will be I 0% the 
quarterly invoice amount. The first Perform~ Assessment will be conducted no later 
than 3 months after contract transition. Subsequent Performance Assessments will be 
conducted quarterly thereafter. 

Conducting Performance Alsessment!l 

Performance assessments will be conducted on the consecutive 3-month period 
immediately prior to the assessment to determine the amount of the Incentive Award or 
Deduction. The average 3 month pcrfoltll8Dce assessment score, expressed as the 
Performance Index, will be used to determine the amount of the lncentive Award or 
Deduction. 

A. Calculating Performance Incentive Award 

To be eligible for intentive award, the average monthly performance measurement for 
each of the performance indicators must meet or exceed the target performance band for 
tbe consecutive 3-month period immediately prior to the assessment. 

To detennine the lncentive Award Score for the performance assessment period, obtain 
the average performance measurement for each performance indicator. For performance 
indicators that are measured weekly, obtain the average monthly performance 
measurement and use the average as the performance measurement for the month. For 
performance indicators that are measured quarterly, the resultant performance 
measurement shall be used as the average perfonnance measurement for the assessmettt 
period. Performance within the target band shall result in no incentive or deduction being 
applied for that metric (Incentive Award Score"" 0). The amount of the incentive to be 
awarded shall be based on the formula contained in Table 1. 
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Table 1- Incentive Award Score Calculation (E:w:ample) 

1 Performance Indicators Performance Performance Performance Average Incentive 
Measurement Measurement Measurement Performance Award Score 

I 
Month I =(M I) Month2~2) Month 3=(M3) Measurement 

(Ml+M2+M3)1 
3 

1 Call Monitorina 93 97 99 96.34 6.00 
2 Accuracy of Info Prov 96 98 99 97.34 5.00 
3 Accuracy of Info Capt 96 98 99 97.34 5.00 
4 Customer Satisfltetion 90 90 92 90.67 6.00 
S Average Speed of Ans 25 30 35 30 20.00 
6 Abandoned Calls 1.00 0.75 0.80 .85 20.00 

~=! , Total Incentive Award ~SUM} 
I 
Maximum Achievable Incentive Award 100 

I 

I P "'Performance Index ~l 62/100=.62 

B. Totaf Quarterly Invoice Amount $5,000,000.00 
PerCormaoce Pool (11)%) $500,000.00 
Performance Incentive Pen:ent12e 62.00% 
Total Quarterly Incentive $310,000 

C. Calculating Performance Deduction 

USCIS will assess appropriate deduction on Contractor payment for undetperformance on 
one or more perfonnance indicators recorded during the pcrfonnance assessment period. 

To determine the DedlKtion Score for the perfonnancc assessment period, obtain the 
average perfonmnce measurement for each performance indicator. Forperfonnance 
indicators that are measured weekly, obtain the average monthly performance 
measurement and use the average as the pert{mnancc measumnent for tbe month. For 
performance indicators that are measured quarterly, the resultant perfonnance 
measurement shall be used as the average performance measurement for the assessment 
period. Performance within or exceeding the target band shall result in no deduction 
being applied for that metric {Deduction Score= 0). The amount of the deduction to be 
assessed shall be based on the formula contained in Table 2. 
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Table l - Deduedoo Srore Calculation (Eumple) 

I Performance Indicators Perfonnan<:e Performaocc Performance Average Deduction 
Measurement Measurement Measurc:mcnt ~onnam:c Score 

Month I=(Ml) Month 2=(M2) Month 3=(M3) Measurement 
(Ml +M2+M3}' 

3 
I Call Monitoriost 82 85 90 85.67 -10.00 
2 Accuracy of Info Prov 82 85 90 85.67 -10.00 
3 Accurac_y of Info C_apt 83 89 90 87.34 -10.00 

I 4 Customer Satisfaction 78 ' 76 79 17.61 -3.00 
S Average St)Ced of Ans 30 I 78 89 65.67 -10.00 
6 Abandoned Calls 6.0 10.0 7.0 7.67 -20.00 

Total Deduction Score -63 

I Muimum Achievable Deduction Score -100 

P "= Pc:rlonnaDcc Index(%) -63/-
1009>.63 

LD. Total Q•arterly Invoke Amo•ot S5,000,000.00 
I Performuce Pool (16-/e) $500 000.00 

Performance Deducdoo Percentage 63.00"/o 
Total Quarterly Dlsi.aceative $315,000.00 
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Attachment s - survey 

USCIS Customer Satisfaction Smvey Results for 
January 2005 Callers 

l2B. How would you rate the customer service reprcsentati~ on the following 
characteristics? The representative seemed to foUy understand my questions. 

12C. How would you rate lhe customer service representative on the following 
characteristics? 11re representative was polite. 

120. How would you rate the customer service representative on the following 
characteristics? The representative did not rush me. 

12E. How would you rate the customer seiVi.ce representative on the following 
characteristics? The represe11tattve answered my questiolu promptly. 
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00 
0 

Attachment 6 
NCSC Contract Dellverables 

PWS I of POCfor Time of 
No. O..criptJon Rer.renee Copies* O.ltver~~ble DeUvery"'* 

SOPs 8 .3.1 5 COandCOTR 90DA 
2 Security Training and Awareness 8 .7 5 COandOOTR 30 01/Annually 

3 S11rge Management PleOJ 8.8 5 COandCOTR 90 OAIAnnlJaiV 
4 Training and Oeveloplll8flt Plan 8.8.1 5 COa-~dCOTR 30 ONAI!nually 
5 Co/llprehensjye CU6tom8f Service Rep Plan 8 .8.3 5 CO and COTR SODA 
6 Privacy Procedures 8 .13 5 CO and COTR 90 DAIAnnually 
7 Telecommunlc;alionl Sys1em Design and Mgmt Plan 8.15 5 COandCOTR 60 DA/ArvQ/Iy 
8 Sysaem Support Staffing Plan 8 .17 5 COandCOTR 80DA 
9 Program Management Plan 8 .18.1 5 COandCOTR 60 DAias req'd 
10 Status~ B. 18. t.1 5 COandCOTR 30 D llt.lonlttly 
11 Contingancy PlentOtsaetar Recovery Pian 8 .18.1.2 5 COandCOTR 90DA 
12 Personnel atld Sla1fng P\an 8 .18. 1.3 5 CO and COTR 30DA 
13 lmplement.lion Plan 8 .18.1.4 5 COandCOTR 30DA 
1-4 CoAtract Transition Plan 8 .18.1.5 5 COandCOTR 30DA 
15 Security Plan 8 .18.1.6 5 CO and COTR SODA 
16 Quality Conm, Plan 8 .18.1.7 5 COandCOTR 60DA 

• 1 Copy of aN delivers !:a a hall be totwarded 1o the ContraCifng Offteet. Four (4} c:oplea shall be fofwalded to the COTR. 
DA • Days afler Award-01 =Days after Implementation 
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SECflON IV 
INSTRUCTJONS, CONDITIONS AND NOTICES TO OFFERORS 

A. 52.212-l Instructions To Offerors--Commercial Items JAN 2005 
(a) North American Industry Classificatmn S~ {NAICS} code and small business size 

standard. The NAICS code and small business size standard fur this acquisition appear in 
Block 10 of the solicitation cover sheet (SF 1449). How~r. the small businesS size 
~dard for a concern which submits an offer in its own name, but which proposes to 
furnish an item which it did not itself manufacture, is 500 employees. 

(b) Submissioll of offen. Submit signed and dated offers to the office specified in this 
solicitation at or before the exact time specified in this solicitation. Offers may be 
submitted on the SF 1449, letterhead stationery, or as otherwise specified in the 
solicitation. As a minimum, offers must show---
( I) The 110licitation number; 
(2) The time specified in the wlicitatian for receipt of offers; 
(3) The name, address, and telephone number of the offeror; 
(4) A technical demiption of the ilems being offered in sufficient detail to evaluate 

compliance with the requiremenes in the solicitation. This may include product 
literature, or other documents, if necessaJ)'; 

(5) Terms of any express warranty; 
( 6) Price and any discount tenns: 
(7) ~Remit to" address, if different than maili na address; 
(8) A completed copy oftbe representations and certifications at FAR 52.212-3 (see 

FAR 52.212-3(j} for those representations and certifications that the offeror shall 
complete electronically); 

(9) Acknowledgment of Solicitation Amendments; 
( 10) Past performance infonnation, when included as an evaluation factor, to include 

recent and relevant contract~ for the same or similar items and other references 
(including contract numbers, points of contact with telephone numbers and other 
relevant infonnation); and 

(11) If the offer is not submitted on the SF 1449, include a statement specifying the 
extent of agreement with all terms, conditions, and provisians induded in the 
solicitation. Offers that fail to furnish required representations or information, or 
reject the tenns and conditions of the solici1ation may be excluded from 
consideration. 

(c) Period for acceptance of offers. The offeror agrees to hold the prices in its offer finn for 
30 calendar days trom the date ~ified fot rccript of offcn, unless another time period 
is specified in an addendum to the solicitation. 

(d) Product samples. When ft<~Uired by the solicitation, product samples sllall be submitted 
at or prior to the time specified for receipt of o!fers. Unless otherwise specified in this 
solicitation, these .wnples shaJI ~ submiltc>d atoo expense w the Oovemmm~ smd 
returned at the sender's request and expense, unless they an: destroyed during pJCaward 
testing. 
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(e) Multiple offers. Offerors are encouraged to submil multiple offers presenting alternative 
tenns and conditions or commm:ial items for satisfyjag the requirements of this 
solicitation. Each offer submitted will be evaluated separately. 

(f) Late submissions. modifications, revisions, and withdrawals of offi:rs. 
(I) Oft'erors are responsible for submitting offers, and any modifications, revisions, or 

withdrawals, so as to reach the Government office designated in the solicitation by 
the time specified in the solicitation. If no time is specified in the solicitation, the 
time for receipt is 4:30 p.m, local time, for the designaled Government office on 
the dace that offers or revisions are due. 

(2) (i) Any offer, modification. revision, or withdrawal of an otTer received at the 
Government office dtliii!lat~ in the solicitation after the exact time 
specified for ~pt of offers is "late" and will not be considered unless it 
is received before awlll'd is made, the Contracting Officer dctennine& that 
accepting the late offer would not unduly delay the acquisition; and-
(A) If it was trBDsmitted lhrough an electronic r;:omrnen:e method 

authorized by the solicitation, it was received at the initial point of 
cnny to the Government infrastructure not later than 5:00p.m. one 
working day prior to the date specified for receipt of offers; or 

(B) There is acceptable evidence to establish thac it was received at the 
Government installation designated for receipt of offers and was 
under the Government's control prior to the time set for receipt of 
offers; OJ 

(C) If this solicitation is a request for proposals, it was the only 
proposal received. 

(ii) However, a late modification of an otherwise successful offer, that makes 
its terms more favorable to the Government, will be considered at any time 
it is received and may be accepeed. 

(3) Acceptallle evidence to establish the time of receipt at the Government installation 
includes fue time/date stamp of that installation on the offer wrapper, other 
documenlaly evidence of receipt maintained by the installation, or oral testimony 
OJ scatements of Gavemment personnel. · 

( 4) If an emergency or UJWJticipatcd event interrupts normal Government processes 
so that offers cannot be received at the Government office designated fur receipt 
of offers by the exact time specified in the solicitation, and urgent Government 
requirements preclude amendment of the solicitation or other notice of an 
extension of the closing date. the time sped lied for receipt of offers will be 
deemed to be extended to the same time of day specified in the solicitation on the 
fir1t work day on which aonna\ Government processes resume. 

(.S) Offers may be withdrawn by written notice received at any time before the exact 
time set for receipt of offers. om offers in response to oral solicitations may be 
withdrawn orally. lfthe sclicitatron aatharized facsimile offet"S, off«s may be 
withdrawn via faC$imi1e received at any time before the exact time set for receipt 
of offers, subject to tbc conditions specified in the solicitation concerning 
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facsimile offers. An offer may be withdrawn in person by an offeror or its 
authorized representative if, before the exact time set for receipt of offers, the 
identity of die person requesting withdrawal is established and the person signs a 
receipt for the offer. 

{8) Conuact award (not applicable to Invitation for Bids). The Government intends to 
evaluate offers and award a contract without discussions with offerors. Therefore, the 
offeror's initial offer should contain the offeror's best terms from a price and technical 
standpoint. However, the Government reserves the right to conduct discussions if later 
detenn:ined by the Contracting Officer to be necessary. The Government may reject any 
or all offers if sucn action is in the public interest: accept otber than the lowest offer; and 
waive infonnaJities and minor irregularities in offers received. 

(h) Multiple awards. The {rl)vcmment may accept any item or group of items of an offer, 
unless the offeror qualifies the offer by specific limitations. Unless otherwise provided in 
the Schedule, offers may not be submitted for quantities less than those specified. The 
Government reserves the right to make an award on any item for a quantity less than the 
quantity offered, at the unit prices offered, unless the offeror specifies otherwise in the 
offer. 

(i} Availability of requirements documents cited in the solicitation. 
(I) (i) The GSA fndex of Federal Specifications, Standards and Commercial Item 

Descriptions, FPMR Part I 01-29, and oopies of specifications, standatds, 
and commercial item descriptions cited in this solicitation may be obtained 
for a fee by submitting a request to-
GSA Federal Supply Senice Specifications Section 
Suile 8100 
470 East L'Enfant Plaza, SW 
Washington, DC 20407 
Telephone (202} 619-8925 
Facsimile (202) 619-8978. 

(ii) H the General Services Administration, Department of Agriculture, or 
Department of Veterans Affairs issued this solicitation. a single copy of 
specifications, standards, and commercial item descriptions cited in this 
solicitation may be obtained free of charge by submitting a request to the 
addressee in paragraph (iXIXi) ofthis provision. Additional copies will 
be issued for a fee. 

(2) The DoD Index of Specifications and Standards (DoDISS) and documents listed 
in it may be obtained from th~ 

Department of Defense Single Stock Point (DoDSSP) 
Building 4, Section D 
700 Robbins A venue 
Philadelphia, PA !9111-5094 
Te\epb.one (2i5}fl97-l66711 \79 
Facsimile (215) 697-1462. 

(i) Automatic distribution may be obtained on a subscription basis. 
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(ii) Order fonns, pricing infonnation, and customer sU?PQrt in.futmatioo. may 
be obtrincd-
(A) By telephone at (215) 697-266712\79; or 
(B) Through the DoDSSP Internet site at http://dodssp.daps.mil. 

(3) Nongovernment (voluntary) standards must be obtained from the organiution 
responsible for their preparation, publication or maintenance. 

(j) Data Universal Numbering SYitem (DUNS) Nwnber. (Applies to all offers exceeding 
$25,000, and offers of $15,000 m less ifilie soiidtat\on requites the Contractor to be 
registered in the Central Contractor Registration (CCR) database.) The offeror shall 
enter, in the block with its mme and address on the cover page of its offer, the annotation 
"DL 'NS" or "DUNS+4" followed by the DUNS or DUNS+4 number that identifies the 
offeror's name and address. The DUNS+4 is the DUNS number plus a 4-chatacter suffix 
that may be assigned at the discretion of the offeror to establish additional CCR records 
for identifying alternative Electronic Funds Transfer (EFT) accounts (see FAR Subpart 
32.\ 1} for tbe same paTCI"It concern. If the offeror does not have a DUNS number, it 
should contact Dun and Bradstreet directly to obta.in one. An offeror within the United 
States may contact Dun and 8radstrec:l by calling 1-866-?0S-57! 1 or via the internet a1 
http://www.dnb.corn. An offeror located outside the United States must contact the local 
Dun and Bradstreet office for a DUNS number. 

(It) Central Contractor Registration. Unless exempted by an addendum to this solicitation, by 
submission of an offer, the offeror acknowledges the requirement that a prospective 
awardee shall be registered ill the CCR database prior to award, during performance and 
through final l)ayment of any contract resulting from this solicitation. Jf the Offeror does 
not become registered in lhe CCR dalabase in the time prescribed by the Conttacting 
Officer, the Contracting Officer wilt proceed to award to the next otherwise successful 
registered Offeror. Otferors may obtain information on registration and annual 
coofinnation requirements via the internet at bttp:tlwww ccr.goy or by caUing 1-888-227-
2423 or 269-961-5757. 

(1) Debriefing. If a post-award debriefing is given to requesting offerors, the Government 
sllall disclose the following information, if applicable: 
(I) The agency's evaluation of the significant weak or deficient factors in the 

debriefed offeror's offer_ 
(2) The overall evaluated cost of price and technical rating of the successful and the 

debriefed offeror and past perfonnancc information on the debriefed offeror. 
(3) The ovcn:ll ranking of all offerors, when any ranking was developed by the 

agency during source selection. 
( 4) A summary of the llltionale for award; 
( 5) For acquisitions of commercial items, the make and model of the item 10 be 

delivered by the successfu\ offeror. 
(6) Reasonable responses to relevant questions posed by the debriefed offeror as to 

whetlm: 90urce--5e\ectioo procedures set forth i.n the 501i.c\tati<ro, a.ppli.cable 
regulations, and other applicable authorities were followed by the agency. 

(End of provision) 
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B. Addendum Two ·Instructions to Offerors- Commercial Items. 

I , IDtrod uction 
Ttris Request for Proposal (RFP} setl.s to obtain Call Center services for the Department of 
HomeiiDd Seturity (DHS) Citi:zensbip and Immigration Services (CIS) National Customer 
Service Centet (NCSC). DHS CIS intends to acquire these services by awarding a contract to 
one or more Offerors. 

All mpou!s must be received by 3:00pm <ESD on Octo bet 28. 2005. No extension g(tbe due 
date is pemrittcd. Proposals (including the signed SF- 1449 and am~ u ~i~) <1>hall be 
submitted in a se«led envelope (PedEx or equivalent mail service} to the CO, Laura Zuchowski at 
the address below. DHS CIS requires one original (one hard copy and one electronic copy in 
Microsoft Office) and four (4) duplicate hard copies of the technical proposal and one original 
(one hard copy and one elec1r011ic copy in Microsoft Office) and two (2) d\Jplicate hard copies of 
the price proposa\. Submissions mUSl show lbe name and address of the Offeror along with 
Solicitation Numbet. No fax submissions will be allowed except for completed Past 
Perfonnance QucstiOllnai.res. 

Laura B. Zuchowsld 
De:panmeat of Homeland Security 
Office of Proc:uremem Operations 
CIS Conllaeting Office 
70 Kimbell A venue 
South Burlington, VT 05403 
802-872-4102 (Phone) 
802-951·6455 {Fax) 

2. Prospective Offeror's Questions & Pre-proposal Conference 
Question$ concc:rn\ng the solicitation sha11 be submitted rn writing to the Contracting Officer at 
the mail address shown in Block 9 of the Standard Fonn 1449 or by fax to (802) 951-6455 and 
must be received 1\0 late~ than clog of business 10/17/20()5 tn t.\tow a reply to be provided in a 
timely mannet before proposals are due. Offerors may submit questions onlybv mail or 
facsimi 1e transmission to the Conmacting Officer. In order to receive responses ta questi<ms, 
Offerors shall cite the section, paragraph, and page numbers. Statements expressing opinions, 
sentiments, or conjecturcs are not consideJed valid inquine!i or GOmments and will not receive a 
response. Purthet, Offerors are reminded that DHS CIS willoot address hypothetical questions 
aimed toward receiving a potential "evaluation decision ... 

The Go.vernment will conduct a Pre-proposal Confmncc on Oqo1w 11. 2.fl95, from 10:00 AM 
to /2;00 Noon at The WasbiAgtoA Courr Hotel Sl.! Nm Jersex Avenue NW, Wmlm!gto!J. DC in 
die Mwtgefier Room qntfte Afnwaf"e leye{. A rlliJtimum of two (2) represen1atives ftom eacll 
Offeror (including teaming arrartgcments, subcontractors, etc.) are invited to attend and shalt pre-

RFP HSSCCG-OS-R-00012 lV-S USC\SINCSC 

85 



register with the Contmcting Office by submitting the names of company attendees, as well as 
any questions to be addressed at the conference, to the Contracting Offi<:er by close ofbusjuess 
October 5. 2005. Registration and questions shall be aocomplished \n writing on company 
letterhead by fax to (802)951-6455, or to the mail address in block9 of the SF 1449. Receip1 of 
the registration notice shall be verified by the Contracting Office via fax to ensure attendees are 
included. During this conference DHS CIS wiU present information about the call center 
requirement and answer the previously received Offeror questions. No questions will be 
entertained at the conference. Offerors will then have an additional five (S) calendar days after 
the conference as noted above to submit any additional questions in writing. Responses to all 
Offeror qUestions will be available within ten ( \0) calendar days after the conference. The 
responses will be provided by posting to FedBuOpps, giving due regard to the proper pmtection 
of proprietaiy information. 

3. General Proposal Preparation lnstructions 
The lJroposals shall dearly demonstrate 1he OWeror's undemanding ofthe overan and specific 
requirements oftbe proposed contract(s); convey the Offeror's capabilities for transforming their 
understanding into accomplishments; and present the Offeror's plans, methods, and costs for 
perl'orming the contract. 

Information requested hereln must be furnished fully and completely in compliance with the 
instructions. The information requested and the manners of submittal are essential to permit 
prompt evaluations of all proposals on a fair and uniform basis. Sitnl)le statements of 
compliance (i.e., "understood," "will comply") without the detailed description of how 
compliance will be met may not be oonsidered sufficient evidence to meet the requirements of 
this RFP. Accordingly, any proposal in which material infonnation requested is not furnished or 
where indirect or incomplete answers or information are provided may be considered 
unacceptable. 

In the event any <:hanS"' are allowed to the proposal by the Offerors, they shall be accomplished 
through the use of amended page(s). Any changes from the original proposal shall be indicated 
through use of a vertical line, placed adjacent to the change, within the right side margin of the 
page. The Offerors sh.ail include the date of the revision on the lower ri~ hand footer of the 
page. 

4. Proposal Preparation Costs 
The Government will D01 be obligated to pay any pre-award costs incurred by any Offeror in 
tcsponse to this solici1ation. 

5. Pnrposal Content and Submission lnsttuctions 
Offerors are cautioned to review the RFP and ensure that the proposal submitted fully complies 
with aU requirements. Each proposal shall clearly demonstrate the Offeror's underslanding of the 
overall and specific technical requirements of the solicitation. The Offimlr must provide the 
reque$ted past perfonnance and pricing information. Clarity and completeness of the proposal is 
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of the utmost importance. The proposal must be written in a practical, clear, and concise manner, 
ulling quantitative terms wbenevcr possible and avoiding quaJitative adjectives to the maximum 
extent possible. Proposals must be legible, single-spaced, computer-printed copy (on one side 
only), in a type-size not smaller than twelve (12) point proportional, on paper not larger than 
eight-and-a-half by eleven inches. Offeror's proposals shall have the following three parts listed 
ill a descending order of importance: 

a. Technical Proposal; 
b. 

c. 
Past Performance: and 
Price Proposal. 

Prior to award of a contract as a result of this sol\citation, the Contracting Officer is required to 
make an affirmative determination that the prospective contractor is a "responsible., firm., one 
that is fully capable of satisfactorily providing the required services. This requirement 
necessitates consideration of factors relating to the fitness of the prospective conlraetor such as. 
financial nsources, integrity, personnel resources, facilities and equipment, and legal eligibility 
to received award. The offeror shall provide a narrative discussion, to be included with the price 
proposal, of available financial resources for personnel, facilities, equipment and supplies to 
support the contract. The purpose of tbis narrative is to assist tile Contracting Officer in the 
responsibility determination. Each offeror is also to furnish with the nattative proposal a 
company financial statement consisting of the offeror's most recent Profit and Loss Statement 
and Balance Sheet certified by an independent public accounumt to provide suppon that 
sufficient funds are available to cover the cost of start·up as well as for a minimum of two 
months of contract performance. This is important because payment for performance under the 
resulting contract will be mllde monthly in arrears, within 30 caleodar days of receipt of a proper 
invoice at the designated Government office. The Contractor shall invoice the Government for 
services performed during a given month at the end of the month. Thus the Contractor shall not 
receive payment for the first month of performed services until the beginning of the third month 
of actual performance. The offeror shall include with the nanative the names and phone 
numbers of those individuals or finns that can verilY this infonnarion. 

BefGre signing the SF 1449, offeron; are ta~~.tioned to note the "Conttactor's signature" section of 
FAR part 4.1 which states requin:ments for contractor signatures for individuals, partnerships, 
c01porations and joint ventum;. 

All offerors classified as ~Other than Small Businesses" by Small Business Administration 
standards are notified that a subcontracting phrn in accoroance with the provisions of FAR clause 
52.219-9 shall be required with the proposal, shall be included in the price proposal envelope, 
and that this plan shall become a pan of the oonttact. 
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6. Technical Capability 
The OfferoR shall detail thr:ir capability to provide DHS CIS Call Center services in a manner 
thlll demonstmes the knowledge, understanding. and techni<:al ability. The technical evaluation 
criteria in Section V shall be addressed to demonstrate tllis capability. 

7. Past Perfonnance 
The Offeror shall describe previous perfonnance for teciUiical projects similar in size, scope, and 
complexity to the requirement being competeii. The Offeror shall explain the relevance of each 
pest-perfomw~ce project. In addition, the Past Perfonnance Questionnaire (Attachment 1) 
should be completed by the references and submitted directly to the CO on or before the due date 
and time for receipt of proposals. Offeror(&) should insttuct their references to tax the 
completed questionnaires directly to the Contracting Officer as noted on the f<mns. 

If the Offeror has no past performance, the Offeror shall submit a certification of that fact to the 
CO on the due date for receipt of proposals. The certification sltall be in a separately sealed 
envelope clearly marked with the solicitation number and submitted with tile RFP volumes. ln 
accordance with the FAR 15.305(2)(iv), "in the case of all Offeror without a record of relevant 
past performance or for whom information on past performance is not avmlable, the Offeror may 
not be cwluated favotably or unfavorably on past perfonnance." 

8. Price Proposal 
The Offeror's price proposal shall consist of a brief text explaining price-related items for the 
solicitation. The Offeror should include a breakdown of labor categories, along with 
descriptions, and corresponding rate5. The Offeror shall certify that tlaeir proposal properly 
~fleets applicable Department of Labor Wage Determinations, and state the applicable DOL 
Wage Determination numbers, if any. 

9. Minimum Acceptance Period 
The Government requites a minimum acceptance period of90 calendar days for the offer. 
OfferoR may specify a longer acceptance period thm the Govemmen(s minimum requimnent. 
The Offa'ot allows tbc following acceptanct period: (apccifv nwnber of calendar daysl. 
An offer allowing less than the Government's minimum acceptance period sball betejected. 

10. Proposal Rejection 
The Government may reject any proposal that does not address lbe totality of the solicilation 
requirements, including the contract terms and conditions. 

II. Oral Presentations 
USCIS may request oral preseotatioos ftom Offerors after an initial review of written propolials is 
completed. The onsl presentation process will be conducted in accordance with FAR 15.1 02. 
Offerors will be notified oftheiT se1ee001\ fur Mal presentations seven. (7) days prior to Che da~ 
presentations will be conducted. Any detailed information about tbe oral pn:senutions will be 
provided to Offerors. 
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12. Discussions 
Tbe Government intends to award without discussions with Offc:rors (except communications 
conducted for the purpose of clarification). Consequently, each offer should be submitted on the 
most favorable tenns that the offering firm is able to submit ta the Government. The 
Government rc:serves the right to conduct discussions if they are later dctennined by the CO to be 
necessary. 

13. Basis for Award 
USC IS will make a selection and award the contracl(s) in accordance with the guidelines 
provided by1he FAR and tbis RFP. Awards will be made to the Offeror(s) whose proposal 
represents the best value to the Government. 

As defined in FAR 2.10 I, Best Value means "tbe expected outcome of an acquisition that, in the 
Government's estimation, provides the greakst overall benefit in response to the requirement." 
Consequently, this contract(&) will be given to the responsible Offeror{s) whose proposal, 
conforming to the solicitation, n:sults in the most advancageous integn~tion of the Technical 
Capability, Past Performance, and Price: factors. 

USCIS will utilize a trade-off process between price and non-price factors to allow USCIS to 
accept other than the lowe!t priced proposal, or other than the highest technically rated Offeror. 
Neither the lowest cost nor the highest technical rating will be the definitive-determining factor 
in making an award. If two Offerors have similar technical capability and past perfonnance, then 
price may become the discriminating factor. Ratings between competing proposals wi\\ be 
analyzed to ddennine wbat the difference may mean in terms ofperfonnance, and what it will 
cost the Government to take advantage of it. As such, the Government may rc:ject any or all 
offers if SU<;.h action is in lhe best interest of the Government, and the Government may accept an 
offer that is not the lowest price. 

14. Unr.uccessful Offeror Debriefings 

Unsuccessful offerors, once notified in writing by the Government, may submit a written reques1 
for a debriefing on the results of the evaluation of their proposals. Any such de briefings will be 
conducted by the CO with the support of Legal Coo~el, other SSO members or advisors, as 
required. Debriefings shall discus~ the major weaknesses and strengths of individual offerors' 
proposals and shall not make any comparisons to other offerors' proposals or discuss the relative 
merits or technical standing of the competitors. The debriefing shall not reveal any infonnation 
that is not available to the unsuccessful offeror under the FAR or Freedom of Information Act 
(FOIA). 
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SECTIONV 
PROPOSAL EVALUATION 

A. )2.212-2 Evaluation-Commercia1Items JAN 1999 
(a) The Government will award a contract resulting from this solicitation to the responsible 

offeror whose offer confonning to the solicitation will be most advantageous to the 
Government, price and other factors considered. The following factors shall be used to 
evaluate offers: 

1. Technical Capability; 

2. Past Perfonnance; and 

3. Price 
The above factors are listed in descending order of importance. When combined, 
Technical Capability and Past Performance are significantly more important than price. 

(b) Options. The Government will evaluate offers for award purposes by adding the total 
price for all options to the total price for the basic requirement. The Government may 
determine that an offer is UllliCeeptable if the option prices are significantly unbalanced. 
Evaluation of option& sball not obligate the Government to exercise the option(s). 

(c) A written notice of award or acceptance of 111 offer, mailed or otbcrwise furnished to the 
successful offeror within the tinte for acceptance specified m the offer, shall result in a 
binding contnct without further action by either party. Before the offer's &pecified 
expir&tion time, the Government may accept an offer (~r part of an offeor), wbdher or not 
there are negotiations after its receipt, unless a written notice of withdrawal is received 
before award. 

(End of Provision) 

B. Addeftdum Tbree ·Evaluation - Commereialltems 

I. Evaluation Approecb &. Source Selection 
USCIS will use tbe following source sel~on procedures to condllct this acquisition. The 
source selection procedures involve the usc of a structuted process that involves a Source 
Selection Organization (SSO) responsible for the evaluation of the proposals IIJd selection of a 
source for award. The SSO will include the Source Selection Authority (SSA). a Technical 
Evaluation Committee (TEC), a Business Evaiuation Committee (BE.C) and advisors as required. 

The TEC w\U be responsible for the review and evaluation of the Technical proposal and past 
performance. The BEC will be responsible for the review, analysis, a1l<l evaluation of the pricing 
and business proposal. The TEC 111d BEC will submit all findings to the SSA for the tinal 
soun:e selection decision. The SSA will review the findings and make the final source selection 
d«:ision. 
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2. Evaluation Criteria 
a. Technical capability 
The Technical Capability factors assess the ability of the Contractor to demonstr.rte the 
knowledge, undeBtanding and technical ability to meet users call center servi~ requ\mnents 
in the PWS. The following lilctors will be considered in evaluating the Offeror's Technical 
Capability. These factors m listed in descending order of import111ce and, when C<Jmbined, will 
compose the Technical Capability rating. 

l) facilities, &juipment and Personnel 
The Offeror shall pn:sent 1 fist of all equipment and facifities, a schedule o\l.ttining milei\One 
dates to provide fully funccional operations, and a schedule outlining the number of CSR's, 
Supervison, Quality Control and otber support staff to be hired, trained, cleared and ready to 
handle customer inquiries, it proposes to use under this contract. The Offeror must curmrt\y 
"have multiple operational call center facilities. Leasing options for expanded operations must be 
in pb.ce for an facilities proposed and evidence shall be provided. The functiom oftlte 
equipment shall be stated. Experience utilizing automated call quality software in a all centa
environmcnt is required. The USCJS will evaluate whet"her the proposed equipment, technology, 
facilities and staffing plans are adequate and appropriate to meet all the perfoi1Jlance 
~uimnents of the Performance Work Statement (PWS). 
Exaa cousideration sha!J be given to offerors proposing to continue operations in the 
Southeastem Kentucky HubZone where 1'-iCSC operations are currently located. Offerors wllo 
Clll begin operations in shorter periods of time, i.e., 45..60 days iustead Gf90..120 da)'S, wi\l 
receive higher evaluations. 

2) Corporate Experience 
The Offeror shall provide demonstrated experience in fulfilling lfle technical rcquirtmen.ts of call 
center conuacts of similar size and scope to the solicitation, including experience of familiarity 
with National Govemment Call Centers tl\d te(lU\rcments identified in tbe PWS. Proven 
experience handling in excess of I 50,000 live assistance calls monthly for a period of 12 months 
or more is rtquircd. Offerors no! meeriDi,this mjnimvm criteria stated wjll not be consider§ 
Demonstrated experience operating a Government call oente\' is req~ The Offeror shall also 
describe experience in tbe following areas: 
• Cotnple:llity ofintonnltion disseminated 
• .Matlllgemellt of cyclical call vorume ltl4 unfcrescen spikes 

Management of complex start ups and transitions 
• Management of project cost 
• Client sati11faction 

3) Program Management Plans 
The Offeror shall include Prozmn Management Plans with a detailed description of eacb plan in 
the PWS. 
Tbe Offeror's Performance MaiUigCJilcnt procedures shall reflect a sound management approach 
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and an understanding of the requirements to be performed. The Offeror shall demonstrate its 
ability to provide uninterrupted, high quality performance and overall effective contract 
management Quality assumnce measures and procedures should be based on successful 
application, relate to task perfOJJIIlUice!management, and enhance the quality of services and 
deliverablcs. Plans shall include an incentive plan to reward CSR perfonnance. The Offeror 
shall provide the following information regarding its perfonnance management structure and 
capabilities: 
• An organization cllan identifying the entire chain of command in the OliBDizat:ion, the 

chain of command for managing this contract, and the organizational components that 
suppon this contract, including those that provide suppart for tnformation Technology, 
Human Resoorces, finance. Operations., Customer Services, and Quality Control. In 
relation to the 0181niz..tional structure, the Offeror shall describe the management, 
technical, and administrative (contnu:tual} delegations of wtbority within U!c 
or:giitliz.ttion. The Offeror shall further dc;cribe the lines ohuthority and roles and 
responsibilities of a.ll corporate entities including subccntt:ldots and/or teammg p8rtners 
(if any) and esa~lation procedures for problem resolution. 
A description of how the Offeror's teamiDg ~and/or subcontractors (if any) will be 
managed and used to enhance the quality of service to the Government 

• A description of the processes and methodologies for effective quality management, 
including the Offeror's plan for developing, operating, .I.Jid maintaining a quality control 
program to effectively address all areas, including staffing, training, operations, contract 
deliverables, performance management, process engineering. service delivery, and 
customer satisfaction. 

• A description of the processes and methodologies for effective smtice level management, 
including worlcload forecasting. CSR scheduling. service recovery (from systems failures, 
disasters, etc.), problem identification and resolution. probtem noti.tk.atic:m, and 
contingency planning and escalation. Additional or enhanced setvices in support of the 
PWS designed to reduce Average Handle Time (AHT) without diminishing service may 
be proposed. Such setvices must be identified and have a demonstrated ability to 
accomplish the stated result5. All cost for such service must be included in the Offeror's 
pricing. CLIN's. 

• A descriplion of the processes and methodcMogies for ens1.tring customer satisfaction, 
including the Offeror's p\an fur surveying custmners and implementing service 
improvement$. 

• Evidence thlll the Offeror has the ability to quickly ramp up call center operations in crisis 
()t' h\r,b pti.ooty s\tullt\ons. The Offerot shaU qlll\1\bfy its capacity to provide ~uch 
eJtlergcncy services in terms of capacity, staffing, and start-up time. 

4) Key Personnel Qualifications 
Offenm shall provide resumes. documenting the experience and qualifications of the key 
personnel. Key personnel for the ~:ontract are the Program Maoager over the entire project, 
Project Manager who will be the main point of con1act for the Government, and all Site 
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Managers wbo will be perfonning the hands-on, day-to-day management of the hot\ine operation, 
technical oversight, technical direction and training of personnel. Ofl'erors shall clearly indicate 
the availability of the key pci'SGIInel to work on the conbact if their company is selected for 
award. 
> Program MaDager(s)- The qualifications dcloonstrated by the Offeror in thetr proposal of 

the proposed program mana,ement personnel shan be evalua1ed in the following areas: 
ell.perience in managing contracts of a similar size and scope to that specified in 
this solicitation including the ability to manage an infonnation service operation; 

• academic and other teChnical qualifications relative 1o this solicitation including 
familiarity with statutes and regulations identified in tbe solicitation; 

• ability to ensure proper cooperation of all equipment/technology (e.g.. telephone 
system, internet, computer moderns, e-mail, computers and software needed for 
research, document production, etc.) identified in this solicitation. 

> Project Manager- The qualifications demonstrated by the Offeror in their proposal of the 
proposed project management personnel shall be evaluated in tbe following areas: 
• a.tademic and technical qualifications necessary 1o ensure the capability to fulfill the 

requirements of the PWS; 
• previous experience as Project Manager for a Call Center of this size and complexity; 
• communication and customer service slalls, both written and oral; 
• ability to perform research and familiarity with research resources; 
• ability to develop and provide training in the technical areas covered by the PWS; 
• ability to operate the equipment and lecbnolagy identified in this PWS and the ability 

to teach the staff how to use it. 
)> Site Managert,s)- The qualifications demonstrated by the Offeror in their propasal oftbe 

propcsed site managen;(s} personnel shall be evaluated in the following areas: 
• academic and te<:hnical qualifications necessary to ensure the capability to fulfill the 

requirements of the PWS; 
• communication and customer service skills, both written and oral; 
• ability to perform research and familiarity with research resources; 
• ability to develop a.nd provide training in the technical areas covered by tbe PWS; 
• ability to operate lbe equipment and technology identified in this PWS and the abi\ity 

to teach their staff how to use it, 

S) Understanding of the Wort. 
Offeror's shall demonstrate tbe ability to develop approaches, which are appropriate, complete, 
practical and cost-effective for achieving the objectives of the tasks outlined in the PWS. The 
Offeror shall include a desaiption of how the PWS activities will be pc:rfonned; an identification 
of the sources and availability of information needed to conduct the wort; and an identification 
of potential difficulties in conducting the work with practical suggestions for overcoming these 
diffi<:U.ltics. 

The users will evaluate the te~hnical capability using the followi~~& adjectival tatings: 
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Ratiiia-

1

-0utatandng Proposal very sipificant!y exceeds most or all solicitation 
requirements. Response cx<:eeds a "better" rating. The Offeror bas 
clearly detnonstTated an undmtanding of all aspects of the 

I requirements to the ell tent that timely and bi&hest ~uality perfonnance 
is anticiPB'ed. 

r Jlnlposal fully meets all solicitation rtquirementa -' si~Jliticantly 
exceeds many of the solicitation requirements. Response exceeds an 
"acceptable" rating. The areas in which the Offeror exceeds the 
requirements are anticipated to resu tt in a high I eve I of quality, 

i efficiency or productivity. \_ .. Proposal meets all solicitation rcquirmtents; it is complde, 
comprehensive, and aemplifies an understanding of the scope and 
depth of the task requirements, as we\1115 the Offeror's ll!lderstanding 
of lbe Govemrnem·s requirements. 

Margi'lsl ' Proposal is less than acceptable. There are some deficiencies in the 
pJOpoSal. However, if given lhe opportunity for discLISSions, the 

' proposal would have u reasonable cbance ofbccoming at least 
.occptable. (If award is made on initial offers, there will not be an 

I opportunity for discussions, nor a <:hance to become at least 
acceptable.) I 

Unacceptable Proposal bas many deficiencies and/or gross omissions; failure to 
i 

I 
understand ~h of the scope of work necessary to perform the I 
~qui red ~ fairu~ ~ prov\de a ta5Qn11bk, loti<:a1 approadi to 

I 
fulfining much of the Govemmenl's requirements; failure to meet many J 

-personnel requirements of the solicitation. i 

b. Past Perfonnance Criteria 
1lle Offeror's aperiencc will be evaluated on the degree of relevance to the requirements of the 
RFP on the basis of similarity in size, scope, complexity, and technical diffkulty. All experience 
within the last five (5) yem relali:d to call center servicc:s will be evaluated. For each relevant 
project, Offerors shall identify the following: 

1) Customer; Contact Name and contact information; 
2) Contract Number; Contract Title; Cootract Value; 
3) Customer's Business Manager & Technical Manager; 
4) Oe\ivecy Schedu\e/Periad ~fPerfonnanct~ 
5) Description of the Services Providedffecltnologies Used; 
6) Whether work was perfonned 011site or otTsite~ 
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7) Whether personnel had security clearances and at what level; 
8) Unique or Complex Characteristics of the Project; and 
9) Relevance to DHS USCIS Requirement 

The USCIS is seeking to determine whether the Offeror has experience that will enhance its 
technical capability to perfonn and whether the Offeror consistently delivers quality services in a 
timely and cost effective manner. In evaluating past perfonnance, lJSCIS will take into 
consideration the relevant experience and past performance assessments fi'om the Offeror's 
customers. USCIS also reserves the tight to use other relevant past performance informatioo it 
obtains through other sources including other agency databases. Evaluations may include 
interviews with previous clients of the Contractor and may include interviews with previous 
clients of proposed key personnel. 

Reference responses that do not relate to the tasks performed under the Call Center Services will 
not be eValuated for purposes of past performance. In accordance with the FAR Part 
15.305(2Xiv), "In the case of an Offeror without a record of relevant past performance or for 
whom information on past performance is not available, the Offeror may not be evaluated 
favolllbly or unfavorably on past performance." If the Offeror has no past performance, the 
Offeror shall submit a certification to the CO indicating that the Offeror has no past performance. 
The certification shall be in a separately sealed envelope clearly marked with the solicitation 
number and accompanying the RFP volumes. If no experience is relevant or the experience that 
is relevant cannot be evaluated due to a reference's failure to respond, a rating of"Neutral" will 
be assigned fur past performance as defined below. Past perfonnance of Subcontractors 
involved in potential teaming arrangements will carry the same weight as the past performance 
for the prime Contractor. 

The USCIS will evaluate past performance using the following adjectival ratings: 

Rating EXPlanation 

I 
Neutral No past perfonnance available for evaluation. Offeror has asserted that it has , 

no directly related or similar relevant_past performance experience. 

I 

Based on the Offeror's record of past performance, no issues, concerns, or 
risks are associated with receiving timely services and contract performance. 
Past Performance Questionnaires and the Offeror's experiences indicate that 
the Offeror is capable of exceeding the requirements of the task order(s ). 
The Offeror's record of past performance indicates there is very little risk 
associated with receiving quality products, timely services and full contract 
perfonnance. Past Performance Questionnaires and the Offeror's experience 
indicate the Offeror wi II meet or possibly exceed the requirements of the task 
order(:s). 
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R@tN _E;Jcplanatfon 
Acceptable The Offeror's record of past perfonnance indicales that thele is some potential 

risk associated with teeeiving quality produces, timely services, and contract 
perfonnance. Past Performance Questionnain:s and the Offeror's experience 
indicate the Offeror may have mme problems during perfonnance of task 
ordet(s). 

Unacceptable The Offeror's record of past perfonnance indicates it will be unable to 
perfonn successfully ilD task orde!(s). 

c. Price Criteria 
The Offeror shan prepare a Price Proposal that contains pricing infonnation for tfle base year and 
all possible option )'C8n of the contract as shown in Attaclunent 8. The proposal sh.al1 include a 
breakdown of the: labor classifications along with the corresponding rates, and all other costs 
necessary to provide the service required to allow fOr a comprehensive evaluation. The proposal 
shall consist of pricing tables and an accompanying narrative thai fully describes all assumptions 
made and conditions stipulated by the Offeror. The Offeror shall terti fy that their rates properly 
reflect applicable Departmentofl.allor Wage Determinations, if any, and identify those wage 
determinations that apply. 

Price will be evaluated for price reasonableness. The USCIS will conduct its price analysis using 
one or more FAR techniques in 15.404-J(b). 
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SECfJONVI 
REPRESENTATIONS AJ'I.<U CERTIFICATIONS OF OFFEROR 

52.2t2-3 Offeror Representations md Cenifications--Commen:ial Items MAR2005 

An offeror shall complete only paragraph (j) of this provision ifthe offeror has completed the 
annual representations and certifications electronically at http://orca.bpn.gov. Jfan offeror has 
not completed tbe annual representations and certifications electronically at the ORCA website, 
the offeror shall complete only paragrapbs (b) through (i) of this provision. 

(a} Definitions. As used in this provision: 
"Emerging small business" means a small business concern whose size is no greater than 
SO percent of the numerical size standard for the NAICS code designated. 

"Forced or indentured child labor" means all work or service-
(I) Exacted from any person under the age of 1 8 under the menace of any penalty for 

its nonperformance and for which the worker does not offer himself voluntarily; 
or 

(2) Ped"onned by any person under the age of 18 plD'Suant to a contract the 
enforcement of which can be accomplished by process or penalties. 

"Service-disabled veteran-owned small business concern"-
( 1) Means a small business concem--

(i) Not less tbm S I percent of which is owned by one or more service
disabled veterans or, in the case of any publicly owned business, not less 
than 51 percent of the stock of which is owned by one or more service
disabled veterans~ ~md 

(ii) The management and daily business operations of which are controlled by 
one or more service-disabled veterans or, in the case of a service-disabled 
veteran with permanent <Utd severe disability, the spouse or permanent 
caregiver of such vetemn. 

(2) SeTVice-disabled veteran means a veteran, as defined in 38 U .S.C. tO 1(2), with a 
disability that is service-connected, as defined in 38 U.S.C. 101(16). 

"Small business concern" means a concern, induding its affiliates, that is independently 
owned and operated, not dominant in the field of operation in wbicb it is bidding on 
Government con~cts, and qualified as a small business under the criteria in 13 CFR Part 
121 and size standards in this solicitation. 

"Veteran-owned small business concern .. means a small business concern-
(I) Not less than 52 pen:ent of which is owned by~ or more veterans (as defined at 

38 U.S.C. 101(2)) or, in the case of any publicly owned business, not less than 51 
percent of the stock of which is cwned by one Qr 1\lQre vetenms; and 
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(2) The management and daily business operations of which are controlled by one or 
more veterans. 

"Women-owned business conccrn"means a concern which is at least 51 percent owned 
by one or more women; or in the case of any publicly owned business, at least 5 I percent 
of its stock is owned by one or more women; and whose management and daily business 
operations are controlled by one or more women. 

"Women-owned small business conccrn" means a small business concern-
( 1) That is at least 51 percent owned by one or more women; or, in the case of any 

publicly owned business, at least 51 percent of the stock of which is owned by one 
or more women; and 

(2) Whose managemmt and daily business operations are controlled by one or more 
women. 

(b) Taxpayer Identification Number (TIN)(26 U.S.C. 6109,31 U.S.C. 7701). (Not 
applicable if the offeror is required to provide this information to a central contractor 
registration database to be eligible for award.) 
(1) All offerors must submit the infonnation required in paragraphs (b )(3) through 

(bX5) of this provision to comply with debt collection requirements of31 u.s.c. 
770l(c) and 3325(d), reporting requirements of26 U.S.C. 6041, 604lA, and 
6050M, and implementing regulations issued by the Internal Revenue Service 
(IRS). 

(2) The TIN may be used by the Government to collect and report on any delinquent 
amounts arising out of the offeror's relationship with the Government (31 U.S.C. 
770l(cX3)). If the resulting contract is subject to the payment reporting 
requirements described in FAR 4.904, the TIN provided hereunder may be 
matched with IRS records to verify the accuracy of the offeror's TIN. 

(3) Taxpayer Identification Number (TIN). 

TlN: -:------:-~ 
TIN has been applied for. 
TIN is not required because: 

Offeror is a nonresident alien, foreign corporation, or foreign 
partnership that does not have income effectively co1Uiected with 
the conduct of a trade or business in the United States and does not 
have an office or place of business or a fiscal paying agent in the 
United States; 
Offeror is an agency or instrumentality of a foreign government; 

_ Offeror is an agency or instrumentality of the Federal Government. 
( 4) Type of organization. 

Sole proprictot8hip; 
Partnership: 
Corporate entity (not tax-exempt); 
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Corporate entity (tax-exempt); 
Government entity (Federal, State, or local); 
Foreign government; 
International organization per 26 CFR 1 .6049-4; 
Other 

(5) Common Par_en_t __ -------- ----

Offeror is not owned or controlled by a common parent; 
Name and TIN of common parent 
Name ____________ __ 

TIN~~~~~------
( c) otferors must complete the following representations when the resulting conlract is to be 

performed inside the United States or its outlying areas. Check all that apply. 
(I) Small business concern. The offeror represents as part of its offer that it ( ) is, 

( ) is not a small business concern. 
(2) Veteran-owned small business concern. [Complete only if the offerorteprcscnted 

itself as a small business concern in paragraph (c)(l) of this provision.] The 
offeror represents as part of its offer that it ( ) is, ( ) is not a veteran-owned small 
business concern. 

(3) Service-disabled veteran-owned small business concern. [Complete only if the 
offeror represented itself as a veteran-owned small business concern in paragraph 
( c )(2) of this provision.] The offeror represents as part of its otTer that it ( ) is, 
( ) is not a service-disabled veteran-()wned small business concern. 

(4) Small disadvantaged business concern. [Complete only if the offeror represented 
itself as a small business concern in paragraph (c)(l) of this provision.] The 
offeror represents, for general statistical purposes, that it ( ) is, ( ) is not a small 
disadvantaged business concern as defined in 13 CFR 124.1002. 

(5) Women-owned small business concern. [Complete only if the offeror represented 
itself as a small business concern in paragraph (c)(!) of this provision.] The 
offeror represents that it ( ) is, ( ) is not a women-owned small business concern. 

Note: Complete paragraphs (c)(4) and (c)(S) only if this solicitation is expected to exceed 
the simplified acquisition threshold. 
(6) Women-owned business concern (other than small business concern). [Complete 

only if the offeror is a women-owned business concern and did not represent itself 
as a small business concern in paragraph (c)( I) of this provision.] The offeror 
represents that it ( ) is a women-owned business concern. 

(7) Tie bid priority for labor surplus area concerns. If this is an invitation for bid, 
small business otferors may identify the labor surplus areas in which costs to be 
incurred on account of manufacturing or production (by offeror or first-tier 
subcontractors) amount 10 more than 50 percent of the contract price: 

(8) Small Business Size for the Small Business CampetitiveMSS Demonstration 
Program and for the Targeted Industry Categories under the Small Business 
Competitiveness Demonstration Program. [Complete only if the offeror has 
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represented itself to be a small business concern under the size standards for this 
solicitation.] 
(i) [Complete only for solicitations indicated in an addendum as beil18 11C1-

aside for emerging small businesses in one of the four designated industry 
groups (DIOs).J The offeror represents as part of its offer that it( ) is, 
( ) is not an emerging small business. 

(ii) [Complete only for solicitations indicated in an addendum as being for one 
of the targeted industry categories (TICs) or four designated industry 
groups (DIGs).} Offeror represents as foil~: 
(A) Offeror's number of employees for the past 12 months (check the 

Employees column if size standard stated in tile solicitation is 
ex~ in terms ofnumberofcmployees); or 

{B) Offeror's average annual gross revenue fur the Jut 3 fiscal years 
(check tbe Average Annual Gross Number ofRr:venues column if 
size standard stated in the solicitation is expressed in terms of 
annual receipts). (Check one oftbe following): 
Number of Employees Average Annual Gross Rr:venues 

.50 or fewer S I million or less 

.51-100 =$1,000,001- $2 million 
101-250 __ $2,000,001- $3.5 million 
2.51-500 $3,500,001 • $5 million 
50 1-7 50 - - $5,000,00 I - $10 million 

- 751-1,000 --$10,000,001-$17 million 
- Over I ,000 --Over $17 million 

(9) [Complete only if the soliciiZ!tion contains the clause at FAR 52.219·23, No(ice of 
Price Evaluation Adjustment for Small Disadvantaged Business concerns, or FAR 
S2.2 I 9-25, Small DislldvaDtqed Business Participation Prognmr-Disadvantaged 
Status and Reporting. and the offeror desires a benefit based on its dlsaclvantaged 
status.] 
(i) General. The offeror represenls tflat either-

{ A) It ( ) is, ( ) is not certified by the Small Business Administration 
as a small disadvantaged business concern and identified, on the 
date of this representation, as a certified small disadvantaged 
business concern in the database maintained by the Small Business 
Administration (PRO-Net), and that no material clwtge in 
disadvantaged ownership and control has occumd since its 
certi fi<::a6on, and. where the concern is owned by one or more 
individuals claiming disadvantaged status, the net worth of eech 
individual upon wborn the certification is based does not exceed 
$750,000 after taking into account tbe applicable exclusions set 
forth at BCFR 114.\04(c)(l);ot 

(B) It ( ) has, ( ) has not submitted a completed application 10 the 
Small Business Administration or a Private Certifier to be certified 

RFP HSSCCG.O.S·R-00012 Vl-4 USCISINCSC 

100 



as a small disadvantaged business ooncem in accordance with 13 
CFR 124, Subpart 8, and a decision on that application is pending, 
and that no material change in disadvantaged ownership and 
control has occuned since its application was submitted. 

(ii) ( ) Joint Ventures under the Price Evaluation Adjustment for Small 
Disadvantaged Business Concerns. The offeror represents, as part of i.ts 
offer, that it is a joint venture that complies with the requirements in 13 
CFR l24.1002(t) and that the representation in paragraph (c)(9)(i) of this 
provision is accurate for the small disadvantaged business concern that is 
participating in the joint venture. {The offeror sha11 enter the name of the 
small disadvan~ed business concern that is participating in the joint 
venture: .J 

(10} HUBZone small business concern. [Complete only if the offeror tqlrCSC!lted 
itself as a small business concern in paragraph (c)( 1) of this provision.] The 
offeror represents, as part of its offer, that--
(i) It ( ) is, ( ) is not a HUBZone small business concern listed, on the date of 

this representation, on the List of Qualified HUBZone Small Business 
Concerns maintained by the Small Business Administration, and no 
material change in ownership and control, principal office, or HUBZone 
employee percentage has occurred since it was certified by the Small 
Business Administration in accordance with 13 CFR Part 126: and 

(ii) It ( ) is, ( ) is not a joint venture that complies with the requirements of I 3 
CFR Part 126, and the representation in paragraph (c)(lO)(i) of this 
provision is accurate for the HUBZone smaJI business concern or concerns 
that are perticipating in the joint venture. [The offeror shall enter the name 
or names of the HUBZone small business concern or concerns that are 
participating in the joint venture: .] 
Each HUBZone srnaU business concern participating in the joint venture 
shall submit a separate signed copy of the HUBZone representation. 

(d) Representations required to implement provisions of Executive Order 11246-· 
(I) Previous contracts and compliance. The offeror represents that--

( i) It ( ) has, ( ) has not participated in a previous contract or subcontract 
subject to the Equal Opportunity clause of this solicitation; and 

(ii) It ( ) has, ( ) bas not filed all required compliance reports. 
(2) Affirmative Action Compliance. The offeror represents that-

(i) It ( ) has developed and has on file, ( ) has not developed and does not 
have on file, at each estab1ishrnent, affirmative action programs required 
by rules and regulations of the Secretary of Labor ( 41 CFR parts.60-l and 
60-2), or 

(ii) lt ( ) has not previously had contracts subject to the written affinnative 
action programs requjremem of the mles and Te'Bil~ons of the &cretaJy 
of Labor. 

(e) Certification Regarding Payments to Influence Federal Transactions (31 U.S.C. 1352). 
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(Applies only if the contract is expected 1o exceed $100,000.) By submission ofitli offer, 
the offeror certifies to the best of its knowledge and belief that no Federllt appropriated 
funds have been paid or will be paid to any person for influencing or attempting to 
influence an officer or employee of any agency, a Member of Congress, an officer or 
employee of Congress or an employee of a Member of Congress on his or her behalf i.n 
connection with the award of any resultant contract. 

(f) Buy American Act Certificate. (Applies only if the clause at Federal Acquisition 
Regulation (FAR) 52.225-1, Buy American Act-Supplies, is included in this 
solicitation.) 
( 1) The offeror hereby certifies that each end product, except those listed in paragraph 

(t)(2) of this provision, is a domestic end product and dlat the offeror has 
considered components of unknown origin to have been mined, produced, or 
manufactured outside the United States. The cfferor shall list as foreign end 
products those end products manufactuml in lhe United States that do net qualify 
as domestic end products. The terms "component," ~domestic end product," "end 
product," "foreign end product,~ and "United States" are defined in the clause: of 
this solicitation entitled "Buy American Act-Supplies." 

(2) Foreign End Products: 
Line Item No. CountryofOrigin 

[Ust as necessary] 
(3) The Government will be evaluate offers in accordance with the policies and 

procedures of FAR Part 25. 
(g) (I) Buy American Act--Free Trade Agreements-Israeli Trade Act Certificate. 

(Applies only if the clause at FAR 52.225-3, Buy American Act-Free Trade 
Agreements-Israeli Trade Act, is included in this solicitation.) 
(i) The offeror certifies that each end product, except those listed in paragraph 

(g)( I )(ii) or (g)( I )(iii) of this provision, is a domestic end product and that 
the offeror has considered components of unknown origin to have been 
mined, produced, or manufactured outside the United States. The tenns 
"component," "domestic end product," "end product," "foreign end 
product," and "United States" are defined in the clause of1tris solicitation 
entitled "Buy American Act-Free Trade Agreements-Israeli Trade Act." 

(ii) The offeror certifies that the following supplies arc end produets of 
Australia, Canada, Chile, Mexico, or Singapore, or Israeli end products as 
defined in the clause offuis solicitation entitled "Buy American Act-Free 
Trade Agreement-Israeli Trade Act": 
End Products of Australia, Canada, Chile, Mexico, or Singapore or lsneli 
End Products; 
Line item No. Coontry of origin 

[Ust as necessary] 
(iii) The offeror shall list those supplies that arc: foreign end products (other 

RFP HSSCCG-05-R-00012 Vl-6 USC!StNCSC 

102 



than those listed in paragraph (g)(l)(ii} of this provision) as defined in the 
clause of this solicitation entitled "Buy American Act-Free Trade 
Agreements-Israeli Trade Act." The offeror shall list as other foreign 
end products those end products manufactured in the United States that do 
not qualify as domestic end products. 
Other Foreign End Products: 
Line item No. Country of origin 

(List as necessary) 
(iv) The Government will evaluate offers in accordance with the policies and 

procedures of FAR Part 25. 
(2) Buy American Act-Free Trade Agreements-~Israeli Trade Act Certificate. 

Alternate I (Jan 2004}. If Alternate I to the clause at FAR 52.225-3 is included in 
this solicitation, substitute the following paragraph (g)( 1 )(ii) for paragraph 
(g)(J)(ii) ofthe basic provision: 
(g) (1) (ii) The offeror certifies that the following supplies are 

Canadian end products as defined in the clause of this 
solicitation entitled "Buy American Act-Free Trade 
Agreements-Israeli Trade Act": 

Canadian End Products: 
Line Item No. 

[List as necessary] 
(3) Buy American Act-Free Trade Agreements-Israeli Trade Act Certificate, 

Alternate U (Jan 2004). If A ltemate n to the clause at FAR 52.225-3 is included 
in this solicitation, substitute the following paragraph (g)(l)(ii) for pamgraph 
(g)(\)(ii) of the basic provision: 
(g) (1) (ii) The offeror certifies that the following supplies are 

Canadian end products or Israeli end products as defined in 
the clause of this solicitation entitled "Buy American Act
Free Trade Agreements-Israeli Trade Act": 

Canadian or Israeli End Products: 
Line item No. Country of origin 

[List as necessary] 
( 4) Trade Agreements Certificate. (Applies only if the clause at FAR 52.222-5, Trade 

Agreements, is included in this solicitation.) 
(i) The offeror certifies that each end product, except those listed in paragraph 

(g)(4)(ii) of this provision. is a U.S.-made or designated country end 
product. as defined in the clause of this solicitation entitled "Trade 
Agreements." 

(ii) The offeror shall list as other end products those end products that are not 
U.S.-made or designated country end products. 
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Other End Products: 
Line item No. Country of origin 

(List as necessary] 
(iii) The Government will evaluate offers in accordance with the policies and 

proctdures ofF AR Part 25. For line items covered by the WTO GPA, the 
Government will evaluate offers ofU.S.-made or designated country end 
products without regard to the restrictions of the Buy American Act The 
Government will consider for awatd only offets ofU.S.-made or 
designated country end products unless the ContniCting Officer detennines 
that there an: no offers for such products or that the offers for such 
products are insufficient to fulfill the requirements of the solicitation. 

\h) Certificltion Regatdin8 Dcbanntn\, ~uspens1on or lne\1gi'oi\1ty fot Jl..W1Ltd (Executive 
Order 12549). (Appties only if the contract value is expected to exceed lhc simplified 
acquisition threshold.) The offeror certifies, to the best of its knowledge and belief, that 
the offeror and/or any of its principals--
( I) ( ) Are, ( ) are no1 presently debarred, suspended, proposed for debarment, or 

declared ineligible for the award of contracts by any Federal agency, and 
(2) ( ) Have, ( ) have not, within a three-year period preceding this offer, been 

convic&ed of or bad a civil judgment rendered against them for: commission of 
fraud or a criminal offense in connection with obtaining, attempting to obtain, or 
performing a Federal, state or local government contract or subcontract; violation 
of Federal or state antitrust statutes relating to the submission of offers; or 
commission of embezzlement, theft, fotHery. bnllery, falsification or destruction 
of records, making false statements, tax evasion, or receiving stolen property; and 

(3) ( ) Are, ()are not presently indicted for, or otherwise criminally or civilly 
charged by a Government entity with, commission of any of these offenses. 

(i) Certification Regarding Knowledge of Child Labor for Listed End Products (Executive 
Order 13126). [The Contracting Officer must list in paragraph (i)(l) any end products 
being acquired under this solicitation that are included in the List of Products Requiring 
Contractor Certification as to Forced or Indentured Child Labor, unless excluded at 
22.1 SO~(b}.j 

(I) Listed end products. 
Listed End Product Listed Countries of Origin 

(2) Certification. [lfthe Contracnng Officer bas identified end products and countries 
of origin in paragraph (i)( I) oftJris provision, then the offeror must certify to 
either (iX2)(i) or (i)(2)(ii) by checking the appropriate block.] 
( ) (i) The offeror will not supply any end product listed in ~h (i}(l) of 

this provision that was mined, produced, or manufactured in the 
cOIIesponding country as listed for that product. 

( ) (ii) The offeror may supply an end product listed in parasraph (i)(l) of this 
provision dult was mined, produced, or manufactured in the corresponding 
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country as listed for that product. The offeror certifies that it has made a 
good faith effort to detennine whether forced or indentured child labor was 
used to mine, produce. or manufacture any such end product furnished 
under this contract. On the basis of those efforts, the offeror certifies that 
it is not aware of any such use of child labor. 

(j) (I) Annual Representations and Certifications. Any changes provided by the offeror 
in paragraph (j) of this provision do not automatically change !be representations 
and certifications posted on the Online Representations and Certifications 
Application (ORCA) website. 

(2) The offeror has completed the annual representations and certifications 
electronically via the ORCA website at http://orca.bQn.gov. After reviewing the 
ORCA database information, the offeror verifies by submission of this offer that 
the representations and certificatioDS currently posted electronically at FAR 
52.212-3, Offeror Representations and Certifications-Commercial Items, have 
been entered or updated in the last 12 months, are current, accurate, complete, and 
applicable to this solicitation (including the business size standard applicable to 
the NAICS code teferenced for this solicitation), as of the date of this offer and 
are incorporated in this offer by reference (see FAR 4.120 I}, except for 
paragraphs_....,.. ___ _ 
[Offeror to identity the applicable paragraphs at (b) through (i) of this provision 
that the offeror has completed for the purposes of this solicitation only, if any. 
These amended representation(s) and certification(s) are also incorporated in this 
offer and are cunent, aa:uzate, and complete as of the date of this offer. 
Any changes provided by the offeror are applicable to this solicitation only, and 
do not result in an update to the representations and certifications posted on 
ORCA.] 

(End of provision) 
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