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1.0 Factor 1: Technical Approach
YOUR COMPANY has carefully considered the best approach to delivering the services required by the Drug Enforcement Agency (DEA). In our response, we have done more than simply restate the basic requirements in the Request for Proposal (RFP). Our approach is designed to provide best value to the DEA rather than just meet the requirements in the RFP.

Our business philosophy is based on creativity, innovation, determination and “can do” spirit geared toward customer satisfaction and team work, which make us unique in providing outstanding services. We are a young company but our competent employees have more than decade of experience as Information Technology System Engineers and other professionals.  

1.1 Methodology to Accomplish SOO Tasks

In this section we describe out methodology for accomplishing the tasks outlined in the Statement of Objectives (SOO), to include scheduling time and manpower and using processes, skills and tools to accomplish the work.
1.1.1 Addressing the Requirements of the SOO

In the following sections, we describe our technical approach to each Statement of Objectives (SOO) requirement presented in the RFP.

INSERT WORK HIERARCHY HERE (e.g., Task/Objective). Use the Statement of Objectives (SOO) from the RFP and create nodes and subnodes for the work hierachy. 
First Objective – Support and Access to Emergency Response Services
Purpose of subtask: e.g. In this task we will.... (Enter text here)

Objective of task: e.g. The objective of this task is to ....

Why is it being done this way? May be apparent (discuss only if it is meaningful to performance)

Who will perform the work? Relate to the contract staffing sections.

What will be done?

How will it be done? Distinguish yourself by discussing specific RFP requirements from the customer’s prospective. How will your approach:

· Be more efficient

· Be less costly

· Reduce time

· Affect other tasks
Convince readers of feasibility/practicality.

Avoid overkill, expensive solutions, and restating the RFP.

When will it be done? Relate to the project schedule section and to the timing of other subtasks

What software and/or tools will be used? Discuss only if it is meaningful to performance.

Where will it be done? Discuss only if it is meaningful to performance.

How does it mitigate risks? Discuss only if you can be specific.

What will be the results? Be as specific and relate to deliverables and the results of other tasks.

What will be the direct benefits of doing the task this way? Distinguish yourself here; this will add to your evaluation points.

Subtask summary (not necessary for short tasks) Summarize in a sentence or two or a short paragraph.

Discuss the value of performing the work or the importance of expert knowledge.

Why is this subtask important in achieving the customer’s objectives?

Stress why you propose to do it this way in contrast to other ways.

Don’t overdue the closing, hit the high points.
Second Objective – Support With Preventative Maintenance of Microsoft enterprise technologies
Purpose of subtask: e.g. In this task we will.... (Enter text here)

Objective of task: e.g. The objective of this task is to ....

1.1.2 Scheduling of Time & Manpower

Describe your schedule for this effort.
1.1.3 Processes, Skills & Tools

Describe your Processes, Skills and Tools that you will use for  the following areas.
Service Delivery - 
Performance - 
Customer Satisfaction - 
Status of Key Activities – 
2.0 Factor 2: Personnel Experience
In this section we address our staffing plan, our security procedures and timelines, and provide resumes for all of our key personnel.
2.1 Staffing Plan
Our proposed staffing plan presents the key personnel necessary to successfully fulfill the requirements the RFP. Figure 1 lists our __ proposed key personnel and identifies the staff members’ relevant experience.

Figure 1 - Summary of Proposed Staffing

	Name
	Proposed Position
	Relevant Experience

	NAME
	 Project Manager
	· More than 10 years’ experience in Technical Delivery Projects

· More than 12 years’ experience in Offshore Development Vendors

· Executive-level Project Manager with 20 years’ experience in IT

· Business Manager with experience in public and private sector

· Controller; CFO and Chief Administrative Officer

· Strategic Planning Professional in IT and Automation

· PMP Assessment – Level 5

· IT Infrastructure Library (ITIL)

· ITIL Change Practitioner training

	 NAME
	 Microsoft Engineer
	· More than 10 years of  Enterprise IT Technical hands-on and leadership experience

· Expert level hands-on experience in Leading, managing/administrating, tuning and indexing MS SQL server 2000,2005, 2008, 2012, Oracle 10g, Oracle 11g, and MySQL running on windows and Linux platforms

· Expert knowledge in designing, implementing and supporting database MS SQL replication, fail over cluster, log shipping, data recovery planning, security, T-SQL tuning, and optimizing   

· Exert level in MS Business Intelligent design, architecture using SSIS, SSRS and SSAS modules. 

· Hands-on experience in Oracle RMAN backup technology 

· Hands-on experience in SSRS, SSIS, SSAS 

· Working knowledge in application platform such as .NET, C# , and HTML 

· Senior database professional with an expert understanding of best practices based on business needs.

· Hands-on experience and knowledge of computer software engineering, with UNIX, Linux, Windows 2003/8 Enterprise Server, RDBMS (Oracle, SQL Server), Active Directory, WAN/LAN, Storage Area Networks (SAN)

· Oracle certified administrator

· Certified in Computer Data Security

· Advanced Certificate, Microcomputer Specialist II

	 NAME
	 TITLE
	· SKILLS/BACKGROUND

	 NAME
	TITLE 
	· SKILLS/BACKGROUN


Relevant Experience and Certifications

The tables that follow describe the roles and responsibilities for each key position (specified under the "Requirement" column). Each table discusses our proposed key person’s qualifications. The resumes included in Section 2.3 provide additional information for each proposed candidate.

Key Personnel Qualification Data
	NAME – PROJECT MANAGER

	Requirement
	Qualifications

	Contract management
	· Executive-level Project Manager with 20 years experience in IT contract management. 

· Certified PMI Project Management Professional

· Project Manager using structure techniques (MS Project & Timeline)

· Contract management experience in both public and private sector

	Liaison with contract vendor
	· Project Manager coordinating with government Contracting Officers, COTRs, and end users to ensure client needs and requirements are met

	On-site meetings
	· Delivered ongoing weekly, bi-weekly, and monthly presentations to clients including project review meetings, kickoff meetings, executive briefings, large team working sessions, technical review sessions, and conference room pilots

	Substantial experience managing large-scale contracts for various international clients
	· Implemented KPI and ROI to make a product improvement at the Nationla Bank.

· Over 12 years of experience in Offshore Development Vendors

	Documented experience managing on-time, in-budget, and in-scope efforts
	· Managed and prioritized multiple, concurrent projects while meeting aggressive deadlines in a fast-paced environment

	Experience with Time and Materials and Fixed-Price efforts
	· Oversee project schedules and budget in order to dynamically define project objectives, scope, its cost and how the inevitable cuts in the budget may affect subprojects, programs and tasks and by rescheduling them we would ensure their timely execution

· Cost Analysis of Dispatch & Billing processes with the objective of price control
· Well-developed skills in customer relations, cost reduction/avoidance, delimiting project scope (budgets, timelines and delivery dates)

	Understanding of process management, quality assurance, and project management methodologies and tools
	· In depth understanding of best practices utilized to produce quality physical database designs. 
· Met with Superintendents, Quality Control, and Safety & Health personnel to ensure compliance with approved PEP, CQC and H&S Project Plans.


(Include tables for all key personnel that contain requirements for that position)
	NAME – MICROSOFT ENGINEER

	Requirement
	Qualifications

	Manage and maintain end-user computer environments
	· Expert knowledge in designing, implementing and supporting all types of computer environments

· Completed courses in MS SQL, Oracle, My SQL, software architecture and design

	Knowledge and understanding of Domain Controllers, Microsoft Exchange Servers and Certificate Authorities as it relates to PKI
	· 

	Project Planning abilities
	· Master level certification in Project Management

· Led project teams on large complex database and front-end applications

· Established and tracked annual goals

· Interfaced with stakeholders, IT infrastructure teams, and other departments to ensure delivery of solutions

	Provide technical guidance
	· Wrote training manuals and bulletins

· Acted as Tier III DBA and subject matter expert in database tuning, optimizing and best practices object design

	Implement and engineer application packaging, compatibility testing and deployment technologies
	· Lead data objects and platform design, coding and implementation
· Developed 3 tier application platform in support of database servers
· Designed and implemented SQL Server disaster recovery technologies
· Planned, designed and implemented Microsoft MS SQL and Oracle database
· Set up and configured communication MS SQL 2005 database server
· Designed and implemented corporate database using data modeling applications

	Train / mentor team members on core technologies
	· Trained client staff member how to maintain and administer applications

· Hired and mentored applications and database architect and development team members

· Trained project manager to resolve issues based on creative solutions

· Trained team of database administrators, developers and architects 

	Consult with end users in all areas of desktop administration
	· Implemented cross-departmental collaboration between end-users and support team via usability best practices

· Acted as End-User Specialist

· Supported end-users using remote desktop and other technologies 

· Acted as contact person in the database management for three mission critical IT systems

· Interfaced with stakeholders, IT infrastructure teams and other departments to ensure delivery of solutions that achieve business requirements



Letters of Intent

YOUR COMPANY will deliver the key personnel being proposed for this contract who are currently employed by us. We have included signed letters of intent below for the following key persons who are not currently employees of our company.

(Use this paragraph if proposed key personnel are not currently employees of YOUR COMPANY)
2.2 Security Procedures & Timeline 

Our company has an established security clearance process for all employees needed to support the DEA contract. This security clearance process is automated, streamlined, and well documented, and our company is experienced in the security clearance process. The security clearance process is in compliance with the Defense Security Service and our recruiters are responsible for ensuring and validating the qualifications of each potential employee.

In addition to our interview process, all candidates must complete a comprehensive personnel record document. The personnel record, reference checks, verification of college degrees, security clearances, and salary history must be completed in full before any offer is made to a potential employee. All candidates are briefed on the security clearance requirements, and they sign a statement acknowledging their understanding of the security requirements and their willingness to participate. This comprehensive effort streamlines the hiring process by eliminating potential candidates who do not meet all experience and security requirements.

Our Corporate Security Clearance Staff will work with the Project Manager, our Human Resources Manager, and appropriate government agencies to ensure that a fully cleared staff is available.

The Security Administrator attends management team meetings and regular security staff meetings to coordinate staffing efforts. This process uses an automated security form system to assist staff in providing initial information or updating previous clearance data. We also have a Defense Investigative Service Representative who works on site with our staff to help expedite the security paperwork and conduct interviews.

Our company participates in annual inspections by the Defense Security Service to ensure compliance with established security procedures and use of the latest technologies to support security requirements. Figure 2 illustrates the process we use to obtain security clearances for our staff.

Figure 2 - Security Clearance Process

	Step 1: Identify Clearance Requirements
	Step 2: Process Background Data
	Step 3: Receive Interim Clearance
	Step 4: Approve Final Clearance 

	Notify Corporate Administration (CA) of security requirement
	Candidate completes Standard Form 86
	Wait for interim clearance
	DSS authorizes clearance

	Obtain required agency and company approvals
	Agency reviews for errors and omissions
	Notify candidate of interim clearance
	CA provided a Letter of Consent

	Verification of security level by agency
	Candidate provides proof of citizenship and fingerprints
	Brief candidate
	Candidate notify of final clearance

	Notify candidate of security requirements
	Agency approves SF 86 and sends electronic copy to Defense Security Service (DSS)
	Candidate cleared up to secret level
	Brief candidate concerning final security requirements and safeguards

	Obtain candidate signoff on security requirements
	Fingerprints mailed to NAC
	Wait for final clearance
	Candidate begins work requiring final clearance


2.3 Resumes

Resumes for key personnel are provided below.

	NAME
Project Manager 

	

	
	Employment History & Background:

	Education:
	
	Short intro to background. 

Recent Employment History:

BUSINESS  – December 2009 to Present, JOB TITLE
Describe duties and repsonsibilities. 



	
	
	

	Certifications:
	
	

	
	
	


Repeat resume format for all necessary resumes.
	NAME
Microsoft Engineer 

	

	
	Employment History & Background:

	Education:
	
	Short intro to background. 

Recent Employment History:

BUSINESS  – December 2009 to Present, JOB TITLE

Describe duties and responsibilities. 

BUSINESS  – December 2009 to Present, JOB TITLE

Describe duties and responsibilities. 

BUSINESS  – December 2009 to Present, JOB TITLE

Describe duties and responsibilities. 

BUSINESS  – December 2009 to Present, JOB TITLE

Describe duties and responsibilities. 



	
	
	

	Certifications:
	
	

	
	
	


3.0 Factor 3: Management Approach

Our proposed management approach provides strong contract and program management, a knowledgeable staff with experience in DEA business and technology, and a comprehensive solution that supports the goals of the DEA. We will establish a partnership with the DEA by being flexible and responsive to the DEA’s business requirements and changes.

We have integrated project management principles into all aspects of our proposal so that _____ the DEA will benefit from a tested and proven method for accomplishing its mission.

A key focus of our management approach is contract risk mitigation. Our approach will minimize contract start-up risk, maximize contract performance, and guarantee contract success. The approach will minimize risk to the DEA. Specifically, our company:

· Will establish a Project Management Office specifically to support the DEA contract.

· Has the corporate structure in place to manage large-scale, Federal contracts
· Has experienced, well-informed professionals who are flexible and can adapt to changing enivronments and demands.

Our company is dedicated to enhancing contract performance and to making the contract a model for superior Microsoft Premier Services. Our team is in an ideal position to improve Microsoft Premier Services, because our approach builds on the core program already in place at the DEA.
3.1 Contract Management
Our proposed contract management policies are designed to maximize the success of the DEA contract. Specifically, we will maximize contract performance by:

· Establishing clear lines of authority and communication between the DEA, the Project Manager, and the Microsoft Engineer

· Focusing on performance improvement immediately upon contract award

· Measuring service performance at an individual employee level

· Establishing a relationship of trust with subcontractors.

Our Organizational Chart for this effort is presented in Figure 3 below, which shows how we plan to staff and organize our personnel on this contract.

	Paste your organizational chart here.

	Figure 3 – YOUR COMPANY Organizational Chart for DEA Effort


3.1.1 Lines of Authority and Communication

The lines of reporting authority and communication for the contract are clear and direct. Mr. X will interface and communicate directly with the DEA Project Officer. Contract requirements will be communicated by the DEA Project Officer to Mr. X directly. He will take the actions required to implement the requirements. Mr. X will have full authority to make staff and resource decisions for the contract.

As an Officer of the Company, Mr. X has complete authority to commit corporate assets to the contract. He will be solely responsible for contract performance and will take any steps identified by project management or the DEA needed to ensure superior contract performance.

The line of authority and communication between Mr. X and the Microsoft Engineer is also direct. DEA contract requirements will be communicated directly by Mr. X to the Microsoft Engineer, and he will take the actions required to implement the requirements.

Our company has an agreement with our subcontractors that our Service Area Managers will have full authority to manage subcontractor staff and take any required personnel actions to maintain and improve service performance. They will be solely responsible for contract performance within their service areas and will take any steps identified by them, Mr./Ms. ______, or the DEA Project Officer to improve service performance.
3.1.2 Contract Performance Management

The DEA contract is a service contract. As such, contract success will be determined by the performance of individual staff members providing day-to-day service to DEA employees.

The contract will contain monetary incentives for the contractor when performance goals are met consistently. __ percent of all incentive amounts paid to us will be distributed to individual staff members through a cash performance pool. The pool will be distributed among all staff members (including subcontractor staff) based on individual performance.

We will monitor staff performance on a daily basis and use performance data to measure both individual and Service Area performance. Performance data will be compiled by the proposed Project Management System (PMS).

The PMS will generate performance reports daily at individual staff member and aggregate levels. Performance deficiencies will be identified at an individual level and action will be taken if required. Staff members might be singled out for additional on-the-job or classroom training, could be reassigned, and or could be recognized for outstanding performance and advancement.

Mr. X has a commitment from the proposed subcontractors that the performance of their individual staff members can be measured in the same way. Performance actions will be the responsibility of subcontractor management, but their commitment to a unified measurement process for the entire contract staff will allow Mr. X to manage contract performance as a whole.

3.1.3 Management Guidelines and Tools

The following management guides and tools will be used throughout the project:

Training and Operations Guide. Project staff members will be trained using written operating procedures and corresponding training guides. The operating procedures and training guides will be revised and updated following delivery of contract products and accomplishment of contract performance milestones/goals. When challenges arise, problems will be evaluated and procedures put in place to avoid recurrence. When procedures work well, the factors that lead to that success will be documented and implemented for future projects.

Weekly Staff Reports. Each project staff member will prepare a brief project report each week. This report will provide detailed information on the staff member’s workload and responsibilities. The report will ensure that supervisors do not overburden any one team member with unreasonable expectations or unmanageable deliverable due dates, and will ease the transfer of responsibilities from one staff person to another should the need arise. The project reports will also serve as a useful management tool when project timelines are changed by the client or staff assignments are changed. The weekly staff reports will also help prioritize the tasks required to successfully meet multiple contract requirements.

Library of Procedures and Templates. All information developed during the contract will be filed electronically and labeled in a best practices library of procedures and templates. This will assist contract staff members in achieving maximum productivity in developing project deliverables.

Customer Communications. While customers may interface directly with other team members, the Project Manager will serve as the single point of contact for customer communications concerning major work and performance issues. The DEA representative and selected agency managers will be given the cell phone numbers of the Project Manager and YOUR COMPANY principals for use in case of difficulties. This will ensure that the customer can always contact a supervisor without delay in the event of problems or performance issues. We will also uphold a same-day response policy on customer emails. This ensures that while the request may not be settled immediately, the DEA representative will always be kept informed of request status.

Concurrent Contract Tasks. We will use weekly staff reports and work schedules to balance staff member’s efforts across concurrent contract tasks. This will ensure that the contract staff achieves maximum productivity and will provide maximum value on a day-to-day basis. We will require staff members to complete daily timesheets online; the timesheets will be monitored for individual productivity and used for contract reporting.
3.2 Corporate Reach Back and Support

We understand that the DEA will need speedy access to the Project Manager and his staff, and to the technical resources supplied by subcontracting firms, particularly as new requirements and contract performance problems are identified. We will establish a Project Management Office (PMO) specifically for this contract to meet these contract management requirements. The PMO will respond to contract modifications, pricing and estimating requests, and resource identification and allocation tasks. The PMO will work closely with the DEA stakeholders and senior managers to ensure people and services are delivered to the DEA when they are needed.

The proposed PMO will use our in-place contract management systems, procedures, and policies to minimize transition risk and maximize contract performance.

· Smith Financial will perform annual, certified reviews of our books and records.

· We have a human resources management system that is patterned after the system used by Fortune 500 companies.

· We have an established bank for lines of credit and banking needs.

The PMO will be managed and operated jointly by Mr./Ms. ______ ______ and Mr./Ms. ______ ______, senior officials of our company.

Mr. X, our proposed Project Manager, has extensive project management experience gained at Company ABC providing management for several major projects including a project for the XYZ Development Program. Mr./Ms. ______ ______, our Financial and Human Resources Manager, has accounting, finance, and administrative experience gained at ______, ______, ______.

The PMO will be responsible for the following functions in support of the contract:

· Human Resources including recruiting and staff retention

· Project Management System (install and operate)

· Procurement System (install and operate)

· Contract and subcontract administration

· Annual CPA financial review

· Cost accounting

The PMO will be supported by the corresponding corporate managers.

3.2.1 Director of Corporate Administration and Human Resources

The YOUR COMPANY Corporate Administration and Human Resources unit is managed by Mr./Ms. ______ ______. Mr./Ms. ______ is an experienced finance manager and has designed and installed the company’s cost accounting and human resources systems. Mr./Ms. ______’s most recent experience has been with ______ where he/she performed ______, ______, _____. He/She is an expert in financial accounting, cost control, and auditing. His/Her experience relevant to government contracting includes the following:

(List relevant experiences)
Mr./Ms. ______ is an Officer of the Company. He/She views the DEA contract as the company’s most important asset, and he/she will dedicate his/her day-to-day management efforts to supporting contract service units. This support will include the following:

· Provide accurate and up-to-date accounting information for effective contract cost control and performance measurement.

· Perform rapid change management response to DEA requests.

· Provide new and changed human resource policies and procedures as contract requirements dictate.

· Recruit and screen candidates for contract staff positions.

3.2.2 Contract Financial Control and Audit

Mr./Ms. ______ oversees the corporate accounting and audit function for our company. For the DEA contract, he/she will:

· Manage YOUR COMPANY’s automated payroll and cost accounting system. Produce invoices, cost reports, and contract profit/loss statements

· Work with the DEA Contracts Office to provide any financial data required by the DEA.

3.2.3 Director of Contracts and Procurement

The YOUR COMPANY Contracts and Procurement unit is managed by Mr./Ms. ______ ______. He/She is responsible for overseeing the company’s federal contracts and ensuring that they are in compliance with all contract clauses and requirements. In support of the DEA contract, he/she will administer the contract, manage subcontractor procurement and administration, and assist the Project Manager in monitoring contract performance.

Mr./Ms. ______ is an experienced executive who has been responsible for a number of large-scale Federal contracts, both for ______ and ______. He/She has a proven track record in Federal contract management and is skilled in assuring that Federal contracts meet their performance objectives and comply with contractual commitments.

Mr./Ms. ______’s experience relevant to the DEA contract includes the following:

(List relevant experiences)
3.2.4 Contract Administration and Procurement System

YOUR COMPANY currently operates a Contract Administration and Procurement System in support of its Federal contracts. This system is based on the policies and procedures specified in the FAR. This corporate function is managed by Mr./Ms. ______. He/She served as the Corporate Manager of the ______and ______ contracts. Mr./Ms. ______’s contract administration and procurement responsibilities for this contract will include:

· Administration and compliance of subcontracts.

· Coordination with Federal Contracting Office personnel.

· Procurement of products and services for contract performance under the authorization of Federal Contracting Office personnel.

Mr./Ms. ______ will perform these functions for the DEA contract in coordination with the DEA Contracting Office.
3.3 Employee Retention

Two factors have been proven to have the most significant influence on our employee retention: the workplace environment and the technical environment. The quality of the workplace environment depends on the quality of the management team, team members, work schedule (work-life balance), compensation, and benefits. The quality of the technical environment depends on the technical assignments, technical knowledge of co-workers and colleagues, and technical skill development provided as part of employee career growth plans. We will use our established human resources policies to ensure that both the work environment and the technical environment enhance employee retention.

Specifically, we will maintain a high retention rate using a combination of comprehensive health benefits, family-friendly programs, and a profit-sharing/savings plan. Our proposed staff retention program is described in more detail below.

3.3.1 Competitive Salaries

Our company ensures competitive salaries through our compensation philosophy, which makes sure that our total compensation is competitive with comparable markets. We apply standard compensation practices among managers and teams. Each employee will be assessed annually and will receive an appropriate increase in keeping with that assessment.

3.3.2 Comprehensive Individual and Family Benefits

Our flexible health benefits allow staff to choose from a variety of plans to meet their own needs and the needs of their families. Our comprehensive 401K savings plan is a tax-deferred savings plan. Our family-friendly policies and programs help staff balance their personal and professional lives. Other features include the following:

(List features)
3.3.3 Employee Rewards Programs

Our employee rewards program is designed to recognize individual contributions to the firm and to our clients at a variety of levels. All-expense-paid family vacations to the Caribbean and cash awards are a few examples of our formal employee recognition programs.

3.3.4 Ongoing Opportunities for Career Growth and Development

We have established and continue to maintain a working environment that fosters staff growth and career enhancement. Our recruitment and retention policies and practices are designed to attract and retain high-caliber staff, and our training resources are geared toward providing opportunities for all levels of staff to enhance existing skills and develop new ones.

As an employee’s career progresses, the firm proactively assists and supports career progression, providing internal training in core consulting skill areas and advanced skills training as the employee moves into supervision and management positions. The firm also provides for internal and external management and technology training.

Our ongoing and evolving employee training process ensures that our clients’ technical needs are incorporated into our employees’ technical training plans. Our training plan applies a structured process and uses internal resources to achieve a comprehensive solution to each client’s needs.

Individual career development for our employees encompasses much more than training. Figure 4 summarizes our integrated approach to supporting employee career development.

Figure 4 - Career Development Program

	On-the-Job Experiences
	Training & Education Experiences
	Coaching/Mentor Experiences 
	Self-Study
Experiences

	Client work
	Core curriculum
	Peer
(same role)
	Books/video

	Special projects
	External training
	Team members
(different role)
	CD-ROMs

	Team assignments
	Degree programs
	Manager
	Course work

	Cross-functional assignments
	Specialty courses
	Formal (shadowing/apprenticeship)
	Collaborative computer based training

	Career mobility
	Professional associations
	Informal
(buddy system)
	Internet base training
(online audio/video)


3.3.5 Annual Employee Performance Appraisals

Initial employee assessments occur at the six-month mark with each employee of the firm. The purpose of the assessment is to provide new employees an opportunity, through the self-assessment component, to express themselves on how they view their positions and jobs. The supervisor then provides feedback on how he or she views the employee’s performance and suggests development objectives and actions so that the employee can progress further with the firm.

In January each year, employees are rated based on their individual performance objectives compared to their actual performance. The self-assessment by the employee is again the first step. Subsequently, the employee’s supervisor seeks information for the employee’s assessment—soliciting information from clients, services, peers, and, if appropriate, subordinates or persons junior to the subject employee—on the full range of competency dimensions. The assessment is written by the supervisor on the basis of the results of the data collection effort.

The assessment review system is a means of formally recognizing and evaluating an employee’s achievement in accomplishing established goals. The assessment itself is an important point of communication between management and staff. Staff members have an opportunity to express their vision of their work and to identify their own professional goals and development interests. This comprehensive process provides a built-in mechanism for staff quality control, clear and open communication, and forward progress in development and goal achievement.

3.3.6 Recruitment Process

Our Human Resources Department has developed and implemented staffing and recruiting strategies, which are modified as needed to address the requirements of each open position and each specific contract requirement. The Program Management Office will define the job criteria, initiate the requisitions, and work with Human Resources to fulfill the specific staffing requirements of the DEA contract throughout its life cycle.

Our company will implement a tailored staffing and recruiting process for the DEA contract. This ensures that top-quality staff will be available to perform all tasks and assignments. Our senior management understands the importance of recruiting the very best resources to support the DEA contract. Our three step recruiting process is summarized in Figure 5.

Figure 5 - Recruiting Program

	Step 1: Candidate Identification
	Step 2: Candidate Screening and Interviewing
	Step 3: Immersion

	Staff members completing assignments
	Screening resumes for relevant experience
	Company orientation including career program, benefits, time reporting, procurement integrity

	Bank of qualified candidates
	Screening interviews
	Job orientation including contract and task policies and procedures

	Employee referrals
	Multi level interviewing by management and technical staff
	Performance objectives and goal setting

	Internet recruiting
	Reference checks
	Contract performance tracking and reporting

	Professional associations
	Verification of education credentials
	Security policies

	Company alumni
	Verification of employment information
	Mentor program

	Adverting, open houses, career fairs
	Checks with government sources
	On-the-job training

	College recruitment
	Verification of validity of security clearances
	Supplemental training

	Recruiting firms
	Industry network checks
	Performance checks



Our recruiting program is designed to identify potential college hires through campus recruiting, job fairs, advertising in technical publications, employee referrals, internal transfers, Internet sourcing, or through outplacement programs in other companies. Our ability to find "niche" skills is enhanced through the use of search firms, Internet sourcing, advertising strategies, and our Human Resources database, which is continuously updated with new resumes. We constantly maintain a bank of qualified candidates with the skill base and professional drive that will match future client needs.

All open positions are also posted internally on our Intranet. All resumes received both internally and externally are maintained in our proprietary human resources database.
3.4 Resource Management

YOUR COMPANY recognizes the importance of designing and implementing an effective Resource Management Plan for the DEA contract. The quality and stability of our workforce are directly related to the human resource programs we have in place for the contract.

3.4.1 Plan Elements

The objective of the human resources plan will be to attract, train, hire, and retain qualified personnel to meet contract task requirements and performance metrics. The right people will be vital to successful performance on the contract.

The contract team will be supported by our corporate human resources program. The corporate program details more than 20 official corporate policies and formal procedures for recruiting, compensation, career development, and employee performance-based appraisals.

A Resource Management policies and procedures manual is available to employees on our Intranet web site and covers the following topics: Employee Performance, Compensation, Employee Relations, Recruitment and Hiring Practices, Equal Opportunity, Benefits, Changes to Employee Benefits Plans, Telecommunicating, Holidays, Vacations, Employment of Former Military and Government Employees, Smoke Free Environment, Records Management, Severance Benefits, Absence From Work, Family and Medical Leave, Military Duty, Business Casual Guidelines, Electronic Messaging, Internet Security, and Time Reporting.

Formal guidelines and clear communications will ensure that all contract staff members are aware of any new or changing policies and procedures.

3.4.2 Contract Staffing

The contract staffing process will be constantly monitored by the Project Manager and management team with the support of our Human Resources Department (HRD). The HRD will be responsible for ensuring that staffing remains at full capacity to meet the DEA’s requirements and service levels. Vacancies will be filled through our corporate new hire requisition and competitive selection process.

The formal corporate process addresses candidate selection, applicant recordkeeping and analysis, affirmative action program monitoring and analysis, and posting requirements. Compliance with these procedures will be subject to audit by corporate human resources staff. Formal and informal self-assessments and quality control checks will be conducted to monitor and ensure good-faith compliance.

Figure 6 provides a summary of the specific methods proposed to address the human resources functions defined in the RFP; more information about these methods is provided in the sections that follow.

Figure 6 - Summary of Proposed Human Resource Functions 

	Staff Training
	· Project Managers are trained and certified by the Project Management Institute.

· Technical staff supporting specific contract functions will attend training programs to obtain certifications and other technical degrees/certifications, as required.

	Staff Retention
	· Quality work environment, characterized by competitive compensation plans, flexible work schedules, merit-based pay, integrated teams, and experienced, trained management.

· Quality technical environment, characterized by challenging assignments, skill development, and training.

· Corporate culture of innovative approaches, cutting-edge technology and tools, and employee problem solving.

	Recruitment Process
	· Internal transfers, employee referrals; use of internal sources encourages employee career development; referrals result in high-quality hires.

· Campus recruiting, job fairs, advertising in technical publications, Internet sourcing, and out placing programs locate high-quality candidates industry-wide.

· Managing staffing strategies through a Human Resource Board to discuss hiring outlook, placement issues, etc.,

	Staff Flexibility
	· Company resources applied to promote sharing of information via employee publications, knowledge base, Intranet, and other sources.

· Cross-pollination and information sharing increases employee skills, flexibility, and job satisfaction, resulting in overall improved service.

	Workforce/
Workload Management
	· Integrated management facilitated by PMS and web portal results in effective planning of workload.

· Centralized database repository of all assigned resources and their skill sets enables managers to assign resources most effectively.

· Investment in employee help programs, such as LifeWorks, reduces conflicts between work and family and results in improved employee attitude and job performance.


3.4.3 Training

Our company recognizes the need to hire experienced and trained technology personnel in order to meet the needs of the DEA. Our contract team will deliver ongoing training to both new staff and existing staff to ensure that our people have the right skills and updated expertise to support the contract.

We will tailor our training programs to meet the evolving needs of the contract. Although technical skills are essential, we also recognize that our employees also need strong customer service skills. Formal and informal customer service training will be conducted periodically and reinforced by management daily. Our management team will correlate staff training plans to our annual Performance Appraisal process so that both employees and their managers can review and evaluate employee skills, especially as they pertain to contract needs.
3.5 Risk & Issue Management

This section describes how we will manage risks during contract performance. It defines roles and responsibilities for participants in risk processes, risk management activities, and risk documentation and reporting.

We define risk as the chance of exposure to adverse consequences during contract performance. Risk assessment and mitigation will be the responsibility of the Project Manager. He will:

· Coordinate risk activities.

· Notify contract staff and DEA management of new and existing risk items.

· Manage risk mitigation efforts.

· Reporting risk resolution status to the DEA.

Risk will be identified during formal risk assessment workshops, formal and informal contract performance reviews, and by individual contract team members during their day-to-day work efforts.

The Project Manager will assign each newly identified risk to a contract team member. The assigned team member will assess the exposure and probability of the risk and report the results of the analysis back to the Project Manager. The team member will also be responsible for implementing the risk mitigation plan and reporting progress to the Project Manager on a weekly basis, or more frequently if necessary.

The Project Manager will maintain the Contract Risk List and monitor the individual risks for signs of adverse events. Specifically, he will evaluate each risk item on an ongoing basis as the contract work effort progresses, asses the probability and impact for each risk item, and modify the risk probability as required. He will also add new risk items to the list as they are identified.

3.5.1 Risk Documentation

The Contract Risk List will contain the 10 risk items having the highest estimated risk exposure. The Contract Risk List will show:

· Risk ID

· Classification

· Description

· Probability

· Impact

· Risk exposure

· Owner

· Date due

· Mitigation plan

The Project Manager will update and redistribute the Contract Risk List as required based on his assessment of risk probabilities and potential adverse effects.

3.5.2 Risk Assessment Guidelines

The following items are typical concerns for any contract and will be used by the Project Manager as guidelines during contract risk assessment.

Initiation Phase

· Scope of the contract appears unclear

· Contract goals are conflicting or unclear

· Contract success criteria are vague or difficult to measure

· Criteria for return on investment seem vague or not measurable

· Staff with the required skill sets may not be available

· Contract deadlines/timelines do not seem realistic

· Ability to successfully complete contract is uncertain

· Sponsor resources may not be available

· Sponsor is not engaged/committed

Planning

· Lack of resources for the project office

· Conflicting expectations of contract outcomes

· Mandated deadlines do not allow sufficient planning activities

· Staff do not possess necessary or desired skill sets

· Changes in administration, sponsor, or executives jeopardize support for the contract

· Inconsistent levels of commitment from executive management and/or sponsor

· Development strategy for the contract is not clear or undecided

Scope Definition

· Undecided or unclear scope documentation/specifications

· Inconsistent participation by sponsor or users

· Inconsistent direction from control agencies

· Vague or unclear policy and/or requirements

· Frequent changes to contract scope and/or requirements

· Inconsistent sponsorship at executive levels

· Unrealistic scope requirements

System Development

· Schedule is too aggressive

· Complexity of the system has been underestimated

· High rate of government or contractor staff turnover

· Prime contractor not managing subcontractors effectively

· Too many policy/requirements changes

· Pending legislation affects the design or development of the system

· Testing is not rigorous or adequately controlled

· System configuration is not adequately controlled

· Insufficient detail in system documentation

· Quality of deliverable documentation is low

· Commercial-Off-The-Shelf (COTS) components not performing as advertised

· System architecture insufficient to meet current workload and transaction profile

System Implementation

· Conflicting priorities delay schedule

· Level of effort for data conversion was underestimated

· Funding required for implementation was underestimated

· Business processes not as previously documented

· Insufficient user training on new system

· User configurations/capabilities not as previously documented

· Too many policy/requirements changes

· Resistance from stakeholders and users

· System performance and capacity is insufficient for current operations

Maintenance & Operations (M&O)

· Lack of adequate funding for operations and technology upgrades

· Changes to user business needs

· Lack of adequate resources for project

· Lack of sponsor or executive management participation

· No defined strategic plan for the system/program

· Insufficient or inaccurate documentation and procedures

· Insufficient knowledge transfer to M&O staff from the development staff

· Project processes and controls no longer followed

· Difficulty in transitioning from a development mindset to an M&O mindset

· Difficulty in tracking versions and releases

· Difficult in balancing user needs

· Difficulty retaining knowledgeable staff

· System architecture/platform no longer being supported or very expensive to maintain

Closeout

· Loss of staff and skill sets prior to the completion of their work

· System documentation not current or missing

· Contract documentation not current or missing

· System equipment missing or inconsistent with asset records

3.5.3 Risk Communications

Communications regarding risks with the DEA will be ongoing throughout the duration of the contract. Risk management activities will be discussed at contract team status meetings, including informal identification and status of individual risk activities and assignments. Risks status will be documented in meeting minutes and communicated to DEA management.

All open risks and action plans will be reviewed with contract team and DEA management as part of a formal monthly risk review. Current risk status and the results and effectiveness of mitigation/contingency actions will be reviewed, along with the status of risk trigger events and risk profiles.

3.5.4 Reporting Lessons Learned from Risks

The Project Manager will document the results of risk actions (whether successful or unsuccessful) and lessons learned from risk assessment and mitigation. He will discuss the results of the lessons learned during contract team meetings and DEA contract performance reviews. He will also include lessons learned in the best practices documentation for the contract.

When a contract task/activity is closed or shutdown, the Project Manager will conduct a final risk review to document the final status, the results of mitigation and contingency actions, and to identify lessons learned. The lessons learned concerning risk mitigation actions will be shared with the contract team and DEA management. Contract policies, standards, and best practices will be updated as appropriate.

3.5.5 Risk Escalation

The Project Manager will escalate risks that may impact contract performance. He will first try to mitigate risks as part of the day-to-day contract work effort. Risk items requiring more extensive intervention will be handled as follows:

	Action Responsibility
	Example Risk
	Action Required

	Corporate Management
	Special personnel required to fix contract problem
	Assign appropriate personnel resources

	DEA Management
	User and shareholder requirements changed
	Contract modification

	Subcontractor Management
	Work performance issue
	Personnel change

	Contract Management Committee (Project Manager and Subcontractor Corporate Officials)
	Complex multi-subcontractor work effort failing
	Improved staff direction and management


3.6 Quality Control Plan

Our management approach includes implementation of a Quality Control Plan (QCP) to ensure that we meet the requirements of the RFP. The objectives of the QCP are to (1) achieve an exceptional level of customer satisfaction; (2) deliver solutions that address the business need of the agency and (3) provide all contract deliverables in a timely and cost-effective manner.

YOUR COMPANY will integrate the proposed quality assurance (QA) function with day-to-day quality control (QC). In this way, quality will not be a theoretical concept but will be implemented across all contract operations through a series of rigorous quality checks and standards.

3.6.1 Quality Services Team

Our proposed Quality Services Team (QST) will be responsible for managing the QCP.

The roles and responsibilities of the QST are summarized in Figure 7.
Figure 7 - Roles and Responsibilities of the Quality Services Team.

	Role
	Responsibility

	Quality Services Manager
	· Manage all aspects of the QST

· Lead training and implementation of the QCP throughout the contract

· Refine the QCP on a continuous basis

· Address specific customer complaints and issues

· Address major performance issues with the Project Manager

	Unit Quality Services Representative
	· Identify and investigate performance issues in the _____ Unit

· Work with the ______ to ensure that quality issues are resolved expeditiously

· Work with ______ to perform root-cause analysis

· Support QST Manager in conducting QCP training and refining the QCP

	Process Specialist
	· Capture and document processes and procedures in use by the ____ Unit personnel

· Using quality standards, review, streamline, and increase quality of processes throughout _____ Unit

· Perform root-cause analyses

· Work with ____ Unit Manager to develop performance reports


The QST will assist contract staff in drafting processes and procedures, performing root-cause analyses, preparing performance reports, and investigating and addressing specific performance issues.

3.6.2 Executive Committee

We will establish an Executive Committee to review contract performance. The Executive Committee includes the following members:

· NAME, Managing Director
· NAME, Member of YOUR COMPANY Advisory Board

· NAME, Project Manager

The Executive Committee will meet will meet quarterly with key agency stakeholders to:

· Review our performance against contract requirements and performance metrics

· Identify areas for improvement

· Assess overall contract performance

· Address any contract issues or risks

The Executive Committee will have authority to commit company resources as needed to support the execution of the contract.

3.6.3 Providing Quality Daily Operational Support

The DEA has specified Service Level Standards (SLSs) in the RFP. YOUR COMPANY recognizes the contractual requirements of the SLSs and is committed to meeting these standards. However, narrowly focusing on attaining the targets set forth in the SLSs could mask the real issues, problems, and opportunities that arise in execution of the contract. Therefore, our QCP includes activities focused on identifying problems before they occur, performing root-cause analyses to avoid problem recurrence, and soliciting direct user feedback. Specific preventative activities include the following:

· Create and Maintain a Quality Knowledge Base (know problems and solutions)

· Develop the Knowledge Base as a core element of the quality control program.

· Require all team members to be thoroughly conversant with Knowledge Base requirements and to use it as part of the quality improvement process.

· Add and update quality improvement materials to the Knowledge Base on an ongoing basis.

· Maintain Standard Operating Procedures (SOPs) for contract processes and services including QA and QC requirements.

· Conduct Staffing Level Reviews

· Unit Managers will conduct daily reviews to ensure adequate staffing levels across process and functional areas.

· The Document Processes

· Document Standard first priorities are the ______ and ______ functions. As necessary, reallocate personnel to the high priority functions.

· Unit Managers will conduct a thorough quarterly review of staff and required skill sets to respond to emerging conditions and trends (e.g., look for gaps including new technology that requires training of staff).

· Conduct Ongoing Performance Reviews

· Reallocate and/or assign technical resources as necessary to address specific quality issues.

· Perform trend analyses to identify potential problem areas and work with Unit Managers to implement action plans.

· Perform spot checks on specific trouble areas.

· Review target service levels compared to actual performance on a continuous basis.

· Review each performance gap, analyze the cause of the performance gap, and develop a remediation plan.

· Review past remediation plans on performance corrections versus results.

· Perform Trend Analyses

· Utilize contract performance reports to analyze trends.

· Develop and review reports identifying the top problems. Determine whether a procedural change, improved technology, or additional training can improve performance.

· Perform Root-Cause Analyses

· Investigate top problems and, where possible, develop and train users and technicians on solutions to prevent problems from recurring.

· Develop self-help guides and cheat sheets for common problems that users can easily handle.

· Investigate all high-impact (Severity 1) problems to prevent recurrence.

· Document the analysis and results from each root-cause analysis in the Quality Knowledge Base.

· Conduct Random Customer Visits and Follow-ups

· Randomly select customer for service reviews.

· Contact users in person (preferable) or by phone to discuss the level of service he/she received.

· Quality Outreach Program

· Inform customers of service problems and solutions.

· Communicate the QCP and performance achievements to customers.

· Project Change Review Process

· Utilize a peer review process for contract operations and services.

· Conduct a review of results and identify quality improvement opportunities.

· Add results of all post-project and post-change reviews to the Knowledge Base.

· Team Meetings

· Conduct weekly meetings, in person or by conference call, to discuss significant technical challenges and possible resolutions.

· Communicate any significant activities that may impact service.

· Communicate the QCP, including SLS achievements, to team members.

· Conduct Quarterly "QA training days" during non-core hours (Saturday or Sunday) for key managers and technicians with clearly defined goals (e.g., peer review training).

In addition to the above activities, the QCP requires that our team be a "learning organization." We will perform the following activities to enhance the knowledge, skills, and abilities of our staff:

· Training

· Evaluate skill sets of personnel to identify gaps in technical abilities.

· Develop training plans using instructor-led training, web-based training, train-the-trainer programs, and self-study. Specific areas of instruction include, but are not limited to the following:

· (List areas)
· Plan and conduct brown bag sessions and demonstrations on new technologies, troubleshooting tips and tricks, and customer interaction training.

· Train CQS Team and QAT members in quality processes and obtain certifications as appropriate.

· Knowledge Sharing

· Select problems and resolutions for addition to the Knowledge Base.

· Establish email and discussion groups to facilitate development and sharing of "tips and tricks" to improve the way problems are diagnosed and resolved.

· Conduct semi-annual offsite meetings (on Federal holidays) with support personnel to exchange information, conduct team-building exercises, and develop plans.

· Conduct meetings with Unit Managers to review progress and identify and review risks. Frequency will depend on the needs of the team.

· Conduct weekly meetings, as appropriate, with DEA personnel to discuss project progress, identify and review risks, and address resource needs.

· Benchmarking—Annual basis

· Review performance reports, customer satisfaction surveys, and other feedback mechanisms to assess personnel performance.

· Review and assess progress on individual career development plans.

· Conduct annual performance assessments.

3.6.4 Continuous Improvement

Our proposed QCP gathers supporting data to improve performance on a continuous basis, allowing the Project Manager to identify problem areas; assess and improve our contract organizational structure; and reassign, add, or remove staff to improve contract performance. We will also review and modify processes and procedures and apply technology solutions to improve contract productivity.

The QCP will be a dynamic document. As quality frameworks evolve, the Project Team will refine the QAP to incorporate best practices. The QCP will be reviewed on an annual basis at a minimum, and the revised QCP will be distributed and training provided to the Project Team.

In summary, we will apply the necessary resources to ensure required services and contract products are delivered at the expected level of value, on time, and within budget.

4.0 Factor 4: Past Performance
YOUR COMPANY has a proven record of providing exceptional services in the core areas outlined in the RFP. As demonstrated below, we have exemplary past performance. This section introduces a prospectus of 3 highly relevant projects that provide a view into YOUR COMPANY’s capabilities to successfully perform the DEA effort. For ease of reference, we assigned each contract a specific number – Contract 1, Contract 2 – and so forth, and used the number to refer to the contract throughout the section. The 3 contracts are below:

· Contract 1 –  XXX
· Contract 2 –  XXX
· Contract 3 –  XXX
	Table 1 - Contract Correlation to the Microsoft Premier Services DEA Effort 

	Relevant Areas from RFP
	Reference Contract

	
	1
	2
	3

	Providing Microsoft Premier Services
	• 
	• 
	•

	Similar Size
	•
	•
	•

	Similar Scope
	•
	•
	•

	Similar Complexity
	•
	•
	•

	Similar Contract Type
	•
	•
	

	Similar Period of Performance
	•
	•
	

	Additional Relevant Areas 

	Federal Client
	• 
	
	

	 ?
	•
	•
	•

	 ?
	•
	•
	•


4.1 Past Performance Questionnaires
YOUR COMPANY submitted a Past Performance Questionnaire (Attachment 2) to the agencies for all three quoted contracts listed in Section 4.0. The completed questionnaires have been submitted to XXX, Contract Specialist, via the email address listed on the attachment before the deadline on March 7, 2013.
4.1.1 Contract 1 Accomplishments
Describe your company’s accomplishments on Contract 1.

Specific Situation: 

How Resolution Was Reached:
4.1.2 Contract 2 Accomplishments
Describe your company’s accomplishments on Contract 2.
Specific Situation: 

How Resolution Was Reached:
4.1.3 Contract 3 Accomplishments
Describe your company’s accomplishments on Contract 3.

Specific Situation: 

How Resolution Was Reached:

This proposal includes data that shall not be disclosed outside the Government and shall not be duplicated, used, or disclosed – in whole or in part – for any purposes other than to evaluate this proposal. If, however, a contract is awarded to this offeror as a result of – or in connection with – the submission of this data, the Government shall have the right to duplicate, use or disclose the data to the extent provided in the resulting contract. This restriction does not limit the Government’s right to use information contained in the data if it is obtained from another source without restriction.  The data subject to this restriction are contained in sheets [ALL Volumes, ALL Sections, ALL Pages].
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