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3.3
Demonstration of Financial Resources (L.38.3.3(c))
(c)
Demonstration of adequate financial resources, or the ability to obtain such resources as required during performance of the contract.
Please refer the attached Form 10-K and 10-Q for Sprint.
3.4
Demonstration of Ability to Comply with Delivery Schedule (L.38.3.3(d))
(d)
Demonstration of the ability to comply with the required or proposed delivery schedule, taking into consideration all existing business commitments, both commercial and Government.
Table 3.A.3-1 identifies Sprint's proposal intervals for service delivery under the contract:

Sprint regularly offers the proposed services in accordance with similar intervals.

Table 3.A.3.1
 Standard Service Order Intervals for Initial and Subsequent Service

FTS2001 Service
Standard Interval Calendar Days


Initial
Subsequent

1.
Circuit Switched Services (CSS)




a. Switched Voice Service (SVS)




(1) SVS-VPN
50
50


(2) SVS-VPN at Locations with spare T-1 capacity
30
30


(3) SVS-VPN at Locations with spare T-1 capacity. No CPE required
20
20


(4) SDIS/ISDN
50
50


(5) SDIS/ISDN Conversion
50
50


(6) Authorization Code Cards (FONCARDS)
30
30


(7) Virtual On-Net (VON)
30
30


(8) Virtual On-Net (VON) with auto dialer
45
45


(9) Add Stations to existing locations (ANI)
5
5


b. Circuit Switched Data Service (CSDS)




(1) SDS-VPN
50
50


(2) SDS-VPN at Locations with spare T-1 capacity
30
30


(3) Virtual On-Net (VON)
30
30


c. 800 and 900 Services




(1) SVS-VPN (Toll Free and Enhanced Toll Free)
50
50


(2) Inward Selected Access (ISA)
45
45


(3) Agency Recorded Message Announcement (ARMA)
45
45


(4) Toll Free Recorded Announcements
45
45


(5) Toll Free on VON
30
30

2. 
Switched Data Services (SDS)




a. Packet Switched Service (PSS)




(1) Dedicated Service (DAF)
60
60


(2) Dedicated Service at Locations with spare T-1 capacity
45
45


(3) Dial-up PSS
30
30


b. Frame Relay Service




(1) With Routing Service
90
90


(2) Without Routing Service
60
60


c. Internet Protocol Internetworking Service
60
60


d. Asynchronous Transfer Mode Service (ATM)
120
90

3.
Dedicated Transmission Services (DTS)




DDS (T-1)
50
50


DTS (9.6 - 56 kbps)
50
50


DDS and DTS if both ends have spare T-1 capacity
30
30

4
Reserved

































5
Reserved
















































6.
All Disconnects
30
30

7.
Moves and Changes




a. Inside Moves
45
45


b. Outside Moves
50
60


c. Changes
30
30

8.
International Services
I/CB
I/CB

Notes: Reserved











3.5
Demonstration of Record of Integrity (L.38.3.3(e))
(e)
Demonstration of a satisfactory record of integrity and business ethics.
With regard to integrity and ethics in the marketplace, Sprint continues to promote a strict code of professional conduct. Each employee is provided with, and required to read and sign, Sprint’s Code of Ethics. This is a detailed account of the standards we adhere to, including our approach to Federal Government contracts, inside information, international business, and political contributions and activities. This publication not only emphasizes the integrity expected of Sprint employees on a day-to-day basis, but explains what steps should be taken in the face of a real or potential threat to our Code.

These steps are clearly defined. An employee with an ethical concern will first consult their immediate supervisor. In the event that a supervisor is unable to produce a clear answer, one may consult the Sprint Hotline, managed and answered by the company Law Department, where he or she will receive advice pertinent to the situation at hand.

Company integrity is further maintained by Sprint’s Chief Ethics Officer, who manages the Ethics and Law Compliance Program. The program actively trains employees to recognize and avoid unethical business behavior, and to adhere to the law and our own Code of Ethics at all times.

These safeguards and channels within the Sprint organization are beneficial to those with whom we do business. Our commitment to integrity dictates that our customers receive nothing short of the highest level of privacy, without fear of the exploitation or abuse of proprietary information and technical developments. At Sprint, respect is paramount: respect for the law, respect for our customers, and respect for sound professional conduct.

Nothing, of course, demonstrates our commitment to sound business ethics better than our record. Sprint’s reputation as a demanding yet ethical contractor precedes us in all areas of our commercial service. In a marketplace where exemplary behavior often goes unrewarded, Sprint adheres to our Code of Ethics because it moves us towards our mission of being the best telecommunications company in the world. By combining excellent business ethics with excellence in technology and customer service, Sprint strives to set the standard by which all companies in the industry are measured.

3.6
Demonstration of Necessary Organization (L.38.3.3(f))
(f)
Demonstration of the necessary organization, experience, accounting and operational controls, and technical skills, or the ability to obtain them.
3.6.1
The Sprint Corporate Structure
Sprint is totally committed to delivering high-quality FTS2001 services to the Government.  Figure 3.A.3-1, Sprint Corporate Organization, shows the operational structure of Sprint, including our strategic alliances with Global One.  X.  The right side of the figure shows the Sprint line organizations that relate directly to the FTS2001 program. X
X
Figure 3.A.3-1    Sprint Corporation Organization 
The GSD and FTS2001 Program Office are highlighted in the figure to draw attention to their position in the corporate structure.  The following is a brief description of the upper level organizations that support Sprint GSD, FTS2000, and FTS2001:

• 
Long Distance Division - The Long Distance Division (LDD) provides global voice, video, and data communications services to nearly 8 million Government, business, and residential customers.  It provides voice services to more than 290 countries and locations, including connections to all of the world’s direct-dial countries.  X.  X.  
• 
Long-distance markets include small, medium, and large businesses; federal, state, and local Governments; and residential customers. The company is also developing a presence in emerging multimedia markets through rapid deployment of value-added services that are portable, customizable, and easy to use.

• 
Sprint Business - Sprint Business provides customized long distance solutions for small, medium, and large businesses, and to federal, state, and local Governments.  As part of Sprint Business, the Government Systems Division (GSD) meets the federal Government’s telecommunications needs on FTS2000 as well as other programs including the X. 


Sprint Business also provides telecommunications products and services to some of the largest companies in the U.S.  Our customers include X.


 and many other nationwide commercial entities.  As the J.D. Power customer survey revealed, Sprint is #1 in customer service, and that is how we keep our customers.  X.
The flow of responsibility and authority at Sprint is downward.  Figure 2.D.1-1 shows the flow of authority from Bill Esrey, Chairman and CEO, Sprint Corporation, to the FTS2001 PO.  Sprint holds its managers and directors accountable to the customer and empowers them with the responsibility and authority to perform their jobs and provide customer satisfaction.  At Sprint, the flow of information is bi-directional; it goes from top-to-bottom and from bottom-to-top to ensure that program status is known at the upper levels of management and that corporate information flows down to the employee level. 

X the proposed FTS2001 Program Director, have the responsibility and authority to perform on the contract.

X
  And, in the event additional resources are required for certain tasks, they can draw from the entire Sprint Corporation, which has stated its total commitment to the Government on this contract.

3.6.2
Government Systems Division (GSD)
GSD, headed by Don Teague, Vice President and General Manager, provides telecommunications services for federal agencies under the FTS2000 contract and under non-FTS contracts with military and civilian agencies.  GSD, which has been responsible for the FTS2000 Network B, will also be responsible for administering, transitioning, migrating, operating, and maintaining the FTS2001 contract. Figure 2.D.1-1 shows where the GSD is placed in the corporate structure.

Established in 1987, the GSD, located in Herndon, Virginia, is responsible for providing the total life cycle of telecommunications services, sales, sales support, and program management for Sprint’s federal Government customers.  Assisted by other corporate divisions, Sprint GSD offers and supports the full range of Sprint product and service offerings for all of Sprint’s Government customers.  Through negotiated agreements with Global One and Sprint PCS, and relationships with non-Sprint partners, GSD also provides emerging technologies and international services for total end-to-end solutions.

GSD has a dedicated staff of skilled personnel with a broad range of experience implementing, managing, operating, and maintaining large Federal Government programs.  Currently GSD employs more than 200 associates nationwide.  From communications needs analysis to network design and management, GSD serves as a single source provider of solutions to Government requirements.  And, when necessary, GSD can leverage the technical strength and expertise found throughout Sprint.

GSD employs a wide range of technology and facilities to fulfill the requirements of these programs.  We have successfully managed and maintained the implementation of private and public telecommunication service contracts; from initial concept, to full production, to on-going operations.  GSD fully understands how to manage and maintain complex customer networks.  This and our FTS2000 experience ensure the Government that Sprint will provide the FTS2001 program with the most capable, dedicated personnel available to support program requirements.
3.7
Demonstration of Necessary Production and Equipment and Facilities (L.38.3.3(g))
(g)
Demonstration of the necessary production, construction, and technical equipment and facilities, or the ability to obtain them.
Please refer to Sprint’s financial statements with regard to our assets including inventories, property, plant and equipment.  Major capital expenditures were made in the network facilities in 1997 and Sprint continues to invest in its affiliate operations.
3.8
Demonstration of Qualification to Receive an Award (L.38.3.3(h))
(h)
Demonstration that the offeror is otherwise qualified and eligible to receive an award under applicable laws and regulations.
Sprint is a current provider of services under the FTS2000 contract and has never been suspended, debarred, or otherwise failed to receive an award because of a negative determination by a Contracting Officer.
4.0
Annual Report (L.38.3.4)
A copy of the organization’s most recent annual report shall be submitted as part of the business proposal.  Annual reports shall also be submitted for all proposed major subcontractors.
Please see the hard copies of the 1996 annual report for Sprint.  Please see the hard financial information, as well as the 10-K and 10-Q references to Global One, Sprint’s major subcontractor.
5.0
Small Business Subcontracting Plan (L.38.3.5)
If the proposed contract exceeds a total estimated cost of $500,000 for the entire period of performance, the offeror is required to submit an individual subcontracting plan, specific to the FTS2001 procurement in accordance with Clauses I.1.23, L.5 and L.6.  This provision does not apply to small business concerns.

Sprint has enclosed its individual subcontracting plan, specific to the FTS2001 procurement in accordance with the RFP requirements.  The actual percentages shall be provided upon submission of the pricing proposal.

6.0
Restrictions on Government Use of Sprint-Developed Software (L.14)
The offeror’s attention is called to the requirement that any restrictions on the Government concerning use or disclosure of computer software that was developed at private expense and is to be delivered under the contract must be set forth in an agreement to be negotiated prior to award and made a part of the contract.  Therefore, the offeror shall identify in its proposal, to the extent feasible, any such computer software that was developed at private expense and upon which it desires to negotiate restrictions, and shall state the nature of the proposed restrictions.  A listing of such software shall be attached to and included as part of the Business Proposal.  If no such computer software is identified in the proposal, it will be assumed by the Government that it has unlimited rights.
At this time, Sprint will, during negotiations, extend to or obtain for the Government the right to use for Governmental purposes required under the contract, all software delivered in support of the network monitoring and management system and / or relating to or delivered by the Sprint Program Office or Customer Service Office which has been or will be developed at private expense.

At this time software which has been, or will be developed at private expense includes, but is not limited to, that provided under:

· Section 5.4.1.3 “Service Request Templates –Functionality” (RFP Section C.3.5.4.1.1)

· Section 5.4.1.4 “Service Request Templates-Information Center” (RFP Section C.3.5.4.1.2) Software provided for the placement of service requests as noted in Section 5.1 “System Requirements” (RFP Section C.3.5.1) for access to service ordering and tracking systems

· Software provided for RFP Section C.3.2.7 “Data Requirements” for access to network monitoring and management systems.

7.0 Corporate Structure (L.38.3.7, H.11.2)

L.38.3.7 The offeror shall submit the information on its Corporate Structure in accordance with Section H.11.2.

H.11.2 The offeror shall provide and the contractor shall maintain after award documentation describing its corporate organization.  The revised documentation shall be updated within 10 calendar days of any change.

Sprint will provide and maintain after contract award documentation describing our corporate organization. The revised documentation will be updated within 10 calendar days of any change.

This documentation shall include but not be limited to the following information:

 (a)
The contractor’s, the contractor’s subsidiaries, and major subcontractors’ organization charts and descriptive text clearly depicting the areas of responsibility and flow of authority within each organization.

 (b)
Charts that show the functional relationships among organizational elements and identify the positions of key personnel assigned to carry out this contract.

 (c)
Relationship of the highest ranking individual assigned to this contract to the corporate Chief Operations Officer, President, and Chief Executive Officer.

 (d)
Organization charts and plans that clearly depict the areas of responsibility and flow of authority between the contractor and its subsidiaries and/or major subcontractors.

 (e)
Charts and descriptive text indicating the contractual, technical, and administrative interfaces between the Government and the contractor, the contractor’s subsidiaries, and major subcontractors.

 (f)
A description of the contractor’s, the contractor’s subsidiaries’, and the major subcontractors’ management systems, including the controls and scheduling techniques to be used for ensuring task accomplishment and procedures for ensuring complete coordination of all activities, as well as escalation procedures to be used to ensure task accomplishment.

 (g)
A description of the relationship of the contractor’s, the contractor’s subsidiaries’, and major subcontractors’ organizations, which are responsible for managing both the project and individual activities of the project, to the corporate or “home” office during transition, migration, implementation, and operation.  This description shall include a clear definition of the level of authority delegated to the manager of the local organization(s).  A description of any corporate or “home” office resources, including manpower, computers, software, shop, service engineering or service development organization, applied research laboratory, etc., to be committed to this contract on an as-needed basis, and the procedures for using these resources, shall be included.

 (h)
A description of corporate escalation procedures for resolving critical issues, including points of contact.
Sprint's documentation will include, but not be limited to, the following information:

• 
Sprint’s and its subcontractor’s organization charts and descriptive text clearly depicting the areas of responsibility and flow of authority within each organization.

• 
Charts that show the functional relationships among organizational elements and identify the positions of key personnel assigned to carry out this contract.

• 
Relationship of the highest ranking individual assigned to this contract to the corporate Chief Operations Officer, President, and Chief Executive Officer.

• 
Organization charts and plans that clearly depict the areas of responsibility and flow of authority between Sprint and its major subcontractors.

• 
Charts and descriptive text indicating the contractual, technical, and administrative interfaces between the Government and Sprint, and between Sprint and its major subcontractor.

• 
A description of Sprint’s and our major subcontractor’s management systems, including the controls and scheduling techniques to be used for ensuring task accomplishment and procedures for ensuring complete coordination of all activities, as well as escalation procedures to be used to ensure task accomplishment.

• 
A description of the relationship of Sprint’s and our major subcontractor’s organizations that are responsible for managing both the project and individual activities of the project, to the corporate or “home” office during transition, migration, and implementation, and operations,  This description will include a clear definition of the level of authority delegated to the manager of the Sprint FTS2001 PO. 

Sprint will include a description of any corporate or “home” office resources, including manpower, computers, software, shop, service engineering or service development organization, applied research laboratory, etc., to be committed to the FTS2001 contract on an as-needed basis, and the procedures for using these resources. 

FTS2000, Sprint’s largest contract, has helped shape portions of the Sprint corporate structure, especially the Government Systems Division (GSD).  More than 200 GSD employees support the FTS2000 program today, many with seven, eight and nine years of FTS experience. Sprint GSD has partnered with GSA on the FTS2000 contract and we will leverage that relationship on the FTS2001 contract.  The Joint Quality Council, composed of GSA and Sprint employees, is just one way we have partnered and increased quality of processes and procedures to the benefit of both the Government and Sprint.

Sprint has the FTS2000 experience and a successful working relationship with the GSA.  We hope to further that relationship on the FTS2001 contract.

7.1
Functional Relationships (H.11.2(a))
(a) The contractor's, the contractor's subsidiaries, and the major subcontractors’ organization charts and descriptive text clearly depicting the areas of responsibility and flow of authority within each organization. 

(b) Charts that show the functional relationships among organizational elements and identify the positions of key personnel assigned to carry out this contract.

(c) Relationship of the highest ranking individual assigned to this contract to the Corporate Chief Operations Officer, President, and Chief Executive Officer.

This section describes the areas of responsibilities and flow of authority in the Sprint corporate organization and in our subsidiary’s corporate organization.

7.1.1
The Sprint Corporate Structure
Sprint is totally committed to delivering high-quality FTS2001 services to the Government.  Figure 3.A.7-1, Sprint Corporate Organization, shows the operational structure of Sprint, including our strategic alliances with Global One.  The operating divisions: Long Distance, Local Telecommunications, Sprint International, National Integrated Services, and Sprint Wireless, report directly to Ron LeMay, the President and Chief Operating Officer.  The right side of the figure shows the Sprint line organizations that relate directly to the FTS2001 program.  

X.
Figure 3.A.7-1    Sprint Corporation Organization 
The GSD and FTS2001 Program Office are highlighted in the figure to draw attention to their position in the corporate structure.  The following is a brief description of the upper level organizations that support Sprint GSD, FTS2000, and FTS2001:

• 
Long Distance Division - The Long Distance Division (LDD) provides global voice, video, and data communications services to nearly 8 million Government, business, and residential customers.  It provides voice services to more than 290 countries and locations, including connections to all of the world’s direct-dial countries.  The LDD also operates SprintNet®, the world’s largest public data network, with switching centers in more than 300 major cities in Europe, Asia, and Latin America. 

• 
Long-distance markets include small, medium, and large businesses; federal, state, and local Governments; and residential customers. The company is also developing a presence in emerging multimedia markets through rapid deployment of value-added services that are portable, customizable, and easy to use.

• 
Sprint Business - Sprint Business provides customized long distance solutions for small, medium, and large businesses, and to federal, state, and local Governments.  As part of Sprint Business, the Government Systems Division (GSD) meets the federal Government’s telecommunications needs on FTS2000 as well as other programs including the Air Force NEXRAD weather tracking system, the NS/EP Government Emergency Telecommunications Service (GETS), and Department of Veteran’s Affairs Integrated Data Communications Utility (VA IDCU).

Sprint Business also provides telecommunications products and services to some of the largest companies in the U.S.  Our customers include X and many other nationwide commercial entities.  As the J.D. Power customer survey revealed, Sprint is #1 in customer service, and that is how we keep our customers.  X.
The flow of responsibility and authority at Sprint is downward.  Figure 2.D.1-1 shows the flow of authority from Bill Esrey, Chairman and CEO, Sprint Corporation, to the FTS2001 PO.  Sprint holds its managers and directors accountable to the customer and empowers them with the responsibility and authority to perform their jobs and provide customer satisfaction.  At Sprint, the flow of information is bi-directional; it goes from top-to-bottom and from bottom-to-top to ensure that program status is known at the upper levels of management and that corporate information flows down to the employee level. 

X, the proposed FTS2001 Program Director, have the responsibility and authority to perform on the contract.  And, in the event additional resources are required for certain tasks, they can draw from the entire Sprint Corporation, which has stated its total commitment to the Government on this contract.  X.
7.1.2
Government Systems Division (GSD)
GSD, headed by Don Teague, Vice President and General Manager, provides telecommunications services for federal agencies under the FTS2000 contract and under non-FTS contracts with military and civilian agencies.  GSD, which has been responsible for the FTS2000 Network B, will also be responsible for administering, transitioning, migrating, operating, and maintaining the FTS2001 contract. Figure 3.A.7-1 shows where the GSD is placed in the corporate structure.

Established in 1987, the GSD, located in Herndon, Virginia, is responsible for providing the total life cycle of telecommunications services, sales, sales support, and program management for Sprint’s federal Government customers.  Assisted by other corporate divisions, Sprint GSD offers and supports the full range of Sprint product and service offerings for all of Sprint’s Government customers.  Through negotiated agreements with Global One, and relationships with non-Sprint partners, GSD also provides emerging technologies and international services for total end-to-end solutions.

GSD has a dedicated staff of skilled personnel with a broad range of experience implementing, managing, operating, and maintaining large Federal Government programs.  Currently GSD employs more than 200 associates nationwide.  From communications needs analysis to network design and management, GSD serves as a single source provider of solutions to Government requirements.  And, when necessary, GSD can leverage the technical strength and expertise found throughout Sprint.

GSD employs a wide range of technology and facilities to fulfill the requirements of these programs.  We have successfully managed and maintained the implementation of private and public telecommunication service contracts; from initial concept, to full production, to on-going operations.  GSD fully understands how to manage and maintain complex customer networks.  This and our FTS2000 experience ensure the Government that Sprint will provide the FTS2001 program with the most capable, dedicated personnel available to support program requirements.

7.1.3
Sprint FTS2001 Program Office
Sprint will establish a FTS2001 Program Office (PO), organized as shown in 
Figure 3.A.7-2, to be the principal point of contact for the GSA Program Management Office (PMO), user agencies, authorized agency representatives, and GSA representatives at FTS2001 user locations. The structure of the Sprint FTS2001 PO is similar to the Sprint FTS2000 PO.  We are leveraging our FTS2000 experience for FTS2001, especially by adding the marketing group to assist GSA in marketing the contract to Government agencies. 

X.
Figure 3.A.7-2    Sprint FTS2001 Program Office 
The structure of the Sprint FTS2001 PO, with its short chain of command, will improve communication between GSA, user agencies, and Sprint.  It will also lead to better customer service, improve service delivery, assist GSA in marketing FTS2001 services, and more quickly provide enhanced and emerging services.

Led by Program Director, X, the Sprint PO is comprised of  two functional groups required to meet FTS2001 requirements:  X.
• 
Program Administration, which includes: 

– 
Program Management

– 
Contract and subcontract administration

– 
Transition, migration and implementation planning, coordination and implementation

– 
Marketing assistance for GSA

– 
Technical and engineering consulting by Sprint’s highly qualified telecommunications engineers

– 
User complaints

• 
Customer Service, which includes 

– 
Network management 24 hours a day, 7 days a week for domestic and international services

– 
Service management 24 hours a day, 7 days a week for domestic and international services

– 
Network security 24 hours a day, 7 days a week for domestic and international services

– 
Physical security at Sprint sites 24 hours a day, 7 days a week for domestic and international services

– 
Service ordering

– 
Billing and Invoicing

– 
Technical Advisory Center, which is staffed by experienced personnel that can assist the Government on technical issues

– 
Training

• 
Business systems development, which maintains the core Sprint Government and commercial auto

mated systems

X will ensure that both functional groups meet the contract requirements and provide superior customer satisfaction.  X.

Table 3.A.7-1 identifies Sprint’s proposed personnel who will staff the Sprint PO.  Sprint has proposed experienced, senior level personnel, most of whom are currently assigned to, or support, the FTS2000 program. Resumes and letters of commitment for all key personnel are found in Appendix A and B, respectively

X
X
X
X
X

X





X





SO, MG
X

Assistant Vice President
Sprint GSD
13221 Woodland Park Drive
Herndon, VA 20171
Assistant Vice President
FTS2001 Program Office
X
Oversight responsibility for the current FTS2000 contract including the new FTS2001 program, specifically, the PO and CSO day-to-day operations and strategic marketing activities.

SO, MG
X

FTS2001 Program Office

Sprint GSD

13221 Woodland Park Drive
Herndon, VA 20171
Program Director, FTS2001
X
Responsible for overall planning, directing and coordinating the work activity of management and technical personnel involved in the FTS2000 and FTS2001 programs.

MG, TS
X

Manager, Area Technical Support

Sprint - BSG

13221 Woodland Park Drive
Herndon, VA 20171
Manager, FTS2001 Technical Advisory Center (TAC)
X
The TAC currently provides the highest level of FTS2000 technical expertise and will continue to under the FTS2001 program. It is organized to provide support to user agencies and the PMO in the areas of problem resolution, implementation and installation of new and existing services, research and development and planning, standards and services delivered under FTS2001.

A, MG
X

Order Administration

Sprint

Cumberland Circle

Atlanta, GA
Director, Order Administration


X
Responsible for directing all aspects of service order administration, from initial order entry (manual or automated).

A, MG
X

Manager, Service Management Center

Sprint GSD

13221 Woodland Park Drive
Herndon, VA 20171
Manager, FTS2001 Service Management
X
The Service Management Center (SMC) operatesXThe SMC is a centralized customer service and trouble management center hub for support on domestic and international service issues and service outage credits. The SMC works in concert with other support centers to resolve domestic and international service issues and is staffed with specially trained personnel, backed up by Sprint’s network engineers-the best in the business!

E/A, MG
X

Manager, Network Security

Sprint

12490 Sunrise Valley Drive

Reston, VA 20196
Manager, Network Security
X
The Network Security group is primarily responsible for maintaining and investigating Data network related incidents. Also data network has the responsibility of maintaining IP services and the Data network issues.

SO, C
X

Materials and Subcontracts Management

Sprint-GSD

13221 Woodland Park Drive
Herndon, VA 20171
Manager, Materials and Subcontracts Management
X
Responsible for soliciting, negotiating, and awarding subcontracts and supplier agreements in support of FTS2001. Principal responsibility will be to ensure subcontractor compliance on all technical and administrative issues.

M, MG
X

Strategic Marketing

Sprint-GSD

13221 Woodland Park Drive
Herndon, VA 20171
Manager, FTS2001 Marketing Group
X
The FTS2001 marketing team will work closely with the GSA to familiarize FRS2000 and non-FTS2000 user agencies with the benefits of new FTS2001 contract vehicle. The FTS2001 marketing team works in the context of GSD’s highly successful Life-Cycle Team Management approach and will also work in concert with our FTS2001 network design engineers, sales federal account managers, and the program office team.

C, MG
X

FTS2001 Contract Administration

Sprint GSD

13221 Woodland Park Drive
Herndon, VA 20171
Manager, Contract Administration
X
Responsible for contract and subcontract administration (dotted line), procurement activities, and ensuring that Sprint is in compliance with the contract terms.

E, T
X

Sprint GSD

13221 Woodland Park Drive
Herndon, VA 20171
System Design Engineer
X
Responsible for the design, development, and implementation of FTS2001 engineering changes/ enhancements. Works closely with network personnel at corporate headquarters.

A, MG
X

Manger, FTS2001 Training

Sprint GSD

13221 Woodland Park Drive
Herndon, VA 20171
Manager, FTS2001 Quality and Training

Manager, FTS2000 Quality and Training
X
Responsible for all user support, training, and publications. The Manager will interface with the PMO to understand and develop new and retraining requirements, and will plan and schedule supplemental training as required by the RFP. Also has responsibility for ensuring all Government personnel are properly trained and will direct Government training activities within his group to provide Executive training. General User Trainer training, Designated Agency Representative (DAR) training and Administration and Operations training.

A, MG
X

Office of Transition Management

Sprint GSD

13221 Woodland Park Drive
Herndon, VA 20171
Director Transition ManageX
X
X
Directs the planning and execution of all transition activities. These activities include developing site-specific cutover plans, preparing contingency plans and escalation procedures, managing in detail the RBOCs/ LECs who will participate in cutovers, test and acceptance activities, ensuring training is completed prior to cutover, distribution of transition management reports, and preparation of the users at each agency and location for transition.

E, MG
X

Manager, System Design Engineering Group

Sprint GSD

13221 Woodland Park Drive

Herndon, VA 20171
Manager, System Design Engineering
X
Responsible for the planning and engineering functions to ensure that telecommunications resources are available and tailored to meet evolving Government requirements. Responsible for ensuring service inter-operability, developing and maintaining a contingency and restoral plan and continuously assessing current and anticipated communications technologies to meet the Government goals and plan network services that meet the near-term and long-

A

MG


X

Manager, Program Management

Sprint-GSD13221 Woodland Park Dr. Herndon, VA 20171


FTS2001 Program Management (PM)
X
Responsible for overseeing FTS2001 program managers, implementation and installation of services activities. 

A, MG
X

Security Manager

Sprint GSD

13221 Woodland Park Drive

Herndon, VA 20171
Manager, FTS2001 Security
X
The Security Manager is primarily responsible for maintaining and investigating Voice network security issues and issues related to voice network security incidents and fraud.  Maintaining and updating established FTS and Sprint security procedures, maintaining the list of security clearances and levels, and practices, which ensure that the requirements of the Government for safeguarding classified material and data elements are met. In addition, this individual is responsible for ensuring prudent measures to detect and prevent  fraud abuse related to the Voice FTS program. 

A, SO
X

Director, X
Sprint GSD

13221 Woodland Park Drive

Herndon, VA 20171
Director, FTS2001 Network Management
X
The X serves as the primary department for network monitoring, performance monitoring and data performance compliance of FTS2000 services and will augment services to support the new FTS2001 program. The Xwill provide network compliance performance data information for all services to the Government PMO and be the focal point for network performance and monitoring of FTS2001 services. 

T, MG
X

Business Systems Development

Sprint

12490 Sunrise Valley Drive

Reston, VA 20196
Director, Business Systems Development
X
Responsible for coordinating all resources to ensure FTS2001 support systems requirements are met.

A, MG
X

FTS2001 Program Manager, Sprint GSD

13221 Woodland Park Road, Herndon, VA 20171
FTS2001 Program Manager
X
Provides leadership for the necessary balance between the Government requirements and corporate responsibility to achieve customer satisfaction, continually strives to foster organizational teamwork, and guides process and product improvements to achieve improved cycle time and quality of service. Further, the Manager, Program Management will improve customer service levels through proactive management of all functional areas supporting the FTS2001

E, T
X

Sprint GSD

13221 Woodland Park Road

Herndon, VA 20171
Sales Engineer


X
Responsible for the design, development, and implementation of FTS2001 engineering changes/ enhancements.  Works closely with network personnel at corporate headquarters.

A, SO
X

Global Customer Service Center (GCSC)

12490 Sunrise Valley Drive

Reston, VA 20196
X, Director, Global Customer Service Centers (GCSC)
X
The GCSC works in concert to support the SMC, to resolve global trouble tickets related to international network service issues and are staffed with specially trained personnel, backed up by foreign post telephone and telegraph (PTT), international and local telephone carriers. 

A, SO
X

Sprint GSD

13221 Woodland Park Drive

Herndon, VA 20171
Director, FTS2001 Billing and Invoicing

Director, Virginia Billing Services
X
Responsible for directing the billing systems operation, and internal interfaces within the PO to ensure that all FTS2001 billing requirements are met. Further responsibilities include credit adjustments, billing reconciliation, resolving billing disputes and billing data retention.

Table 3.A.7-2, Proposed Key Personnel, identifies the qualifications of our key personnel. 

X

Rationale for Selecting Proposed Staff
GSA will see many familiar names in Table 2.D.1-1 in the program administration group: X  There are also familiar names in the customer service organization: X

X
Sprint is proposing many of these people because of the caliber of performance on the FTS2000 contract. As an incumbent, GSA and many agencies have worked with these people for up to nine years, and have a comfortable working relationship.  All Sprint proposed personnel are skilled, knowledgeable, professional, and extremely capable.  Their resumes are found in Appendix A.

Sprint is ready to begin performance immediately after contract award.  Another reason Sprint selected these people is because of their ability to review FTS2000 contract performance and develop fresh approaches to providing and managing FTS2001 products and services.

7.1.4
Global One
Global One is Sprint’s major subcontractor on the FTS2001 program.  However, Global One is more than a subcontractor; it is an equally-owned partnership formed by Sprint, France Telecom and Deutsche Telekom.

Since the early 1980s, Sprint has formulated alliances, partnerships and joint ventures on a global basis to better serve the needs of our growing base of multinational customers.  To this end, one of the most important partnerships in the telecommunications industry was launched on February 1, 1996.  Sprint, France Telecom, and Deutsche Telekom developed a global partnership that offers superior and cost effective global telecommunications services to business, consumer, and carrier markets worldwide.  This partnership became Global One.

Two Key advantages to conducting international business with Sprint are:

• 
One Point-of-Contact - Locally based global account managers handle every aspect of international communications requirements, from designing the service portfolio to answering billing questions.

• 
One Point-of-Support - 24 hours-a-day, 7 days-a-week, dedicated service agents are ready to respond to any question or problem.

The information systems infrastructure of Global One will be capable of supporting multi-currency and multilingual billing, consolidated billing and reporting, and global service management—as befits a truly global company.

The Global One Sprint Support organization, under X, Vice President assists and supports Sprint in their efforts to sell Global One products to multinational customers within the United States.  This organization includes the program management group which acts as the lead contact point for updating the progress on implementation of Global One voice and data products.  Their efforts begin from initial kick-off of implementation all the way through testing of the service.  Other activities include providing documentation on dial plans, test plans, network designs and more.  They also coordinate the accessibility of resources to support off-shore activities, product management, provisioning, network functions, and vendor involvement. Xorganization will be the primary interface to Sprint in support of the FTS2001 program.  Figure 3.A.7-3 details the Global One Organization.  X

X

Figure 3.A.7-3   Global One Organization 
From the very beginning, Sprint through Global One has been able to offer corporate network services in more than 65 countries using over 1,200 points of presence.  Within five years, this presence will be extended to more than 1,000 data nodes in 100 countries.

The Global One Partnership
This joint venture differs significantly from other alliances in many ways, including the following:

• 
The charter is broader, covering networking requirements of global business, consumer, and carrier markets.

• 
Global One was created to provide a broad range of international services by integrating the expertise of its three parent companies.

• 
Each of the three owners has an equal voice in determining the strategic direction of the enterprise.

Taken separately, Sprint, France Telecom, and Deutsche Telekom already have significant international and offshore operations aimed at serving the global requirements of medium, large, and multinational corporations—as well as Governments.  These activities require global product management, offshore implementation of end-to-end network platforms and trouble resolution, and out-of-home-country sales and sales support.  Global One is the only global alliance that operates as a single company providing these global platforms under one roof.  

Through this partnership with two of the world’s largest telecommunications companies, Sprint has become a leader in providing global telecommunications.  Sprint’s global presence can effectively address the Government’s current and future international telecommunications needs.

7.2
Areas of Responsibility Between Offeror and Subcontractors (H.11.2(d))
(d)
Organization charts and plans that clearly depict the areas of responsibility and flow of authority between the contractor and its subsidiaries and/or major subcontractors.
One of Sprint’s best corporate practices has been to establish full accountability for supplier performance with the appropriate Program Office.  That accountability includes a commitment that all selected suppliers [affiliates, subsidiaries, and subcontractors] will deliver exceptional customer service to the commercial and Government marketplace.  The 

FTS2001 Program Director and his team, in partnership with X, Director, Subcontract Administration, will ensure that all suppliers positively affirm and support the Government objectives articulated in the FTS2001 contract.  For administrative and contractual matters related to supplier performance, authority rests with X to communicate Statement of Work requirements, negotiate terms and conditions, and resolve all contract interpretation and compliance matters.  Technical, billing, and customer service requirements are defined and performance measured by the FTS2001 Program Manager, who relies heavily on project plans developed in conjunction with the supplier to reinforce agency and end user objectives, to track key program deliverables, identify and address critical path elements, and establish benchmarks for future improvement in supplier performance. This is much the same procurement model as that used by the federal Government today; it effectively channels various organizational interests into a cohesive interface for the benefit of both purchaser and seller. X

Sprint has two objectives in mind in defining the flow of authority between its organization and that of its major subcontractors.  First, there must an absolute commitment by the highest levels within the supplier organization to the FTS2001 program by assignment of a key facilitator with the authority to make critical program decisions and commit resources on behalf of the organization.  Secondly, the Sprint/supplier relationship must appear seamless to the end user agency from a customer service, billing, and program management perspective.  Though Sprint owns the contractual relationship with various Government agencies, it is imperative that the suppliers acknowledge co-ownership of this relationship by structuring their support functions to effectively market, manage, and deliver services on behalf of Sprint.   We are convinced that our key partners understand our objectives and have proposed solutions and a management structure that assures Sprint that these two objectives will be met.

In terms of area of responsibility, Global One will provide all International Switched Voice Service, International Internet Protocol Internetworking Service, International Frame Relay Service, International Packet Switched Service, and an International ATM Testbed for future introduction of global ATM.

7.3
Interfaces Between Government and Offeror (H.11.2(e))
(e)
Charts and descriptive text indicating the contractual, technical, and administrative interfaces between the Government and the contractor, the contractor's subsidiaries, and the major subcontractors.
Sprint GSD is responsible for providing total customer satisfaction to the Government and the best way to accomplish this is through open communications.  If a Government user or official picks up the phone and calls his counterpart at Sprint, major problems (including escalation) can often be avoided.

As prime contractor, Sprint GSD is responsible for all contractual, technical and administrative interfaces with the Government, with the FTS2001 PO being the single point-of-contact for the GSA, Government agencies, and end users.  Figure 3.A.7-3 depicts the different levels of interaction between GSA and the user agencies with Sprint.
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Figure 3.A.7-4    Interaction between the Government and Sprint 
Figure 3.A.7-4 illustrates the flow of information among the Government, Sprint, and the Sprint corporate organization. Figure 3.A.7-5 shows at a detailed level, contracting, technical and administrative interactions between the Government and Sprint. The GSA Contracting Officer (CO) will interact with the Sprint Contract Manager, X, or her X
representative on all issues relating to contract administration and contract performance. As specified in the contract, Sprint will provide all status and performance reports to the CO.

X
Figure 3.A.7-5    Contractual, Technical and Administrative Interactions 

Before transition, migration or implementation, Sprint assigns the specific agency to a FTS2001 program manager, who is responsible for all the life cycle activities required to provide telecommunications services.  The Sprint program manager works with the Office of Transition Management during transition to or from the Sprint FTS2001 network, or migration and implementation to the Sprint FTS2001 network.  The Sprint program manager is responsible for all day-to-day operational issues and status reporting.  The Sprint program manager will interact with the GSA or agency program manager on these types of issues.

For technical and administrative issues, the GSA COTR or agency point-of-contact will first call the Sprint program manager and inform him/her of the issue.  For technical issues, the Sprint program manager determines which technical resource(s) to call: one of the FTS2001 system design engineers, the Sprint Office of Transition Management, or someone on the agency’s life-cycle team.  The Sprint program manager will either handle the administrative issue or forward it to an appropriate Sprint fix-agency.

If the Government has a billing inquiry, Government representatives can contact the director of the Sprint FTS2001 Billing Group, who is responsible for responding to the inquiry.  If an FTS2001 user experiences a trouble of any kind, he will call the 800 number for the Sprint FTS2001 Customer Service Organization (CSO), which is the first level for support.  The Billing manager or CSO representative will inform the Sprint program manager of the call.  By providing the Government direct contact with CSO personnel, Sprint believes that problems/ issues will be solved more quickly to the benefit of both the Government and Sprint.

The GSA will have seamless interaction with the PO. 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 FTS2001 services.

7.4
Procedures for Ensuring Coordination of all Activities (H.11.2(f))
(f)
A description of the contractor's, the contractor's subsidiaries’, and the major subcontractors’ management systems, including the controls and scheduling techniques to be used for ensuring task accomplishment and procedures for ensuring complete coordination of all activities, as well as escalation procedures to be used to ensure task accomplishment.
As a large provider of information, technology, and telecommunication products and services to Government customers, it is mandatory that Sprint have the controls, processes, procedures, and automated systems in place to ensure all tasks are completed as scheduled.

The FTS2001 PO will use several management systems to ensure coordination and completion of all tasks from the delivery of products and services to contract compliance.  These procedures, processes and systems are currently in use today on the FTS2000 program.  The following paragraphs address the systems Sprint uses to track product and service delivery, trouble management, managing supplier performance, and contract management.

Product and Service Delivery
The processes for product and service delivery are order entry, implementation, billing, and service management.  These four processes are key to meeting our customer expectations.  Sprint has specific edits included in our service order tracking system to ensure coordination and completion of tasks.  The steps involved in meeting order entry and implementation include:

• 
Receipt of order

• 
Validation of order

• 
Order package generated

• 
Order keyed into Sprint systems

• 
Provisioning of facilities

• 
Test and acceptance of facilities

• 
Deliver the service to the customer for acceptance

• 
Issue Service Availability documentation to customer
The user’s expectations for service and delivery are established during the pre-sales process.  Sprint’s service order tracking system tracks critical dates and milestones associated with the implementation process. Various internal organizations, as well as subcontractors provide the information.  We monitor critical dates, identify risks, and resolve problems through escalation to the responsible functional organizations.  This service order tracking system is currently used for the ordering, tracking and implementation of products and services for FTS2001.  

On a monthly basis, Sprint’s billing department produces activity-based management reports.  These reports track the cycle time of invoice production, quantity of disputes by reason code, dollars withheld per invoice, and other pertinent account data.  

Trouble Management

Sprint’s trouble management system is used by all of the functional groups responsible for the maintenance of FTS2000 services.  It is the main vehicle used to track both customer-reported problems and proactive network-related outages.  The customer service representatives update and escalate open trouble tickets.  The information reported and tracked are mean-time-to-repair (MTTR), mean-time-to-close (MTTC), and the number of trouble tickets opened and closed. 

Management of Supplier Performance
Sprint seeks suppliers who can develop and maintain mutually beneficially long-term business relationships.  Sprint’s external suppliers provide a wide variety of products and services.  Sprint measures the performance of its suppliers by the following principal requirements:

• 
Delivery - includes on-time delivery; lead time competitiveness; delivery of contracted items and services; packaging and palletizing; accurate documentation and identification; and handling of emergency deliveries.

• 
Pricing - includes competitive pricing and value; price stability; price accuracy; and advance notice of price changes.

• 
Customer Service - includes compliance to agreement; supplier representatives’ sincere desire to service; cost effectiveness and sensitivity to customer costs; sales support and customer service effectiveness; market insight; training for supplier’s product s and services; technical support; problem resolution; and emergency support.

• 
Products and Services - includes billing product and services meeting specifications; hardware reliability and durability; software performance and reliability; new feature introduction; reliability of repairs; warranty coverage; and product and service state-of-the-art.

Contract Deliverables
Sprint tracks contract deliverables using several systems. Sprint tracks Key Service Indicators in a management system that provides on-line access to the Government as well as Sprint.  The system provides the current month’s key service indicators in detail.  The results of previous months are displayed as shown in Figure 3.A.7-6.  In addition, a contract deliverables scheduled is maintained in a Filemaker database as shown in Figure 3.A.7-7.  The Program Office tracks items such as the name of the deliverable, responsible department, submission date to the Government, BAFO reference, and schedule information.
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Figure 3.A.7-6    Key Service Indicators 

Figure 3.A.7-7    Deliverables Schedule 
Subcontractor Management Systems
The Global One Sprint support organization provides pre-sales support ,and post- sales implementation to multi-national customers.  Under a partnership agreement with Sprint, Global One uses a number of processes and management systems to ensure coordination of activities.  Global One procedures include:

• 
Sales Administration. Sales Administration encompasses the ongoing customer-specific support of administrative, order implementation, change management, and billing services. Sales Administration also includes contract support and order management.

– 
Contract support – which ensures the requirements are comprehensively captured in the execution of services and supporting efforts for the customer

– 
Order management – ensures that the correct order information is in the order administration management system and ensures the order is processed through an appropriate Global One coordination point for activities required to implement the order across two or more locations

Global One has the procedures and follow-up methodology in place to ensure order management occurs in accordance with customer expectations and contract requirements.

• 
Technical Management.  Global One provides on-going engineering support beginning at contract award.  Technical management activities include

– 
Maintaining day-to-day technical and engineering interaction with the customer

– 
Developing, coordinating, and maintaining the technical aspects of implementation plans

– 
Maintaining a constantly updated topology and technical plan defining the customer’s applications and usage profiles, logical and physical topology.

– 
Generating status reports on technical and performance related aspects of the services affecting the customer

– 
Interfacing with customer and other external suppliers on technical and/or implementation matters

– 
Monitoring provisioning, taking follow-up actions and escalation action as necessary

– 
Generating technical specifications to orders submitted for the provisioning of any Global One service

– 
Collecting performance-related information of customers’ service, if applicable

– 
Performing and coordinating optimization and redesign efforts for existing services or service components as customer needs dictate

• 
Program Management.  Program management encompasses planning, management, and control activities performed in support of a customer implementation or on an on-going basis.  Program management functions include:

– 
Define and assemble resource team

– 
Conduct formal meetings from kick-off to conclusion for each project.  Ensure all agencies required in the implementation and operational support are prepared for the project

– 
Lead the project effort, assuming responsibility and accountability for successful completion of project objectives

– 
Document and follow-up on all open issues in periodic status and progress reports

– 
Ensure appropriate post-implementation support measures are in place at each multinational customer and site.

– 
Monitor provisioning of circuits, hardware, assignments, and tables, and take follow-up and escalation action when necessary

– 
Ensure all documentation is prepared on time, and is adequate and satisfactory to the customer

• 
Service Management/Trouble Management.  Service/Trouble Management is the project-focused management and coordination of all resources responsible for the provisioning of quality services to the end customer

• 
Implementation Management.  Implementation management is focused on activities between the creation of an order and the customer’s receipt of the first invoice for a specific service.  It includes:

– 
Serving as the focal point and coordinator for all aspects of project implementation

– 
Developing, coordinating, and maintaining implementation plans and schedules

– 
Attending/leading status meetings for each project to ensure all entities required to participate in implementation and operational support are adequately involved

– 
Interface with the customer and inform of project status throughout periodic telecommunications, face-to-face reviews, and written reports.

7.5
Contractor Resources (H.11.2(g))
(g)
A description of the relationship of the contractor's, the contractor's subsidiaries’, and the major subcontractors’ organizations, which are responsible for managing both the project and individual activities of the project to the corporate or “home” office during transition, migration, implementation, and operation. This description shall include a clear definition of the level of authority delegated to the manager of the local organization(s). A description of any corporate or “home” office resources, including manpower, computers, software, shop, service engineering or service development organization, applied research laboratory, etc., to be committed to this contract on an as-needed basis, and the procedures for using these resources, shall be included.
As elected officers of Sprint Communications Company, L.P., X, Vice President and General Manager, GSD, and X, Assistant Vice President, are authorized to act as agents of the company in the conduct of business.  In recognition of the importance of the FTS2001 contract to Sprint’s strategic objectives, the President of the Long Distance Division, X, has assured X that the full complement of Sprint resources are available for use during performance of the contract.  X have complete authority to manage the project in the best interests of both the customer and Sprint ,and can rely on other members of the corporate management team to provide GSD with identified resources on an as-needed basis. 

GSD has developed a sound strategy for ensuring that all resources have been identified and committed to the project.  However, if the need for occasional “home” office resources arises to meet emerging customer needs, X are authorized to request additional resources directly from the appropriate Sprint executives and, if required, through more formal channels. 

X

Sprint GSD relies on Sprint Business for Finance, Product Development, and Multimedia assistance.  At the corporate level, it relies on the expertise of the Technology Services organization for dedicated network development and support.  The Human Resources organization at the corporate level provides recruiting and employee development support. 

X, Manager, Global One Sprint Support, is responsible for managing the FTS2001 program within Global One.  X, President, Global One, has delegated full authority toX and his program management team for the successful implementation of the FTS2001 program.  The Global One Sprint Support organization relies on the regional support functions for service and trouble management escalation.  X

7.6 Escalation Procedures (H.11.2(h))

A description of corporate escalation procedures for resolving critical issues, including points of contact.

Sprint recognizes that even though its domestic and international network is less prone to fail than that of other carriers, there may be occasional network troubles.  In an effort to minimize any disruption in service to the Government users, the SMC will work in conjunction with repair centers and field technicians to expeditiously resolve network related problems. Because of the system’s built-in remote maintenance and self-diagnostics capabilities, many of the fault conditions being reported by the system, are corrected by service technicians without the Government even being aware that a problem exists.

When a service problem does occur it is important for the Government to report it to the SMC in a timely manner. The sooner a problem is reported, the sooner the SMC, in conjunction with appropriate Network Operations personnel, can isolate the problem for quick and efficient resolution. The SMC retains full management ownership and responsibility for the problem and is accountable to the Government for timely status and problem resolution.

In the event an outage does occur, Sprint is committed to expeditiously restoring service. Sprint will continue to use its commercial trouble reporting system and proven Trouble Management and Escalation Procedures for the management and reporting of trouble collection, handling complaints, ticket entry, tracking, analysis, priority classifications, and escalation for all FTS2001 services to ensure problems are resolved expeditiously for the Government. As shown previously in Table 3.A.7-3,  Sprint’s trouble reporting, tracking and complaint system manages and satisfies the trouble and complaint reporting requirements  as defined in RFP Section 3.9. 

Sprint’s proven Trouble Management and Escalation Procedures will ensure the Government receives resolution for every FTS2001 trouble ticket worked by Sprint within the specified time frames. Sprint’s trouble reporting system will be fully operational 24 hours a day, 7 days a week.  Escalations will be both automated and manual processes. Sprint will provide the following functions:

• 
A centralized receipt for trouble reporting for all services through the Service Management Center (SMC). The SMC can be reached 24 hours a day, 7 days a week via a toll free  or on-net number and is responsible for receiving trouble reports for customer-reported problems, issuing trouble tickets, and receiving problem resolution support. The SMC retains full management ownership and responsibility for the reported problem and is accountable to the Government for timely status and problem resolution. 

• 
Identify and clear troubles for both agency-identified mission-critical (TSP) and non mission critical (non-TSP) services. Sprint will follow the TSP system’s five levels of priorities for restoration and provisioning, in accordance with RFP Section C.5.4.

• 
Maintain a comprehensive audit trail of information concerning the trouble, steps taken to resolve the trouble, and final disposition. Upon receiving a trouble report, the SMC will open a ticket using Sprint’s automated on-line system for entering, tracking and clearing all reported troubles. Each trouble ticket is assigned a unique trouble ticket number (TT #) which the system generates at time of ticket entry.

• 
Respond to inquiries on trouble resolution status. Providing a response to all Government inquiries on trouble resolution status. Additionally, SMC is responsible for proactively contacting the Government to provide statusing.

• 
Track all trouble tickets, provide trend analysis and sort trouble reports and administrative reporting. The Program Service Manager (PSM) is available to compile information, report it and submit it to the FTS2001 Program Manager for customer submission.

• 
Provide escalation procedures to ensure task accomplishment and trouble resolution for normal and emergency events. Sprint’s escalation procedures provide next-step guidance with problem resolution and management involvement so that it may participate, as required, in the resolution process. A full description of trouble escalation procedures is provided in Volume 2, Section A.8.1 of this proposal.

7.6.1
Complaint Reporting

TRS will be utilized as the complaint report reporting system for complaint collection, entry, tracking and resolution.  As customer support function, the complaint reporting system is operational 24 hours a day, 7 days a week. The SMC retains full management ownership and responsibility for the complaint and is accountable to the Government for timely status and resolution.  Complaint reporting processes include:

• 
Providing a centralized complaint reporting center for all FTS2001 users. The SMC is the point of central contact for complaint reporting.  All complaint tickets will be entered into TRS, the centralized location of complaint reports. The SMC retains full management ownership and responsibility for the reported problem and is accountable to the Government for timely status and problem resolution.  Complaint reporting can be done at any time via a toll free number.

• 
Maintaining a comprehensive audit trail of information concerning the complaints, steps taken to resolve the complaint, and final disposition. Upon receiving a complaint report, the SMC will open a complaint ticket using Sprint’s automated on-line system for entering, tracking and clearing all reported complaint. Each complaint ticket is assigned a unique complaint ticket number (CT #) which the system generates at time of ticket entry.

• 
Responding to inquiries on complaint resolution status.  The SMC provides a response to all Government inquiries on complaint resolution status. Additionally, SMC is responsible for proactively contacting the Government to provide statusing.

• 
Tracking all complaint tickets, providing trend analysis and sorting of complaints reports and administrative reporting is conducted to ensure customer satisfaction. The Program Service Manager (PSM) is available to compile information, report it and submit to the FTS2001 Program Manager for customer submission.

• 
Providing escalation procedures to ensure task accomplishment and complaint resolution to customer satisfaction. Sprint’s escalation procedures provide next-step guidance with problem resolution and management involvement so that it may participate, as required, in the resolution process. 

7.6.2
Escalations Procedure
Within Sprint’s CSO, the SMC will continue to provide the Government customer service and trouble management. The SMC can report trouble and complaints  24 hours a day, 7 days a week via either a toll free number, 1-800-366-1717, and an on net access number to be provided after contract award. The SMC is responsible for receiving trouble reports customer-reported problems, for issuing trouble tickets, and providing problem resolution support; as well as receiving complaint reports, issuing complaint tickets and providing complaint resolution. The SMC retains full management ownership and responsibility for the reported problem/complaint and is accountable to the Government for timely status and problem resolution.

Sprint uses stringent internal escalation procedures to ensure customer satisfaction. Escalation procedures are in place to ensure task accomplishment and expedient trouble resolution. Sprint’s escalation procedures provide next-step guidance with problem resolution and alert management to the problem so that it may participate, as required, in the resolution process. 

To ensure timely resolution on reported service troubles, the SMC initiates its standard escalation procedures for all trouble tickets. These escalations are used to resolve significant and minor network service matters

Table 3.A.7-3 outlines the FTS2000 guidelines for escalation of trouble tickets. These escalation procedures and timetables are followed when managing Sprint trouble reports. 

Table 3.A.7-3
Trouble Reporting Escalation Procedures

If the ticket is severity:
and the ticket has been open:
SMC Escalation
path is:

Level One (Out Of Service)
2 Hours
Level 1
SMC Supervisor


4 Hours
Level 2
SMC Manager


6 Hours
Level 3
Program Service Manager


8 Hours
Level 4
Assistant Vice President

FTS2001 Program

Level Two (Impaired Service)
4 Hours
Level 1
SMC Supervisor


8 Hours
Level 2
SMC Manager


12 Hours
Level 3
Program Service Manager


16 Hours
Level 4
Assistant Vice President FTS2001 Program

Level Three (Service Related)
8 Hours
Level 1
SMC Supervisor


16 Hours
Level 2
SMC Manager


24 Hours
Level 3
Project Service Manager


28 Hours
Level 4
Assistant Vice President FTS2001 Program

Level Four (Routine)
16 Hours
Level 1
SMC Supervisor


32 Hours
Level 2
SMC Manager


48 Hours
Level 3
Project Service Manager


64 Hours
Level 4
Assistant Vice President FTS2001 Program

Escalations for complaint reports follow the same process as previously identified for trouble tickets, however, timeframes are different. Sprint is committed to resolve any complaint tickets as quickly as possible. Management is involved from the onset, overseeing the resolution process and offering assistance upon request.  Sprint will resolve the issue or, at a minimum, provide status of the complaint resolution activities on a daily basis. 

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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