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A.
Management Response (L.38.2.1)
The offeror shall provide a description of the specific management plan(s) and approach(es) (including resources) proposed to satisfy the requirements. The offeror shall describe in full detail the organization, systems, processes, and procedures that it will implement, as contractor, to manage the delivery of services, both domestically and internationally, under this contract. The offeror shall provide a description of the offeror’s overall qualifications to provide the range and magnitude of services, including past performance in undertaking such projects. The offeror shall indicate the level of experience it has had managing complex telecommunications networks and how this experience will be applied to this contract to ensure the Government receives services meeting the performance specified in the service descriptions of Section C.2.

The offeror shall describe how it will manage the introduction of new or enhanced services to the contract as these become available. This description shall include but not be limited to:
(a)
The offeror’s internal management procedures for service development (including technical, pricing, and marketing considerations).
(b)
How the offeror intends to apply these procedures to this contract.
1.0
Sprint’s Solution 
Sprint is proud to be a major contributor to FTS2000. Our management and operations proposal utilizes our extensive knowledge of GSA and the Federal end user as its foundation and it reflects our executive level commitment to FTS2001. We have highlighted key discriminators that clearly show that the Sprint Team is the FTS2001 Best Value solution.  These benefits are outlined in the paragraphs below.

 Partnership. Much of the widely-acknowledged success of the FTS2000 Program can be attributed to the partnership developed between the Sprint and GSA program offices. Our solution for the FTS2001 contract management and operations requirements builds on the existing synergies with GSA and plans for future challenges. Our integrated management approach is flexible and scalable and will facilitate provisioning of high-quality FTS2001 services and support at the lowest overall life-cycle cost. 

Customer Service.  Sprint has a long history of successfully and proactively managing complex networking contracts for GSA and the Federal agencies.  This wealth of experience will be applied to the FTS2001 to ensure timely implementation, low risk transition, and flawless operation of the FTS2001—all provided without surprises such as hidden costs, unwanted modifications, etc.

The Sprint Team’s FTS2001 Program Management Office is led by XXXX and is staffed with highly experienced personnel in key functional areas including implementation, transition, network management, operations, financial management, security, quality assurance, engineering, and business management.  Each of these areas uses proven program management processes to maintain control of work and delivery schedules. A unique benefit FTS2001 end users will receive from the Sprint Team is the unequaled knowledge and understanding of their requirements possessed by our Management Team. 

Transition. Sprint’s Transition Team is led byX.  His staff is also highly skilled and knowledgeable in large scale transitions and migrations. They use proven management procedures and methodologies.  These procedures have been been instrumental in facilitating cost-effective and seamless network transitions and migrations. Xteam has been successful in achieving transparency to, and substantial savings for, the ultimate end user.

Marketing Focus. Sprint’s program management solution includes an important addition – a marketing team.  This group will work with the Sprint Team’s network design engineers and account managers and the GSA program office to ensure that the benefits and features of the FTS2001 program are familiar to user agencies and potential user agencies.  The FTS2001 contract will be a powerful vehicle, offering an extremely broad range of services, low prices and efficient, effective program administration service – all adding up to an attractive procurement choice.  We believe this group will bring an important and unique benefit to GSA - - revenue base growth - - in this new era where our mutual customers can choose their telecommunications carrier from a variety of procurement vehicles.

Proven, Effective Government and Commercial Systems and Processes. Following the award of FTS2000, Sprint was the first vendor to successfully implement a comprehensive set of support systems and network management tools designed specifically to address the complex data and oversight requirements of the Government marketplace.  Our investment in XXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXand other systems provided FTS2000 users with an integrated approach for service ordering and tracking, network quality monitoring, trouble and complaint reporting, performance reporting, flexible billing hierarchy structures, automated pricing information, dispute reporting, and consolidated invoicing. These systems and processes, enhanced to meet the requirements of the RFP, are part of the FTS2001 systems solution and will be available to the FTS2001 users on Day One of the contract. GSA and the Federal end user – our mutual customer – can expect smooth transition to the new FTS2001 Program as utilization of Sprint’s proven, effective Government and commercial functions and processes are already in-place. While many of the specialized requirements of the FTS2001 RFP are unique to Sprint’s current commercial environment, most requirements correspond with those developed to support FTS2000.  At contract award, Sprint intends to leverage both its investment in Xand core commercial functions to provide a solution that meets both of the Government’s objectives: commercial-off-the-shelf and specialized reporting tools to ensure a consistent information delivery process. X.

1.1
Important Considerations 
What follows are key points in Sprint’s Management and Operations proposal.  Also provided is an overview of the Management Response Volume.

Section 1.0 describes the Sprint Team’s vision of the infrastructure and resources required to enable the Government to effectively manage and administer the FTS2001 Program. Government and industry experts agree that the success of the FTS2001 program in the new non-mandatory use environment hinges on its attractiveness as a contract vehicle. An extremely valuable aspect of the FTS2001 contract will be effective, efficient management and operations services available via a GSA/Sprint program management infrastructure built on the solid partnership developed between the GSA and Sprint over the past 10 years.   

Sprint intends to build the foundation of its FTS2001 management and operations support services on the lessons learned over the course of the FTS2000 contract - - invaluable experience and knowledge and not available to all potential contractors.  In planning for the FTS2001 program, every aspect of our current Program Office and support operations have been examined to determine best practices that should be carried forward into the new era. The Sprint team has carefully examined ideas proffered by FTS2000 user agencies as well as our non-FTS2000 Government customers. We have also integrated the many valuable insights gleaned from our participation on the FTS2000 Joint Quality Counsel. The result is a management and operations solution that does more than merely meet the RFP requirements. Our Best Value solution is feasible, easy to implement, cost effective and, most important, appealing to the ultimate end user. 

Information on Sprint’s corporate structure, personnel qualifications, and subcontractors is included in Section D of this volume.  Sections E and F provide information on Sprint’s corporate qualifications, customer references and corporate capability.

Based on Sprint’s demonstrated ability to consistently meet and exceed customer requirements, and our willingness to work with customers in seeking creative solutions, it is clear that the GSA and the FTS2001 users will continue to experience the Quality and Commitment from People They Know and Trust after selecting Sprint as the FTS2001 contractor.

Section 2.0 of this volume details Sprint’s superior capability in the area of the provisioning and management of international services. With its Global One alliance, Sprint established itself as a premier global communications carrier, known not only for top-flight products and services, but for the infrastructure that stands behind them - excellent management and operations services.  These are not empty words.  Sprint’s ever increasing number of satisfied international customers, as well as numerous industry awards attest to our expertise in international arrangements.   For example, Sprint was recently selected to manage X Global Customer Care Centers.  These are 24 hour customer service centers being established  to support theXX, the world’s first global wireless telephone network.XX the global health care company, has selected Sprint and Global One to expand and upgrade its global data network.XXX.   This important contract confirms the ability of Sprint to deliver competitive international services solutions.   It should also be noted that Sprint has received the International Customer Service Association’s Award of Excellence for the company that best displays consistent customer service excellence throughout its organization. 

Sections 3.0, 5.0, 6.0, 7.0 and 9.0 of Sprint’s Management proposal feature Sprint’s unparalleled systems and processes, including:

• 
Data access 


• 
Service ordering and tracking 

• 
Billing 

• 
Network management

• 
Trouble reporting and complaint management.

These sections demonstrate Sprint’s strong commitment to GSA and user agencies leveragingX

X..  

Section 4.0 details Sprint’s program administration, liaison and customer service capability.  Over the past 10 years, Sprint has consistently demonstrated unparalleled commitment in these areas. In addition to satisfied Government customers, Sprint’s high standards for program administration, liaison and customer service have been recognized by the industry via numerous awards, including top honors clearly surpassing AT&T and MCI in the Yankee Group’s 1996 and 1997 Quality of Service Awards.  Additionally, Sprint was the 1997 recipient of the J.D. Power & Associates award for providing the highest level of customer satisfaction among heavy users of long distance services.  This was the third consecutive year the award was given to Sprint.

What does this mean to GSA and the FTS2001 user?  It means they will continue to receive the benefit of the premier telecommunications carrier’s commitment to quality program administration, liaison and customer service for another eight years.  

Much of Sprint’s success lies in our ability to employ aneffective life-cycle management team approach to Government programs.  The Life-cycle Management Team is lead by the Program Manager, who coordinates activities between team members, including contract administrators, network design engineers, account managers (sales), service managers, and implementation managers.  Our program manager will head up an experienced life-cycle team through the different phases of the FTS2001 contract, starting with any necessary transition through contract completion and plans for follow-on contracts.  

Based on FTS2000 experience, the GSA should appreciate the Sprint team’s transition expertise.  Individuals such as project manager Xhave demonstrated their dedication to FTS2000 user agencies, proving over and over again, that although transition is a complex and risky undertaking, it can be effectively managed by professionals with the proper skills, experience and customer knowledge required.  (Xdirected development of the draft Transition Plan included as Appendix B of this volume.)The Sprint Corporation’s culture recognizes the value of these unique employees and encourages their efforts.  Unlike many of our competitors, Sprint regards program management, customer liaison and customer services as an integral part of our products and services.

It should also be noted that Sprint’s FTS2001 program management solution includes an important addition - a marketing team.  This group will work with FTS2001 program team members, such as network design engineers and account managers, and the GSA program office to ensure that the benefits and features of the FTS2001 program are familiar to user agencies and potential user agencies.  The FTS2001 contract will be a powerful vehicle, offering an extremely broad range of services, low prices and efficient, effective program administration service - all adding up to an attractive procurement choice.  See Section 4.0 for more details.  Appendices A and B contain resumes of key personnel and  letters of commitment respectively.  Appendix C provides the required volume management plans.

Section 8.0 includes Sprint’s vision of how planning and engineering activities will be conducted under the FTS2001 contract.  Again, the FTS2001 life-cycle management team includes experienced network engineers who stand ready to work closely with the GSA and user agencies to ensure that their telecommunications needs are met with the most feasible, sound solutions possible.

Section 10.0 details Sprint’s superior training capabilities.  Over the life of the FTS2000 Program, Sprint has consistently delivered effective, high-quality training to the Government.  The FTS2000 Program experience has shown that training positively impacts two key aspects of the FTS2001 Program - agency transition and introduction of new services. 

1.2
Management of New or Enhanced Services (L.38.2.1)
The offeror shall describe how it will manage the introduction of new or enhanced services to the contract as these become available. This description shall include but not be limited to:
(a)
The offeror’s internal management procedures for service development (including technical, pricing, and marketing considerations).
(b)
How the offeror intends to apply these procedures to this contract.
The FTS2000 Program demonstrates Sprint’s proven capabilities in introducing and managing new and enhanced services to the contract as they become available. This is evident in the numerous FTS2000 contract modifications that make new and enhanced services available to user agencies. In order to maintain industry leadership, Sprint continuously enhances its core products and and services, and the benefits of these enhancements are automatically passed on to customers. 

Sprint proposes to continue our excellent track record of introducing services to the FTS2001 contract in the same manner we do today under the FTS2000 Program, with some enhancements, as detailed below.  

Generally, consideration of new and enhanced service is initiated in response to:

• 
Recommendations from Sprint’s GSA/Sprint or GSA/Agency/Sprint Joint Quality Teams

• 
Recommendations from Sprint’s FTS2000 Program Management or XSupport team members

• 
Recommendations from user agencies.

Sprint’s internal management procedures for service development are based on Sprint’s XXmanagement team approach. After requirements are identified, Sprint’s FTS2001 Program Office oversees coordination of technical, pricing and marketing activities among team members and the GSA.  

Technical aspects of introduction of new or enhanced services are assessed via Sprint’s Sales Engineering Group.  This Group has solid, long-term experience in ensuring that FTS2000 services are available and tailored to meet evolving Government requirements.  Sprint’s FTS2001 Sales Engineers will continuously assess current and anticipated communications technologies to meet the Government goals and plan network services that meet the near-term and long-term requirements.  Sprint intends to deliver emerging services through its advanced network. This network, currently being deployed, is based on ATM switching and SONET transport.

Sprint’s Sales Engineers’ success in the FTS2000 Program reflects their ability to listen to customers, and  to incorporate customer requirements into Sprint’s  ongoing network planning and engineering. It should be noted that based on a long-term, mutually beneficial  relationship with the Government and the FTS2000 initiative, Sprint’s network architecture was conceived and implemented with  the Government in mind. The engineering and planning processes related to Sprint ‘s corporate network and support systems already recognize and incorporate FTS requirements. Further underscoring Sprint’s customer-driven approach, its Government Systems Division structure, functions and processes were predicated  on the  requirements of FTS2000, and have evolved to meet the ongoing  needs of the GSA and the agencies, while anticipating  the future, including FTS2001.

Pricing procedures ensure fair, accurate proposals to the GSA as they require input from the FTS2001Life-cycle Management Team.  As technical solutions for new or enhanced services are determined, Sprint’s FTS2001 Contract Administrator, Program Manager, and Sales Engineers will work with Sprint’s Government Pricing Group to identify cost and program impacts. Sprint’s FTS2001 Contract Administrator will lead any required negotiations with the GSA to ensure equitable, mutually-agreeable contract modifications.

Marketing will be a major aspect of the FTS2001 Program’s success largely because of the new non-mandatory use environment and emerging alternative contract vehicles. Thus, Sprint will enhance its already excellent FTS2001 Program Office team by the addition of a marketing team.  This Group, introduced earlier in this section, will drive introduction of new and enhanced services to user agencies as well as target potential customers that would benefit from these additions.  

1.3 Conformity to Standards (C.3.2.8)

Sprint acknowledges that any inconsistency between the RFP/contract and the IEG will be resolved by giving precedence to Sections A through K of RFP/contract.

Changes in standards will be implemented by Sprint in accordance with Section C.2.1.7, Conformity to Standards.

Use or disclosure of data contained on this sheet is subject to the restriction on the title page of this proposal.
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