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4.0
Liaison and Customer Service (L.38.2.1) (L.38.2.1.3) (C.3.2) (C.3.3) (C.3.4)
The offeror shall describe the procedures it intends to use for providing the liaison and Customer Service Office (CSO) functions described in Sections C.3.3 and C.3.4 respectively.  The offeror shall describe the approach to provide effective and unconstrained communication between its liaison and CSO representatives and the Government personnel in the PMO.  The offeror shall list the skill levels and authority of staff in the CSO and personnel acting as liaison representatives.

Sprint delivers on customer care. For nearly a decade now, Sprint has been providing the Government PMO with liaison and customer services under the FTS2000 program. Sprint will use these proven and established procedures as the benchmark to enhance the new FTS2001 liaison and customer service functions. Sprint liaisons and customer service representatives bring expertise and experience from the areas of program management and contracts administration, global service issues resolution, billing support, engineering and planning, performance data and reporting capabilities, security services for data audits, fraud prevention and detection, training and technical customer support. Their combined knowledge and skill levels make them a highly qualified team to support the new FTS2001 Program.

This section has been arranged to address RFP requirements L.38.2.1, L.38.2.1.3 and sections C.3.2, C.3.3 and C.3.4. Within this section, Sprint will describe program administration responsibility; introduce the Sprint FTS2001 Program Office (PO) organization, resources and responsibilities; describe the processes and procedures to support the Government PMO and Sprint liaisons in order to effectively and efficiently conduct outgoing communication between Sprint liaisons, CSO representatives and the Government personnel in the PMO.

Sprint is committed to providing the Government the highest quality of products and services and to be completely responsive to the GSA’s requirements for managing and operating the FTS2001 services and by retaining key individuals, as well as adding several other talents to expand FTS2001 resources. The Sprint FTS2001 Program Office will have sole responsibility, authority, and accountability for provisioning of FTS2001 services. 

For over 10 years, Sprint has secured the appropriate resources to ensure an expedient and thorough implementation and ongoing management for major Government customers including the current FTS2000 program. Sprint has acquired a high level of experience in managing and operating large complex programs, such as the FTS2000 program, and will apply this knowledge to the new FTS2001 program. Table 2.A.4-1 highlight’s Sprint’s experience in implementing, operating and managing large complex programs and lists some of our accomplishments under the FTS2000 program that will benefit the Government. 

Table 2.A.4-1 delineates Sprint’s Accomplishments in implementing, operating and managing FTS2000 services including other major complex programs.
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Services Provided

FTS2000


The FTS200 contract provides comprehensive telecommunictions services for more than 100 Government agencies through the United States and offshore territories.  The list of services provided include:  Switched Voice Service (SVS), Dedicated Transmission Service (DTS), Switched Data Service (SDA), Packet Switched Service (PSS), Video Transmission Service (VTS), and Switched Digital Integrated Service (SDIS).Sprint transitioned the old FTS network to the FTS2000 network and cutover all 900 SDPs X

Government Emergency Telephone System (GETS)
GETS is a telecommunications service that supports the National Communications System (NCS) member organizations and other Federal departments and agencies in their National Security/ Emergency Preparedness (NS/EP) missions. GETS provides telecommunications for NS/EP users during and after major natural or man-made disasters, utilizing the assets of the Public Switch Network (PSN) integrated with other Government-provided services and programs. 

Sprint’s implementation of GETS provides voice and voice-band data telecommunications service in the 50 United States and the District of Columbia. Worldwide international access and egress is provided through Sprint PSN international gateways.
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Knowledge gained in the course of developing and implementing large complex programs in a wide variety of applications has led Sprint to establish several basic criteria to assure successful program performance.  These are:

• 
A strong corporate commitment to provide outstanding service and support for all products and services sold to the Government

• 
Clearly defined lines of program responsiveness and responsibility 

• 
A strong, balanced management/technical team carefully selected to fulfill FTS2001 requirements

• 
Infrastructure supported by exceptional support systems Xand state-of-the art network management capabilities and tools.

 Information is provided which describes how Sprint has and will perform the functional management tasks required in FTS2001, and Sprint’s management plans for assuring quality service and contract compliance in all aspects of providing FTS2001 services.

 When implemented, FTS2001 will meet the principal objectives of the FTS program:

• 
Meet the functional requirements of the Federal Government and its agencies in a technically-effective and cost-effective manner.

• 
Support the implementation of the NII and GSII, and the recommendations of the NPR, including the implementation of electronic Government applications within the GSII.

• 
Provide access and inter-operability for authorized users with improved effectiveness and efficiencies, and to provide better services, at less burden.

 Managing the design, implementation and operation of FTS2001 will require an experienced telecommunications service provider with a strong, dedicated program management team, organized to be responsive to the needs of the GSA and the user agencies. Sprint has the capability and has made the commitment to get the job done for nearly a decade now! To demonstrate the importance of FTS2001, Sprint’s Government Systems Division (GSD) will continue to manage this important program. The Sprint FTS2001 Program Office is a significant part of the GSD. Sprint will retain most of the key personnel to the PO, many of whom have played major roles in operating and managing the FTS2000 program. Figure 2.A.4-1 depicts the Government Systems Division (GSD) organization.  Most of these individuals will be familiar to the GSA. Resumes are listed in Appendix A and describe their accomplishments on the current FTS2000 program.   
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As required by the GSA, Sprint has modified its current program management organization to form the new FTS2001 Program Management Office (PO) (see Figure 2.A.4-2), as the principal point of contact for user agencies, authorized agency representatives, GSA representatives at FTS2001 user locations, and the GSA Program Management Office.  
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Within the PO, Sprint will provide all the functional groups required to fulfill FTS2001 requirements. Retaining the Office of Transition Management, led by X; a Technical Advisory Center, led by X, contracts administration and procurement of services, led by X and other groups to respond to the federal agencies concerning service orders, trouble reports and complaints, billing issues, outage credits, training requirements, as well as, technical and administrative requirements, transition, migration and implementation planning and coordination and complaints.

4.1
Program Administration (C.3.2)
The contractor shall work with the Government to support program management and administrative activities.
Sprint GSD is accustomed to working with the GSA and welcomes the opportunity to continue this partnership with the Government on FTS2001, including enhancing program management and administrative activities. On the Government’s behalf, Sprint has made a substantial investment in support systems and network management tools to support the Government marketplace as demonstrated by our deployment of X. These support systems provide an Xapproach for service ordering and tracking, network quality monitoring, trouble and complaint reporting, performance reporting, flexible billing X pricing information, dispute reporting, , and consolidated invoicing under the FTS2000 program. Sprint GSD provides the Government with a solid program administration foundation that facilitates growth, and resolution and evolution.

High Visibility and Attention 
Sprint has established a business organization, Long Distance Division and a Government Systems Division (GSD) that is completely dedicated to the GSA programs. The FTS2001 will enjoy high visibility because of its separation from programs for other customers.  Reporting directly to the FTS2001 Program Director, the Manager of Program Management and Program Management staff will receive undivided attention at the Vice President and Corporate levels. In addition, it will enjoy full access to the large depth of resources at Sprint and its support centers. 

FTS2001 Structured Approach
Our program management and quality plans form the backbone of our structured Program Office approach.X  These procedures and plans are the detailed manifestation of the program management and administration teams philosophy and provide the tracking, control points, measurements, and standards for critical activities of the FTS2001 Program. 

Continuous Improvement
The Program Office will actively improve their processes and their levels of quality by constantly evaluating the capabilities of their processes and working to higher standards. Major components of our improvements and cycle time reduction. We will continually elicit information from the GSA and users to assist us in improving our processes, products, and services.

Today, in anticipation of FTS2001 requirements, the Program Office Team is already planning for the Government’s new requirements. An excellent example of this forward thinking: In anticipation of the new non-mandatory use environment, the Sprint Program Office is planning to add new functionality to their charter via a special marketing team. This team will be comprised of marketing/sales professionals with thorough knowledge of the Government Telecommunications market, and of course, FTS2001 contracts. GSD’s FTS2001 marketing team, X with the benefits of the new FTS2001 contract vehicle.  The FTS2001 marketing team will work in the context of GSD’s highly successful X approach. X FTS2001 marketing team will prove to be an effective force to grow the FTS2001 contract, benefiting the GSA as well as user agencies.

Life cycle team management was introduced into GSD’s processes in 1992 and has proven extremely effective in the management of large telecommunications programs for the government. This life cycle team approach is based on classic program management techniques, emphasizing effective communications, as well as carefully coordinated planning and follow through among all of the functional areas within a program.  All on going programs within GSD are supported by life cycle teams.  . 

The life cycle team is comprised of all organizational elements responsible for ensuring that we at Sprint meet our primary focus of total customer satisfaction, from program start-up, through program growth, through program close/transition to a new program. The life cycle team is lead by the program manager, who is responsible for coordinating activities among the team members, particularly implementation managers, service managers, information systems managers, project managers. (for multiple efforts related to the overall program), order managers, billing managers, program engineers etc.  The account manager works in tandem with the program manager on issues  related to addition of service to the contract (via new orders or contract modifications), as well as maintenance of existing contract service.  . 
The program manager chairs regularly scheduled meetings with customers and members of the life cycle team to review past performance, plan and execute schedules, and address emerging customer requirements.  This ensures that life cycle team members all aware of program issues and that these issues are reviewed from every functional aspect, thereby reducing any risk of ineffective program-related activities. 
Additionally, the program manager leads regularly scheduled internal meetings with appropriate life cycle team members.   This continuous communication among team members results in more efficient and effective program management. 
Sprint’s approach to managing the implementation and ongoing services of FTS2001 is based on years of experience implementing, operating and managing complex telecommunications services. A single organization, the Sprint FTS2001 Program Office, is responsible for managing all aspects of FTS2001 service delivery. It serves as the single point of contact between the users and the Government PMO personnel. There will be no requirement for contact between a Federal Government user and any other Sprint organization, subcontractor, or supplier unless specifically requested by the GSA or user agency. Figure 2.A.4-3 is a block diagram depicting the relationships and communications paths among the Government PMO, user agencies and the Sprint FTS2001 PO; the relationship among the PO and Sprint corporate organization; and the relationship of subcontractors and other suppliers within the PO and Sprint.
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The Sprint PO will be the single point of contact and organization for interaction between the Government PMO.  The Sprint PO, and its Chief Operating Officer has responsibility and corporate authority to manage the delivery of FTS2001 services and is accountable to the GSA for contract compliance. The Sprint FTS2001 PO will manage and administer the delivery of FTS2001 services.  

 
The Sprint corporate organization is responsible to the PO for delivery of the FTS2001 services it provides. This is the same organization that plans, engineers, installs, and operates Sprint’s all-digital, fiber-optic network that will provide all FTS2001 services. With more than 48,000 employees, Sprint will perform circuit changes, engineer contingency planning, exercise network controls in emergencies, and operate support systems used for billing, customer service, and trouble management.

 
Subcontractors and suppliers of FTS2001 services will be accountable to the PO, and will be managed by specific agreement for FTS2001 unique services.

4.1.1
Contractor’s Program Management Office Points of Contact (C.3.2.1)
The contractor shall provide the PMO with the identity of contractor points of contact, the results of national agency checks or background investigations, and the security clearance levels held by these individuals.  Levels of security clearances and access authorizations required of the contractor’s personnel are discussed in Section C.2.1.12.9.
The contractor shall provide the PMO a list of the contractor’s points of contact within 30 calendar days after notice to proceed and within 5 calendar days after changes to the list.  The contractor shall mark the changes to the list upon providing the update.  Refer to Section C.3.2.7 for the media of delivery and Section F for other deliverable requirements.
Sprint realizes the importance of GSA’s requirement to have points-of-contact for all issues which may arise concerning the details of the contract. The FTS2001 CSO will be staffed by experienced, high-level personnel with authority to ensure that the entire Sprint organization will be responsive to the requirements of FTS2001. 

The Sprint Corporation recognizes the importance of the FTS2000 and FTS2001 programs and that the Government’s requirements maintain high visibility within our divisions. The CSO will provide management, operations and technical interface dedicated to the GSA and the Government agencies. GSA will interface directly with the CSO, which is responsible for ensuring complete contract compliance. Thus, GSA will enjoy the benefit of a single, lead operating entity, which has all the required management expertise and authority to direct the Sprint corporate organizational units, as well as the subcontractors and other suppliers of goods and services, to ensure end-to-end delivery of the FTS2001 services.

 Sprint will provide the Government’s Program Management Office (PMO) with a list of Sprint points-of-contact. The list will include the identity and the security clearance level of the points of contact. The contact list will be updated as appropriate. Sprint will initiate requests for background investigations of personnel who are assigned to agency sites on a regular basis as required in RFP C.2.1.12.9.

Sprint will provide the PMO a list of points of contact within 30 calendar days after notice to proceed and 5 calendar days after change to the list.

4.1.2
Contractor’s Agency Points of Contact (C.3.2.2)
The contractor shall identify the contractor’s personnel whom the agencies should contact for issues associated with initiating new services, changing or canceling existing services, reporting troubles, and obtaining status of outage reports, service orders, and billing inquiries.  A contractor representative shall be available for continuous full-time coverage (i.e., 24 hours per day, 7 days per week).  The contractor shall provide the PMO and agencies with a list of the names and telephone numbers of these contacts within 30 calendar days after notice to proceed and within 5 calendar days after changes to the list.  The contractor shall mark the changes to the list upon providing the update.  Refer to Section C.3.2.7 for the media of delivery and Section F for other deliverable requirements.
Sprint will identify all Sprint personnel (including their telephone numbers,) the agencies will contact for issues associated with initiating new services, changing or disconnecting existing services, reporting troubles, and obtaining status of outage reports, service orders, and billing inquiries. Sprint’s Service Management Center (SMC) and Sprint’s Program Managers are available for 7X24 coverage. Sprint will provide both the PMO and the agencies with the appropriate names and telephone numbers of the Sprint contacts. This information will also be accessible to the PMO and to the agencies in accordance with RFP Sections C.3.2.7.1.1 and C.3.2.7.1.2. The information will be kept current.

Sprint will provide the PMO and agencies a list of contact name and telephone numbers within 30 calendar days after notice to proceed and within 5 calendar days after changes to the list. Sprint will mark the changes to the list upon providing the update.

4.1.3
Support User Forums (C.3.2.6)
The Contractor shall support user forums, i.e., periodic meetings held at least annually with members of its user community, during which topics and questions of mutual interest are discussed.  The contractor shall make its representatives available at user forums to answer questions and document issues raised by agencies and to report on the status of contract modifications and the resolution of outstanding actions from previous user forums. The contractor shall provide demonstrations of new technology recently added to the FTS2001 contract.  The contractor shall provide User Forum Issues Reports as described in Section C.6.1.8 on a quarterly basis.
Sprint will comply with C.3.2.6 of the RFP.  Sprint understands the value of bringing together users to discuss issues related to the FTS2001 contract. As a primary FTS2000 vendor, Sprint worked closely with the user community to put on annual users forums, and gained valuable experience in providing a venue for the open review of contract-related issues and technologies. These forums were designed and implemented around user-driven agendas, versus vendor-driven agendas as supported by our competition. To ensure that the users’ issues were being adequately addressed, planning for the annual forums was led by an agency users committee, with full support provided by Sprint. Meetings of this committee were held regularly, and participation and leadership was solicited from agency personnel. During the annual forums, Sprint personnel were called upon by the agencies to either lead specific informational sessions, or to serve as subject-matter-experts during these sessions. Unlike our competition, Sprint recognized the value of the agencies sharing application solutions with one another; we focused on supporting this initiative by having experts readily available at the user forums to address specific issues.  Sprint’s approach to user forums ensures that the GSA and end users’ objectives are the top priority by keeping the focus on the user community rather than the vendor.

Sprint also included extensive demonstrations of service/product applications related to the contract via an “Applications Showcase,” or trade shows, during the annual forums. These showcases provided hands-on applications demonstrations, and in some instances, included agency-run demonstrations designed to show solutions actually in use by the Government.

As outlined in Section B.5.5.8, Sprint worked closely with the General Services Administration and end-user agencies to develop an effective issues capture and response process for these forums. As a result of working closely with the user community, the number of issues identified was dramatically X.

Sprint will continue to support these user forums, to be held at least annually, and will ensure that the appropriate subject-matter-experts are on hand to address user questions. Issues raised at these forums will be documented, addressed directly with the originators of the issues, and will be reported on regularly. Demonstrations of new contract-related technologies will be included in the forums to ensure that attendees are able to view and test them first-hand. Based on lessons learned during the management of the FTS2000 contract, it is Sprint’s recommendation that user agencies continue to play an integral role in the planning of these forums, with dedicated support from Sprint.

Users Forum Issues Report (C.6.1.8)
Identifying and responding to user issues is a top priority for Sprint. Working closely with the General Services Administration and our end-users, Sprint developed a process for documenting, responding to and reporting on issues raised at the annual forums held during the FTS2000 contract period. The chart below shows how the issues were communicated to forum attendees. These reports were issued periodically following every forum from 1993 through 1996. Note that the single issue identified in 1997 was considered to be a Government issue and could not be addressed by Sprint.

Issue: Description of issue

Reference Number: Tracking number identified by year (i.e. 93-B-0001)

Session: Reference to Users’ Forum session from which the issue came

Response: Joint Sprint/General Services Administration response to the end user

Updated response: Any updates to the original response

Related issue: Cross-reference to related issues identified at the Users’ Forum

Status: Stated as either “Solution in progress” or “Response completed”

Lessons learned during this process led to improvements, which in turn led to fewer issues and faster response times. In 1993, when issues were first captured, 163 user issues were identified. Each subsequent year saw a significant reduction in issues: 86 issues were identified in 1994; 26 were identified in 1995; three issues were identified in 1996; and in 1997, only one issue was identified. All Sprint-related issues were effectively answered and closed in a timely manner. Clearly, the Sprint FTS2000 Team’s close working relationship with the Program’s end-users played a key role in the reduction of issues year after year. 

Sprint will use the experience gained during its involvement in the FTS2000 contract to respond to and report on issues raised in user forums. Sprint will provide User Forum Issues Reports as described in Section C.6.1.8 on a quarterly basis. We will continue to use an end-user report format similar to that shown above and to keep users fully apprised of the status of any closed or outstanding issues as described in 3.3.1.8.

4.2
Program Management Office (C.3.3)
The PMO supports the following activities related to the FTS2001 contracts:
(a)
Program management and contract administration
(b)
Centralized customer service
(c)
Ongoing coordination and procurement of services
(d)
Interoperability support
(e)
Billing support to agencies
(f)
Engineering, planning, and performance support
(g)
Data audits
(h)
Fraud detection management
Instructions to offerors relating to Section C.3.3 are provided in Section L.38.2.1.3.
The next section fully describes the Sprint Program Office, the program administration and customer service office functions and their qualifications, skill levels and experience for the resources committed to the success of the FTS2001 program. 

Sprint will support the Government’s Program Management Office (PMO) through the Sprint FTS2001 Program Office (PO) shown in Figure 2.A.4-2. Several of these positions are considered to be key personnel in the delivery of FTS2001 services. The individuals assigned to those positions bring many years of telecommunications experience to the PO and many of them are currently working with the FTS2000 program.  

The following tables describe the organizations and responsibilities for the resources within the Sprint FTS2001 Program Office. 

Table 2.A.4-2 and Table 2.A.4-3 provide an overview of the resources experienced and committed to fulfill and exceed the requirements set forth by the Government. The tables are organized to describe the functional areas of responsibility that fall under each category for program administration and customer service office functions. 

Sprint’s resources are accustomed to performing the type of tasks expected by the Government, because of their unique experience and commitment to get the job done, these resources will be retained and expanded to provide the Government’s PMO support for the following activities related to the FTS2001 contract:

· Program Management And Contract Administration

· Centralized Customer Service

· Ongoing Coordination And Procurement Of Services

· Inter-operability Support

· Billing Support To Agencies

· Engineering, Planning And Performance Support

· Data Audits

· Fraud Detection Management.

The GSA will have a seamless interaction between the PO, which will assume responsibility to assure contract compliance in every respect. The GSA has the benefit of a single operating entity, with all the required management expertise resident in the PO. The PO has the authority to manage all the Sprint corporate organizational units, as well as the subcontractors and other suppliers of goods and services to ensure end-to-end delivery of the FTS2001 services.

4.2.1
Contractor’s Liaison Feature (C.3.3.1)
As part of the contractor’s customer service activities, the contractor shall provide a liaison function to the PMO for coordinating contractor activities within the FTS2001 Program.  The contractor’s liaison function shall provide technical expertise associated with the contractor’s network management center, help desk, management chain of command, and all other contractor organizations used to provide service and support to the Government.  The contractor’s liaison function shall be responsible for answering Government questions (asked by the PMO) related to the contractor’s network management activities.  The contractor’s liaison function shall provide the means by which the contractor or the Government can escalate issues to the appropriate levels of the contractor’s management in order to resolve disputes, escalate contractor actions, or direct work.
The contractor liaison function shall be supported by personnel normally assigned as liaison representatives to the contractor’s customers.  The contractor shall provide a list of designated personnel including name, postal address, telephone number, FAX number, and E-Mail address to the PMO within 30 calendar days after notice to proceed and updated monthly thereafter.  Refer to Section C.3.2.7 for the media of delivery and Section F for other deliverable requirements. 
At a minimum the contractor’s liaison representatives shall have the capability and authority to:
(a)
Support disaster recovery planning and execution
(b)
Resolve interoperability problems
(c)
Respond to escalation of service concerns
(d)
Participate in contract performance reviews
(e)
Participate in contract modification negotiations
(f)
Perform basic network management functions in support of the Government
(g)
Help resolve billing queries and reconciliation issues
(h)
Support NS/EP requirements per Section C.5.7
(i)
Provide the PMO with information on customer requirements and customer demographics
Sprint will provide liaison representation to the PMO for coordinating activities within the FTS2001 contract. The representation will include individuals with technical experience capable of interfacing with:

• 
Sprint’s network management centers and global customer service centers

• 
Help desk

• 
Management chain of command

• 
Support organizations.

These individuals will have the knowledge, expertise and authority to make decisions on behalf of Sprint at the level needed to conduct day-to-day operations and to answer any Government questions relating to network management. Sprint representatives will be able to contact appropriate levels of Sprint’s management in order to resolve disputes, escalate actions or direct work as required. The identification of the designated personnel, including their telephone numbers, FAX numbers, and E-Mail addresses will be provided to the PMO within 30 calendar days after notice to proceed. Sprint’s liaisons to the PMO and their capabilities and authority are detailed in Figure 2.A.4-2

• 
Sprint’s representatives will have the capability and authority to:

• 
Support disaster recovery planning and execution

• 
Resolve inter-operability problems

• 
Respond to escalation of service concerns

• 
Participate in contract performance reviews

• 
Participate in contract modification negotiations

• 
Perform basic network management functions in support of Government

• 
Help resolve billing queries

• 
Support NS/EP requirements

• 
Provide PMO with information on customer requirements and customer demographics.

4.2.2
Government Management Center Relocation Facility (C.3.3.2)
The GMC is a Government provided facility which will house the PMO.  To provide for continuity of operations if the GMC should become inoperable or inaccessible, the contractor shall provide a designated site pre-selected for relocation of up to four selected Government personnel to continue contract administration and operations management activities specific to that contractor.  The contractor shall provide functional office space and equipment for Government use at the relocation site (e.g., within one of the contractor’s existing facilities).  In the relocation facility, the Government shall have access to the same operational and administrative data available to Government personnel within the GMC. Workstation(s) shall be configured to allow Government access to the same NMM capabilities provided by the contractor at the GMC.  The contractor shall provide access to telephone, Internet, and E-Mail services along with FAX and reproduction equipment for Government personnel use.  Within 120 calendar days after contract award, the contractor shall place the relocation site in a standby condition ready to be made operational within 24 hours notice.  The relocation facility shall be located within the continental United States.
The decision to close or reoccupy the GMC will be made by the Government.  The Government may remain at the contractor’s relocation site indefinitely until returning to the GMC or until other arrangements can be made.
The requirement for the contractor’s GMC relocation plan is discussed in Section C.3.8(c).
To provide for continuity of operations if the Government Management Center (GMC) should become inoperable or inaccessible, Sprint will continue to provide a pre-selected site for the relocation of up to four Government personnel to continue contract oversight and operations. Under emergency circumstances, the Government personnel will relocate to X where the same operational and administrative data provided to the GMC will be transferred. X will be provided. Additionally access to telephone E mail, Internet, and reproduction equipment will be provided..

X will have visibility to all network status systems operations and full access to the backup NMC and resources. X will be available to the Government’s PMO personnel in the emergency relocation center.  The emergency center will also maintains the same access to the trouble reporting status and service order status as the Sprint Service Management Center.  The FTS2001 Backup GMC will maintain the same operations and administrative data available everyday to the PMO.

The Government personnel may occupy the backup center upon the Government’s decision to close the GMC. The Government personnel may remain at the Sprint site indefinitely until returning to the GMC or other arrangements are made. The relocation site will remain in a standby condition ready to be made operational within X.4.3
Customer Service Office (C.3.4)

The CSO shall be the primary contractor provided point of contact for subscribing agencies, DARs, and PMO representatives to conduct business with the contractor.
The contractor shall administer and support customer service functions.  These functions include the following activities:
(a)
Accepting, acting upon, and providing status on user trouble reports and complaints
(b)
Accepting and acting on user service inquiries and service orders
(c)
Accepting billing inquiries and providing status
(d)
Providing training registration and distributing training manuals along with other training documentation
(e)
Providing technical support
Instructions to offerors relating to Section C.3.4 are provided in Section L.38.2.1.3.
Sprint will comply with RFP Section C.3.4.

Sprint’s award winning network services are recognized by industry. Our customer service team takes pride and a sense of ownership in the network, and therefore works hard to ensure customer satisfaction. Today, under the FTS2000 program, Sprint supports Customer Service Office functions, if not similar or identical to the requirements listed above in (a) through (e). Sprint’s current CSO has been in existence since 1988 under the FTS2000 contract and has the infrastructure and expertise in place today to support the FTS2001 CSO functions. 

Sprint’s CSO infrastructure is supported by systems and technical support resources who are skilled in operating, managing and supporting FTS2000 products and services today. The CSO will continue to be the primary point of contact for subscribing agencies, DARs and PMO representatives to conduct business with Sprint.

Sprint’s CSO will be responsible for administering and supporting both global and customer service functions, trouble management and escalations for the FTS2001 contract. SMC functions will include the following:

• 
Accepting, acting upon, and providing status on user trouble reports and complaints

• 
Accepting and acting on user service inquiries and service orders

• 
Accepting billing inquiries and providing status

• 
Providing training registration, training manuals, along with other training documentation (training requests must be initiated by a service order)

• 
Providing technical support.

4.3.1
Establishment of Customer Service Office (C.3.4.1)

The contractor shall establish and operate a CSO to provide management and operations support to the Government.  The CSO shall be located on the contractor’s premises.
Because of the international nature of the services, the CSO shall conduct business 24 hours per day, 7 days per week.  The contractor shall establish the CSO within 30 calendar days after notice to proceed.  The CSO shall be appropriately staffed as each required function becomes operational.
The contractor’s CSO shall assign different toll free and on-net telephone numbers for accessing customer service activities.  Via TDDs or functional equivalents, the contractor shall provide access to the CSO for individuals who are deaf, hard of hearing, or have speech disabilities.  Calls placed to the CSO shall be answered by the contractor’s personnel within five rings.
Sprint’s established CSO will continue to provide management and operations support to the Government in support of the FTS2001 contract. Sprint’s FTS2001 PO will continue to be located in the Sprint-GSD Herndon, Virginia facility. Within the PO, the Service Management Center (SMC) will remain fully staffed and fully operational 24 hours per day, 7 days per week to accommodate the Government and its user community. Sprint’s SMC will provide uninterrupted customer service and trouble management throughout the transition to, and during the life of, the FTS2001 contract. Any changes to the PO necessary for the FTS2001 contract will be made and operational within 30 days after notice to proceed.

Sprint will provide different toll-free and on-net telephone numbers for accessing customer service activities. Sprint’s Telecommunications Relay Service (TRS) relay service centers will provide access to customer service for individuals who are deaf, hard of hearing or have speech disabilities by interfacing through Sprint TRS centers via TDDs/TTYs, voice carry over and/ or functional equivalents while placing calls.

The SMC is accustomed to and will continue to provide FTS2001 service by answering calls within an Average Speed of Answer (ASA), of X.

Sprint will appropriately staff the CSO as each required function becomes operational. As a benefit, existing FTS2000 staff will seamlessly assume responsibility for FTS2001 functions.

4.3.2
Customer Service Office Functions Supported (C.3.4.2)

The contractor shall support the customer service functions as described in the following sections or as otherwise directed by the PMO.
Sprint CSO will continue to support all customer service office functions and is staffed with resources who are completely skilled and experienced in handling FTS service orders, billing and invoicing, providing network management and control, engineering, service management, security, and training for the FTS2001 customer service functions. Under the direction of the PO, the CSO management has been instructed to update and/or modify existing procedures to accommodate the new FTS2001 requirements. This involves updating all current FTS2000 CSO processes and procedures to meet new FTS2001 requirements. 

4.3.2.1
User Trouble and Complaint Reporting Procedures (C.3.4.2.1)

The contractor shall accept trouble and complaint reports and provide the status of trouble and complaint reports within the CSO in support of the functions specified in C.3.9.  The Government will review the trouble and complaint handling procedures, processes, data access provisions, performance reporting (requirements specified in Section C.6), and identified modifications to the contractor’s existing systems, if any, within 60 calendar days after contract award and may request revisions.  The contractor shall submit requested revisions, if any, within 60 calendar days after receiving notice that revisions are required. The Government intends to approve final revisions within 21 calendar days after receipt. Refer to Section C.3.2.7 for the media of delivery and Section F for other deliverable requirements. 

Sprint will accept and provide the status of trouble reports and complaints within the SMC in support of the trouble reporting functions as specified in RFP Section C.3.9. Section 9.0 fully describes FTS2001 user trouble and complaint reporting capabilities. Sprint will use proven FTS2000 Trouble Management procedures for receiving and handling user trouble reports and complaints to enhance FTS2001 processes and procedures. The trouble management procedures are provided in the Management proposal. Sprint will submit requested revisions, if any, within 60 calendar days after receiving notification that revisions are required.  The revisions will be provided to the Government in printed form or on media as specified in Section F.  Sprint understands the Government will approve the final revision within 21 calendar days after receipt.

4.3.2.2
Accept General User Inquiries (C.3.4.2.2)

The contractor’s CSO shall provide responses to user inquiries of a general nature such as:
(a)
Contractor’s established administrative and operational procedures
(b)
Contractor’s points of contact
(c)
User forum and training information
(d)
Trouble report, complaint, and service order status
Sprint’s CSO currently provides this level of service to users under the FTS2000 contract. The Sprint Service Management Center is responsible for providing this service to the Government and has trained and qualified Government Service Representatives (GSRs) who will  accept and respond to user inquiries of a general nature and will include the items listed for (a) through (d), of the stated requirements.

The SMC will use X and other support systems to query databases from each system to deliver expeditious service inquiries to the user community.  If the information is not available from a system, the SMC will route the requests to the appropriate subject matter expert (SME) who will immediately respond to user requests.  

4.3.2.3
Accept Billing Inquiries (C.3.4.2.3)

The contractor’s CSO shall provide responses to billing inquiries, such as:
(a)
Credit and debit requests
(b)
Credit and debit status
(c)
Dispute status
(d)
Account status
Sprint’s CSO currently provides this level of service to users under the FTS2000 contract. The Sprint Service Management Center is responsible for accepting billing inquiries  and will respond to the Government and user community.  The SMC has trained and qualified Government Service Representatives (GSRs) who will respond to billing inquiries listed for items (a) through (d), of the stated requirements.

The SMC will use X and other support systems to query billing systems to deliver expeditious service inquiries to the user community.  If the information is not readily available from any billing system, the SMC will route the requests to the appropriate billing subject matter expert (SME) who will immediately respond to user requests.

4.3.2.4
Training Registration and Distributing Documentation (C.3.4.2.4)

The contractor’s CSO shall manage the contractor’s training activities in support of Section C.3.10 including:
(a)
Registration of attendees
(b)
Scheduling of classes
(c)
Teaching of classes
(d)
Development and maintenance of training materials and associated documentation
Sprint has extensive experience in managing the administrative side of a large training functions. Each year our University of Excellence offers thousands of classes to over 48,000 Sprint employees across the country. In 1997, for example, more than 2,500 classes were listed in Sprint’s training catalog, and more than 350,000 student hours of training was delivered. As a result, we know that simply preparing materials and sending instructors out on the road is not nearly all that is involved in providing world-class training.  Sprint’s University of Excellence has over X people devoted to the important administrative tasks that underlie all training events.. These include scheduling classes, assigning trainers, registering attendees, producing documentation, warehousing supplies, shipping course materials, tracking attendance, and monitoring performance to name a few. 

Sprint’s GSD has considerable experience providing administrative support to Government training programs too.  The division has  an 800 number, a FAX machine, and an e-mailbox dedicated to accepting training registration requests from Government customers.. The GSD customer training catalog is updated with a new schedule of classes each quarter. GSD distributes periodic announcements of new classes via direct mail, e-mail, and as inserts to Network B’s Sprint newsletter. The division has prepared and shipped thousands of pieces of training documentation since 1989. 

Relying on the experience and expertise of these two professional organizations, Sprint will confidently manage FTS2001 training administration requirements, including:

• 
Registration of trainees

• 
Scheduling of classes

• 
Teaching of classes

• 
Development and maintenance of training materials and associated documentation.

4.3.2.5
Provide Technical Support (C.3.4.2.5)
The contractor’s CSO shall provide a technical group to support user agencies and the PMO regarding the services the contractor delivers to the Government.  Such support shall include, but not be limited to:
(a)
Answering questions related to how users can obtain the basic functions designed into the services the contractor delivers.
(b)
Advising users on the capabilities incorporated into service features.
(c)
Providing technical support to assist either the contractor technicians or the agencies or other organizations or personnel in the timely resolution of troubles.
(d)
Notifying users of new services and features that are planned or that have recently been added to the contract.
(e)
Providing support for service ordering and tracking process.
As successfully demonstrated under the FTS2000 contract, the Sprint Program Office (PO) will continue to be the main point of contact for all technical support issues.  The PO will involve other groups within the PO and Customer Service Office (CSO) to provide additional support as appropriate.  Examples of this type of support are described in the following paragraphs.

The System Design Engineers within the PO will continue to be responsible for overseeing the development and formulation of technical designs/solutions for FTS2001 agency users.  The system design engineers will work in conjunction with the sales account manager with assisting the agency user in identifying their telecommunications requirements and will recommend the appropriate service to the agency.  The system design engineers are knowledgeable of all services available to the agency users and can answer any questions regarding the basic functions and capabilities incorporated into these services. 

Sprint’s CSO will also provide technical support through the FTS2001 Technical Advisory Center (TAC).  The TAC, located in Herndon, VA, currently provides the highest level of FTS2000 technical expertise and will continue in this role under the FTS2001 program.  The TAC is organized to provide support to user agencies and the PMO in the areas of problem resolution. If a technical problem cannot be resolved through the standard trouble reporting process through the Service Management Center (SMC), the problem will be escalated to the TAC when the trouble ticket is concurrently escalated to the third level.  The interface relationships of the TAC are shown in Figure 2.B.4-4.

X

X 
The TAC is also the point of contact for obtaining all technical standards publications currently for FTS2000 and will continue in this role for FTS2001.  This includes interface requirements, benchmark procedures, and data acquisition.  The TAC will also provide technical direction to agency users or vendors desiring to interface equipment or systems to the FTS2001 network.  

The PO will continue to be responsible for notifying user agencies of new services and features that are planned or that have recently been added to the contract.  Currently this information is disseminated by a variety of methods:  verbally, in writing, by presentations at user forums, or by demonstrations at one of Sprint’s Applied Technology Centers.

The PO has been very successful in performing the service ordering and tracking function under FTS2000 and will continue in this role under the FTS2001 contract.  During this process if there is a question regarding the technical aspects of a service order, the sales design engineer will be involved in resolving the issue.  The user agency will be contacted to provide clarification if appropriate.  This action will be handled in an expeditious manner so that the service order is not delayed.   
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