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I. [bookmark: _Toc367717157]Purpose 
The purpose of this acquisition is to provide the Environmental Protection Agency (EPA) with an Agency-wide Enterprise Voice Service (EVS) that is based on the Enterprise Voice Model and Agency standard solution, the Avaya Aura Platform.   The Avaya Aura software and hardware infrastructure is presently in service throughout EPA’s Headquarters’ Offices, Regions 1-10, OAR Labs, ORD Labs and Satellite locations. 
This procurement is set aside for small businesses under the NAICS Code 517911, Telecommunications Reseller.  Only small business Channel Partners of the Avaya Aura Telephony infrastructure platforms and the Avaya Modular Messaging Voice Mail infrastructure platforms authorized through Avaya Inc. for sales to federal agencies are eligible for award.
This Enterprise Voice Service effort supports the following Agency initiatives:
(1) Achieve consolidation through the Computer Room, Server, and Storage Management (CRSSM) model; 
(2) Upgrade systems, and;
(3) Procure miscellaneous equipment 
The resulting Enterprise Voice Services contract will offer the categories of products and services listed below to all Agency locations listed in Attachment 1 “EPA Enterprise Facility Telecommunications Inventory.” 
	
	Products
· Software
· Hardware
· Firmware

	Services:
· Engineering 
· Installation 
· Warranty 
· Maintenance 
· Remote and onsite specialized support 
· Non-complex and complex move, add, and change help desk 
· Onsite local support 
· Audio Conferencing
· Voice Mail Gateway Operations
· National Locater Services
· Directory Services
· Directory Assistance Services

The EVS will:
· Establish a single rate per telephone line that will be charged back to the EPA’s Headquarters, Regional, Laboratory, and Program Office customers via the Agency’s Working Capital Fund (WCF). 
· Provide a state-of-the-art voice communications system that provides for redundancy and resiliency within the network. 
The EVS, using the Avaya Aura Platform at each location will:
·  Be scalable and have the ability to increase subscriber capacity by adding modular components to the system, allowing the flexibility to change the location’s composition with minimal down time and administrative configuration changes. 
· Have the ability to support enhanced: voice applications; applications that integrate voice with data, messaging, video, web services, conferencing, and other media/information; and applications utilizing voice that is consistent, uniform, and is managed agency-wide independent of the location.
Using the Avaya Aura Platform, the EVS will support the Agency’s initiative to achieve a consolidated network through the CRSSM Model. Once consolidation is achieved, the enterprise objectives that will be realized are:
· reduced hardware and software acquisition costs for Avaya Aura deployments 
· reduced maintenance costs under the Avaya Aura support model 
· lower support costs by allowing centralized management and administration of the EVS
· higher asset utilization
· consistent process execution and customer experiences with one set of centrally managed business rules
· centralized life cycle management

The details regarding the CRSSM locations are illustrated in Attachment 2, “CRSSM Consolidation Map.” The CRSSM sites are located in: Potomac Yard, Arlington, Virginia; Research Triangle Park, North Carolina; Chicago, Illinois; and Denver, Colorado. 
The EVS supports the Agency’s consolidation initiative by (1) deploying the EVS at EPA sites requiring deployment of the Avaya Aura platform and (2) flattening and consolidating sites into the CRSSM model, while achieving a single rate per telephone line for the agency enterprise.
The EPA understands that Contractors wishing to propose on this effort will require configuration data and reports from the Avaya system configurations presently in service at the EPA.  To supply this data, the EPA will be submitting one Letter of Authorization (LOA) to the Avaya Service Center for the distribution of configuration data and reports to EPA.   The EPA will distribute the configuration data and reports to authorized Avaya Channel Partners interested in pursuing this business opportunity. 
All interested authorized Avaya Channel Partners must submit to the Contracting Officer within seven business days of the release of the formal solicitation: the name of their company; the company’s address, city, state, zip code; the company’s point of contact’s name, telephone number, and email address; and the type(s) of report(s) being requested for use in preparing the company’s proposal submission. Multiple requests for information from Avaya will not be submitted.
II. [bookmark: _Toc367717158]Background
The current state of EPA’s voice services at the Headquarters, Regional, Lab, and Satellite locations throughout the United States are listed below to illustrate the current voice services environment including  the sites that are in the process of being upgraded or have been upgraded to the Avaya Aura platform. The CRSSM locations are identified with an alpha designation. This designation is related to the Headquarters, Regional, Laboratory, or Satellite location to show which  CRSSM location that site is hosted off  for the flatten and consolidate effort. 

CRSSM Locations:
· Potomac Yard, Virginia (PY)
· Chicago, Illinois (CH)
· Research Triangle Park, North Carolina (RTP)
· Denver, Colorado (DE)

· Headquarters/Regional Locations

· Headquarters Washington, District of Columbia – PY
· Potomac Yard
· Ardmore Ardwick
· 1310 L Street NW
· 3025 V Street NE
· Ariel Rios Building 1200 Pennsylvania Avenue NW
· Ronald Reagan Building 1300 Pennsylvania Avenue NW
· EPA East/EAP West 1201 – 1301 Constitution Avenue NW
· Emergency Operations Center

· Region 1 Boston, Massachusetts – CH
· Boston
· Chelmsford

· Region 2 New York, New York – CH
· New York 290 Broadway
· Edison
· Puerto Rico

· Region 3 Philadelphia, Pennsylvania – CH
· Philadelphia
· Boothwyn
· Annapolis
· Fort Meade
· Wheeling

· Region 4 Atlanta, Georgia – RTP
· Atlanta

· Region 5 Chicago, Illinois – CH
· Chicago 77 West Jackson Boulevard
· 536 South Clark Street
· Westlake
· Willowbrook
· Middleburg Heights
· 300 South Riverside

· Region 6 Dallas, Texas – DE
· Dallas
· El Paso
· Houston

· Region 7 Kansas City, Kansas – DE
· Overland Park
· Science and Technology Center
· Subtrop Building

· Region 8 Denver, Colorado – DE
· Denver
· Golden
· Helena
· Region 9 San Francisco, California – DE
· San Francisco
· Rapid Response Center Warehouse San Francisco
· Signal Hill
· San Diego
· Richmond
· Los Angeles
· Honolulu

· Region 10 Seattle, Washington – DE
· Emergency Response Warehouse Anchorage
· Alaska Operations Office Anchorage
· Boise
· Couer D’ Alene
· Lacey
· Port Orchard
· Portland
· Richland
· Seattle
· Emergency Response Unit Warehouse Seattle

· Office of Air and Radiation Laboratories
· RIENL Las Vegas, Nevada - DE
· NAREL Montgomery, Alabama - RTP
· NVFEL Ann Arbor, Michigan – RTP

· Office of Research and Development Laboratories
· Las Vegas, Nevada – DE
· UNLV On Campus Facilities
· 16B Spectrum Building

· Corvallis, Oregon – DE
· Western Ecology Division
· WED Jefferson Street Building
· Williamette Research Station

· Newport, Oregon – DE

· Ada, Oklahoma – DE

· Narragansett, Rhode Island - CH


· Athens, Georgia – RTP
· 960 College Station Road
· 980 College Station Road
· 396 Commerce Boulevard
· 625 Bailey Road

· Duluth, Minnesota - PY
· Grosse Isle, Michigan - CH
· Gulf Breeze, Florida - PY

· Satellite Locations

· Research Triangle Park, North Carolina - RTP

Cincinnati, Ohio - RTP26 West Martin Luther King Drive -- RTP
· Center Hill Research Facility
· Test and Evaluation Facility
· Erlanger
· Norwood
· Kenwood
· Experimental Stream Facility
III. [bookmark: _Toc367717159]Objectives
The objectives of this contract are to: 
· deploy the Enterprise Voice Service (EVS) to the sites requiring  deployment of the Avaya Aura VoIP platform, 
· flatten and consolidate sites into the CRSSM  model, 
· provide maintenance support
· support requirements above and beyond the normal operation and maintenance of the Avaya Aura platform.

IV. [bookmark: _Toc367717160]Period of Performance
After the Implementation Period (150 Calendar Days), the maximum period of performance for this contract is 60 months. 
· Implementation Period: Performance Start Date + 150 Calendar Days
· Base Period: + 12 Months	
· Option Period 1: + 12 Months	
· Option Period 2: +12 Months 
· Option Period 3: +12 Months	
· Option Period 4: +12 Months   	

V. [bookmark: _Toc367717161]Contract Line Item Number System (CLINS)
The EVS is designed to offer Capital Purchase and Managed Service plans to EPA customers.   Each Managed Service plan will be based on a term of, 24, 36, 48, or 60 months. Under a Managed Service plan, at the end of the service term, ownership of the system assets shall be transferred to the EPA. 
The Contractor shall offer both Capital Purchase Plans and Managed Service Plans to the EPA.  Depending on customer needs, the Agency, under this contract, shall have the option to order either a Capital Purchase Plan or a Managed Service Plan for each of its sites.  The Capital Purchase Plan and Managed Service Plan requirements for each Agency site are discussed in detail later on in this section and in Section VI. 
CAPITAL PURCHASE CLINS are designated as follows: 
	Contract Performance Period
	Assigned CLINS Designation

	Base Period 
	10XX

	Option Period I
	20XX

	Option Period II
	30XX

	Option Period III
	40XX

	Option Period IV
	50XX


For MANAGED SERVICE CLINs, the CLINS designation is 60XX.
 Managed Service offerings shall be for a term of twenty four, thirty six, forty eight, or sixty months from the date of acceptance of the effort performed under the CLIN depending on what term is ordered by the customer.
A. [bookmark: _Toc367717162]Technology Refreshment
For each CAPITAL PURCHASE CLIN and MANAGED SERVICE CLIN, the Government shall have the right to require, at any time, that the Contractor offer under this contract hardware and software components available to the Contractor's commercial customers.  In this way the Government seeks to ensure that it can obtain the benefits of new design enhancements and technological updates or advances for equipment currently on the contract. When requested by the Government or offered by the manufacturer, the Contractor shall provide to the Government, within 30 calendar days of receipt of Government request or when offered by the manufacturer, a technology refreshment proposal that includes the components identified at a price that is equal or greater than the discount offered in the Contractor’s original proposal. 
	
In the event the Contractor is no longer able to provide the products originally proposed (because they are no longer being manufactured, for example), the Contractor may, with the Government's written approval, remove the products from the contract. For products required under the CLINS of this SOW, the Contractor shall provide substitute products.  All substitute products must have the functional capabilities of the products originally proposed and must meet or exceed the original products' rated performance characteristics.  The substitute products’ price must also be discounted at a rate that is greater than or equal to the discount rate offered in the Contractor’s original proposal.
	
Any new technology that will upgrade, extend or enhance the system components shall be evaluated by the Contractor.  The Contractor shall submit a written proposal to the Government describing the proposed technology. Included in this proposal shall be pricing data (i.e., current published commercial price list or GSA Schedule price list) and other technical information as listed below. With the receipt of a proposal from the Contractor, the Government shall have the right to approve any or all of the proposed new technology(s) and to unilaterally modify the contract to provide for ordering of the new technology(s). 

The criteria for acceptance of new technology proposals are as follows: 

· For products required under the CLINS outlined in Sections 5 and 6 of this SOW, each product must meet or exceed all original mandatory requirements in the technical specifications of this contract. 

·  Each proposed new technology item must correspond with an appropriate existing contract product class code and must include a discount that is greater than or equal to the discount originally proposed for the technologically out-of-date item under this contract.  At a minimum, the technology proposal shall include the following header information:
• Tracking Number (unique tracking number to be developed by the 		         Contractor) 
• Contract Number 
• Contact Name 
• Contact Phone Number 
• Contact E-mail Address 

· At a minimum, the technology proposal shall include the following information for each product substitution proposed: 
• Contract Line Item Number (CLIN) (unique for this contract) 
• Name of Original Equipment Manufacturer 
• Original Equipment Manufacturer’s Model Number 
• Full Item Description 
• Manufacturer Suggested List Price 
• GSA Price 
• Discount Proposed
• Proposed Contract Price

B. [bookmark: _Toc367717163]Capital Purchase and Managed Service CLINs
For each site identified below (see Section V, “C”), either a CAPITAL PURCHASE or MANAGED SERVICE CLIN will be exercised and completed during the Implementation Period identified in Section 4, Period of Performance. These CLIN’s are funded for FY14. It is the Government’s intent to purchase and implement these CLINS during the Implementation Period 150 days after the contract Performance Start Date.
1) [bookmark: _Toc367717164]Specifications
· The specifications for the installation, warranty, maintenance, and tasks associated with the services to be provided are contained in this SOW under Section VII, Requirements.
·  Government furnished items are identified in the SOW under Section VII Requirements. 

C. [bookmark: _Toc367717165]Implementation Period Optional CLINs
		
The Optional CLINs that may be exercised (either one or the other will be exercised) and completed during the Implementation Period are discussed below.
Optional CLIN 1001, Research Triangle Park Phase 3
The Contractor shall implement a telephony system expansion at the Research Triangle Park and Chapel Hill facilities using the CRSSM host system located in the National Computer Center located at the Research Triangle Park facility. The expansion will be configured as follows; 1) Building C on the Research Triangle Park Campus will be equipped with 4 G450 gateways configured as an LSP off the host CRSSM site and equipped with a S8300 Processor; 264 Analog Telephone Ports/Licenses; 2202 IP Telephone Licenses; 9 Primary Rate Trunk Interfaces; 6 Basic Rate Trunk Interfaces; 8 CO Trunk Interfaces; 80 Avaya 9641G IP Telephones; 1431 Avaya 9641 G IP Telephones; 128 Avaya 12 Button Add On Modules; 817 Avaya 9620 L IP Telephones; 113 Avaya 9620L Wall Brackets;147 Avaya 1692 IP Speakerphones 2) Human Studies Facility in Chapel Hill on the University of North Carolina Campus will be equipped with 1 G450 gateways configured as an LSP off the host CRSSM site and equipped with a S8300 Processor; 24 Analog Telephone Ports/Licenses; 181 IP Telephone Licenses; 1 Primary Rate Trunk Interface; 4 CO Trunk Interfaces; 3 Avaya 9641G IP Telephones; 97 Avaya 9641 G IP Telephones; 5 Avaya 12 Button Add On Modules; 83 Avaya 9620 L IP Telephones; 21 Avaya 9620L Wall Brackets; 2 Avaya 1692 IP Speakerphones 3) Building 4201 in the Research Triangle Park will be equipped with 1 G450 gateways configured as an LSP off the host CRSSM site and equipped with a S8300 Processor; 2 Analog Telephone Ports/Licenses; 23 IP Telephone Licenses; 1 Primary Rate Trunk Interface; 2 CO Trunk Interfaces; 22 Avaya 9641 G IP Telephones; 4) Page Road Facility will be equipped with 1 G450 gateways configured as an LSP off the host CRSSM site and equipped with a S8300 Processor; 6 Analog Telephone Ports/Licenses; 22 IP Telephone Licenses; 1 Primary Rate Trunk Interface; 2 CO Trunk Interfaces; 1 Avaya 9641G IP Telephone; 12 Avaya 9641 G IP Telephones, ; 2 Avaya 12 Button Add On Modules; 9 Avaya 9620 L IP Telephones; 1 Avaya 9620L Wall Brackets 5) National Computer Center Facility will be configured and equipped to expand the present gateway capacities to the additional capacity of 74 IP Telephone Licenses; 2 Primary Rate Trunk Interface; 4 CO Trunk Interfaces; 10 Avaya 9641G IP Telephones; 290 Avaya 9641 G IP Telephones; 31 Avaya 9620 L IP Telephones ; 8 Avaya 9620L Wall Brackets; 14 Avaya 1692 IP Speakerphones. The Network Assessment, Implementation, Cutover, and Life Cycle Support, eCAS server and licenses for the Research Triangle Park CRSSM site,  the voice mail failover dial around implementation, the Modular Messaging backup storage on the VM ware platform at the CRSSM site, the Communication Manager backup storage on the VM Ware platform at the CRSSM site, implementation of SAL gateway and policy server on the VM Ware platform at the CRSSM site; and provide the first year warranty as defined in this SOW under Section VII, Requirements for the reconfigured system. Of the total requirements stated above, the Government will furnish 130 Avaya 9620 L IP Telephones, 575 Avaya 9641 G IP Telephones, 705 Avaya Communication Manager to be transferred to the CRSSM host system located in the National Computer Center located at the Research Triangle Park facility.
	or
Optional CLIN 6001, Research Triangle Park Phase 3
The contractor shall implement a telephony system expansion at the Research Triangle Park and Chapel Hill facilities using the CRSSM host system located in the National Computer Center located at the Research Triangle Park facility. The expansion will be configured as follows; 1) Building C on the Research Triangle Park Campus will be equipped with 4 G450 gateways configured as an LSP off the host CRSSM site and equipped with a S8300 Processor; 264 Analog Telephone Ports/Licenses; 2202 IP Telephone Licenses; 9 Primary Rate Trunk Interfaces; 6 Basic Rate Trunk Interfaces; 8 CO Trunk Interfaces; 80 Avaya 9641G IP Telephones; 1431 Avaya 9641 G IP Telephones; 128 Avaya 12 Button Add On Modules; 817 Avaya 9620 L IP Telephones; 113 Avaya 9620L Wall Brackets;147 Avaya 1692 IP Speakerphones 2) Human Studies Facility in Chapel Hill on the University of North Carolina Campus will be equipped with 1 G450 gateways configured as an LSP off the host CRSSM site and equipped with a S8300 Processor; 24 Analog Telephone Ports/Licenses; 181 IP Telephone Licenses; 1 Primary Rate Trunk Interface; 4 CO Trunk Interfaces; 3 Avaya 9641G IP Telephones; 97 Avaya 9641 G IP Telephones; 5 Avaya 12 Button Add On Modules; 83 Avaya 9620 L IP Telephones; 21 Avaya 9620L Wall Brackets; 2 Avaya 1692 IP Speakerphones 3) Building 4201 in the Research Triangle Park will be equipped with 1 G450 gateways configured as an LSP off the host CRSSM site and equipped with a S8300 Processor; 2 Analog Telephone Ports/Licenses; 23 IP Telephone Licenses; 1 Primary Rate Trunk Interface; 2 CO Trunk Interfaces; 22 Avaya 9641 G IP Telephones; 4) Page Road Facility will be equipped with 1 G450 gateways configured as an LSP off the host CRSSM site and equipped with a S8300 Processor; 6 Analog Telephone Ports/Licenses; 22 IP Telephone Licenses; 1 Primary Rate Trunk Interface; 2 CO Trunk Interfaces; 1 Avaya 9641G IP Telephone; 12 Avaya 9641 G IP Telephones, ; 2 Avaya 12 Button Add On Modules; 9 Avaya 9620 L IP Telephones; 1 Avaya 9620L Wall Brackets 5) National Computer Center Facility will be configured and equipped to expand the present gateway capacities to the additional capacity of 74 IP Telephone Licenses; 2 Primary Rate Trunk Interface; 4 CO Trunk Interfaces; 10 Avaya 9641G IP Telephones; 290 Avaya 9641 G IP Telephones; 31 Avaya 9620 L IP Telephones ; 8 Avaya 9620L Wall Brackets; 14 Avaya 1692 IP Speakerphones. The Network Assessment, Implementation, Cutover, and Life Cycle Support, eCAS server and licenses for the Research Triangle Park CRSSM site,  the voice mail failover dial around implementation, the Modular Messaging backup storage on the VM ware platform at the CRSSM site, the Communication Manager backup storage on the VM Ware platform at the CRSSM site, , implementation of SAL gateway and policy server on the VM Ware platform at the CRSSM site; and  the warranty and maintenance for the system for the term of the managed service as defined in this SOW under Section VII. Requirements for the reconfigured system. Of the total requirements stated above, the Government will furnish 130 Avaya 9620 L IP Telephones, 575 Avaya 9641 G IP Telephones, 705 Avaya Communication Manager Software Licenses, and 705 Avaya Modular Messaging Licenses to be transferred to the CRSSM host system located in the National Computer Center located at the Research Triangle Park facility.

Optional CLIN 1002, Headquarters Migration
At the EPA’s Headquarters facilities, the Contractor shall: upgrade and change out the existing G650 gateways to G450 gateways; convert the existing Potomac Yard, Ariel Rios, ICC, and 1310 L sites to LSP technology from the ESS technology to improve the failover transition time; enable SNMP traps and queries on all servers and gateways for the Science Logic EM 7 management dashboard, implement the voice mail failover dial around; implement the Modular Messaging backup storage on the VM ware platform at the CRSSM site; implement the Communication Manager backup storage on the VM Ware platform at the CRSSM site; , implementation of SAL gateway and policy server on the VM Ware platform at the CRSSM site; and provide the first year warranty, as defined in this SOW under Section VII Requirements, for the  reconfigured system. 

or
Optional CLIN 6002, Headquarters Migration
At the EPA’s Headquarters’ facilities, the Contractor shall: upgrade and change out of the existing G650 gateways to G450 gateways; convert the existing Potomac Yard, Ariel Rios, ICC, and 1310 L sites to LSP technology from the ESS technology to improve the failover transition time; enable SNMP traps and queries on all servers and gateways for the Science Logic EM 7 management dashboard; implement the voice mail failover dial around; implement the Modular Messaging backup storage on the VM ware platform at the CRSSM site; implement the Communication Manager backup storage on the VM Ware platform at the CRSSM site; , implementation of SAL gateway and policy server on the VM Ware platform at the CRSSM site; and provide the warranty and maintenance for the reconfigured system for the term of the managed service as defined under this SOW in Section VII Requirement.

Optional CLIN 1003, Mount Weather - New System
 The Contractor shall implement a telephony system replacement at the Mount Weather facility. The replacement system shall be a LSP off the CRSSM located in Research Triangle Park, North Carolina.  The system shall  be configured to include: two (2) G450 gateways equipped with two (2) S8300 Processors; 48 Analog Telephone Ports/Licenses; 240 IP Telephone Licenses; four (4) Primary Rate Trunk Interfaces; 120 9650 IP Telephones; 46 9621G IP Telephones; 58 Modular Messaging Licenses off the Research Triangle Park, North Carolina CRSSM location for Voice Mail; Network Assessment; Implementation; enable SNMP traps and queries on all servers and gateways for the Science Logic EM 7 management dashboard; Cutover; Life Cycle Support; eCAS licenses for the Research Triangle Park, North Carolina  CRSSM site eCAS server; implement voice mail failover dial around;  implementation of SAL ; and provide the first year warranty as defined in this SOW under Section VII, Requirements for the reconfigured system. 

or
Optional CLIN 6003, Mount Weather Migration
[bookmark: _GoBack]The Contractor shall include a telephony system replacement at the Mount Weather facility.  The replacement system shall be a LSP off the CRSSM located in Research Triangle Park, North Carolina. The replacement system shall be configured to include: two (2)  G450 gateways equipped with two (2) S8300 Processors; 48 Analog Telephone Ports/Licenses; 240 IP Telephone Licenses; four (4) Primary Rate Trunk Interfaces; 120 9650 IP Telephones; 46 9621 G IP Telephones; 58 Modular Messaging Licenses off the Research Triangle Park, North Carolina CRSSM location for Voice Mail; Network Assessment; Implementation; enabling SNMP traps and queries on all servers and gateways for the Science Logic EM 7 management dashboard; Cutover; Life Cycle Support; eCAS licenses for the Research Triangle Park, North Carolina CRSSM site eCAS server; implement voice mail failover dial around ; implementation of SAL ; and  the warranty and maintenance for the system for the term of the managed service as defined in this SOW under Section VII, A. Requirements. 

VI. [bookmark: _Toc367717166]Optional CLINS 

A. [bookmark: _Toc367717167]Capital Purchase Optional CLINs
The following CAPITAL PURCHASE OPTIONAL CLINs may be exercised at any time during the life of this contract. The specifications for the installation, warranty, maintenance, and tasks associated with the services the Contractor shall provide are contained in this SOW under Section VII, Requirements.
1) [bookmark: _Toc367717168]System Maintenance
The CAPITAL PURCHASE OPTIONAL CLINs listed below are for maintenance for the  system for each site prior to the installation, migration, or upgrade of the systems to the CRSSM Model as described in the Sections above and shown in the CLINS below. The specifications for the maintenance and tasks associated with the services the Contractor shall provide are contained under this SOW in Section VII, Requirements. 
Maintenance for any CLIN may be exercised by the Government in one month increments. 
Optional CLIN 1004  Reserved
Optional CLIN 1005 Region 1 Maintenance 
Optional CLIN 1006 Region 2 Maintenance 
Note: This CLIN may only be exercised if the buyout clause under the existing contract EPG11H00012 is exercised.

Optional CLIN 1007 Region 3 Maintenance
Note: This CLIN may only be exercised if the buyout clause under the existing contract EPG11H00012 is exercised.

Optional CLIN 1008 Region 4 Maintenance 
Note: This CLIN may only be exercised if the buyout clause under the existing contract EPG11H00012 is exercised.

Optional CLIN 1009 Region 5 Maintenance 
Note: This CLIN may only be exercised if the buyout clause under the existing contract EPG11H00012 is exercised.

Optional CLIN 1010 Region 6 Maintenance 
Note: This CLIN may only be exercised if the buyout clause under the existing contract EPG11H00012 is exercised.

Optional CLIN 1011 Region 7 Maintenance 
Note: This CLIN may only be exercised if the buyout clause under the existing contract EPG11H00012 is exercised. 

Optional CLIN 1012 Region 8 Maintenance 

Optional CLIN 1013 Region 9 Maintenance
Note: This CLIN may only be exercised if the buyout clause under the existing contract EPG11H00012 is exercised.

Optional CLIN 1014 Region 10 Maintenance 
Note: This CLIN may only be exercised if the buyout clause under the existing contract EPG11H00012 is exercised.

Optional CLIN 1015 Ann Arbor OAR Lab Maintenance
Note: This CLIN may only be exercised if the buyout clause under the existing contract EPG11H00012 is exercised.

Optional CLIN 1016 Las Vegas OAR Lab Maintenance 
Note: This CLIN may only be exercised if the buyout clause under the existing contract EPG11H00012 is exercised. 

Optional CLIN 1017 Montgomery OAR Lab Maintenance 
Note: This CLIN may only be exercised if the buyout clause under the existing contract EPG11H00012 is exercised.

Optional CLIN 1018 Duluth ORD Maintenance 	

Optional CLIN 1019 Gulf Breeze ORD Maintenance 

Optional CLIN 1020 Reserved

Optional CLIN 1021 Cincinnati Maintenance

Optional CLIN 1022 Reserved

Optional CLIN 1023 Reserved
2) Installation, Migration, or Upgrade of the Systems
The following CAPITAL PURCHASE OPTIONAL CLINs are for installation, migration, or upgrade of the systems to the CRSSM Model. The specifications for the installation, warranty, maintenance, and tasks associated with the services to be provided are contained in this SOW under Section VII, Requirements.  Government furnished items are identified in the SOW under Section VII, Requirements, P. Technical Assumptions. 
Optional CLIN 1024 Avaya System Manager or equivalent
The Contractor shall: provide an Avaya System Manager or equivalent that includes the engineering, furnishing, installing, and warranty for the first year period after placing the system into production. The Avaya System Manager platform shall be capable of providing an integrated solution that leverages customer data and programming across the Avaya platforms presently in place at EPA. This capability of the Avaya System Manager or equivalent shall help the Agency  personnel implement and maintain optimal results for the communications and business collaboration solutions provided by the Enterprise Voice Service. The Avaya System Manager shall have a primary and backup system to allow for a level of redundancy at two different CRSSM locations to be determined by the Contractor. The Avaya System Manager shall be programmed for up to 35,000 endpoints, 250 Servers, and 100 administrators, with access limitations based on the set of permissions enabled for each user in the system for all Avaya Communication Manager and Avaya Modular Messaging systems/servers in the Agency Enterprise Voice Service. The features that shall be turned on and implemented with this deployment include but are not limited to:
· common console 
· common user provisioning 
· role based access control 
· single sign on 
· trust management with the Avaya applications 
· logging and alarming 
· discovery and inventory 
· central licensing 
· network routing rules 
· endpoint management 
· central management, and 
· endpoint central management
Optional CLIN 1025 Region 1 Migration
The Contractor shall: upgrade and change out of the existing G650 gateways to G450 gateways; convert the existing Regional Office site to LSP technology from the ESS technology to improve the failover transition time; convert the existing LSP site to an LSP off the CRSSM site; enable SNMP traps and queries on all servers and gateways for the Science Logic EM 7 management dashboard; migrate the  licenses and database to the Chicago CRSSM site for the Communication Manager system; migrate the  licenses and database to the Chicago CRSSM site for the Modular Messaging system; transfer the  eCAS licenses to the Chicago CRSSM site eCAS server for the Region 1 sites; transfer the  eCAS server to the Potomac Yard CRSSM site for future use at headquarters; implement voice mail failover dial around; implementation of SAL; and provide the first year warranty, as defined in this SOW under Section VII, Requirements, for the reconfigured system. 

Optional CLIN 1026 Reserved

Optional CLIN 1027Region 2 Migration
 The Contractor shall: migrate the Region 2 licenses and database to the Chicago CRSSM site for the Communication Manager system; convert the existing Regional Office site to LSP technology from the ESS technology to improve the failover transition time; convert the existing LSP sites to an LSP off the CRSSM site; migrate the licenses and database to the Chicago CRSSM site for the Modular Messaging system; enable SNMP traps and queries on all servers and gateways for the Science Logic EM 7 management dashboard; transfer the eCAS licenses to the Chicago CRSSM site eCAS server; implement voice mail failover dial around; implementation of SAL; and provide the first year warranty, as defined in this SOW under Section VII, Requirements, for the reconfigured system. 

Optional CLIN 1028 Region 3 Migration
The Contractor shall: migrate the Region 3 licenses and database to the Chicago CRSSM site for the Communication Manager system; convert the existing Regional Office site to LSP technology from the ESS technology to improve the failover transition time; convert the existing LSP sites to an LSP off the CRSSM site; migrate the licenses and database to the Chicago CRSSM site for the Modular Messaging system; enable SNMP traps and queries on all servers and gateways for the Science Logic EM 7 management dashboard; transfer the eCAS licenses to the Chicago CRSSM site eCAS server; implement voice mail failover dial around; implementation of SAL; and provide the first year warranty, as defined in this SOW under Section VII, Requirements, for the reconfigured system. 

Optional CLIN 1029 Region 4 Migration
The Contractor shall: migrate the Region 4 licenses and database to the Research Triangle Park, North Carolina CRSSM site for the Communication Manager system; migrate the licenses and database to the Research Triangle Park CRSSM site for the Modular Messaging system; enable SNMP traps and queries on all servers and gateways for the Science Logic EM 7 management dashboard; transfer the eCAS server to the Research Triangle Park CRSSM site for future use; implement voice mail failover dial around; implementation of SAL; and provide the first year warranty, as defined in this SOW under Section VII, Requirements, for the reconfigured system.

Optional CLIN 1030 Region 5 Migration
The Contractor shall: implement the voice mail failover dial around for Region 5; enable SNMP traps and queries on all servers and gateways for the Science Logic EM 7 management dashboard; implement the Modular Messaging backup storage on the VM ware platform at the CRSSM site; implement the Communication Manager backup storage on the VM Ware platform at the CRSSM site; implementation of SAL gateway and policy server on the VM Ware platform at the CRSSM site; and provide the first year warranty, as defined in this SOW under Section VII, Requirements, for the reconfigured system.
 
Optional CLIN 1031 RESERVED

Optional CLIN 1032 Region 6 Migration
The Contractor shall: implement the voice mail failover dial around  for Region 6; enable SNMP traps and queries on all servers and gateways for the Science Logic EM 7 management dashboard; implementation of SAL; and provide the first year warranty, as defined in this SOW under Section VII, Requirements, for the reconfigured system.

Optional CLIN 1033 Region 7 Migration
The Contractor shall: implement the voice mail failover dial around for Region 7; enable SNMP traps and queries on all servers and gateways for the Science Logic EM 7 management dashboard; implementation of SAL; and provide the first year warranty, as defined in this SOW under Section VII, Requirements, for the reconfigured system.

Optional CLIN 1034 Region 8 Upgrade and Migration
The Contractor shall: upgrade and change out of the existing G650 gateways to G450 gateways; convert the existing Regional Office site to LSP technology from the ESS technology to improve the failover transition time; convert the existing LSP site to an LSP off the CRSSM site; upgrade the  Communication Manager 5.1 Enterprise Edition to Communication Manager 6.0 Enterprise Edition; migrate the  licenses and database to the Denver CRSSM site for the Communication Manager system; upgrade of G700 gateway at the Golden site to an G450 gateway; migrate the  licenses and database to the Denver CRSSM site for the Modular Messaging system; enable SNMP traps and queries on all servers and gateways for the Science Logic EM 7 management dashboard; upgrade and transfer the eCAS licenses to the Denver CRSSM site eCAS server; implement the voice mail failover dial around;  reconfigure the direct inward dial trunks to allow for the access to the  voice mail failover dial around implementation; implement the Modular Messaging backup storage on the VM ware platform at the CRSSM site; implement the Communication Manager backup storage on the VM Ware platform at the CRSSM site; implementation of SAL; and provide the first year warranty, as defined in this SOW under Section VII, Requirements, for the reconfigured system. 

Optional CLIN 1035 Region 9 Migration
The Contractor shall: implement the voice mail failover dial around for Region 9; enable SNMP traps and queries on all servers and gateways for the Science Logic EM 7 management dashboard; implementation of SAL; and provide the first year warranty, as defined in this SOW under Section VII, Requirements, for the reconfigured system.

Optional CLIN 1036 Region 10 Migration
 The Contractor shall: implement the voice mail failover dial for Region 10; enable SNMP traps and queries on all servers and gateways for the Science Logic EM 7 management dashboard; implementation of SAL; and provide the first year warranty, as defined in this SOW under Section VII, Requirements, for the reconfigured system.

Optional CLIN 1037 Gulf Breeze ORD Migration
 The Contractor shall: migrate the licenses and database to the Research Triangle Park CRSSM site for the Communication Manager system; migrate the licenses and database to the Research Triangle Park CRSSM site for the Modular Messaging system; enable SNMP traps and queries on all servers and gateways for the Science Logic EM 7 management dashboard; transfer the  eCAS licenses to the Research Triangle Park CRSSM site eCAS server; implement  the voice mail failover dial around;  implementation of SAL; and provide the first year warranty, as defined in this SOW under Section VII, Requirements, for the reconfigured system.

Optional CLIN 1038 Duluth ORD Migration
The Contractor shall: migrate the licenses and database to the Chicago CRSSM site for the Communication Manager system; migrate the licenses and database to the Chicago CRSSM site for the Modular Messaging system; enable SNMP traps and queries on all servers and gateways for the Science Logic EM 7 management dashboard;  transfer the  eCAS licenses to the Chicago CRSSM site eCAS server; implement the voice mail failover dial around; implementation of SAL; and provide the first year warranty, as defined in this SOW under Section VII, Requirements, for the reconfigured system.

Optional CLIN 1039 Cincinnati Replacement
The Contractor shall: implement a telephony system replacement at the Cincinnati facility with seven LSP's off the CRSSM located in Research Triangle Park to be configured with; G450 gateways equipped with a S8300 Processor at each of the seven locations; 383 Analog Telephone Ports/Licenses; 1271 IP Telephone Licenses; 14 Primary Rate Trunk Interfaces; 127 9650 IP Telephones; 127 9641 G IP Telephones; 1016 9620 L IP Telephones; Network Assessment; Implementation; enable SNMP traps and queries on all servers and gateways for the Science Logic EM 7 management dashboard; Cutover; Life Cycle Support;  eCAS licenses for the Research Triangle Park CRSSM site eCAS server; implement the voice mail failover dial around; implementation of SAL; and provide the first year warranty, as defined in this SOW under Section VII, Requirements, for the reconfigured system.

Optional CLIN 1040 Helena Replacement
The Contractor shall: implement a telephony system replacement at the Helena facility as an LSP off the CRSSM located in Denver. Colorado to be configured with; G450 gateway equipped with a S8300 Processor;  8 Analog Telephone Ports/Licenses; 58 IP Telephone Licenses; 1 Primary Rate Trunk Interfaces; 12 9641 G IP Telephones; 46 9621 G IP Telephones; 58 Modular Messaging Licenses off the Denver CRSSM location for Voice Mail; Network Assessment; Implementation; enable SNMP traps and queries on all servers and gateways for the Science Logic EM 7 management dashboard; Cutover; Life Cycle Support; eCAS licenses for the Denver CRSSM site eCAS server; implement the voice mail failover dial around; implementation of SAL; and provide the first year warranty, as defined in this SOW under Section VII, Requirements, for the reconfigured system.

Optional CLIN 1041 National Enforcement Investigations Center (NEIC) Replacement
The Contractor shall: implement a telephony system replacement at the NEIC facility as an LSP off the CRSSM located in Denver. Colorado to be configured with; G450 gateway equipped with a S8300 Processor; 48 Analog Telephone Ports/Licenses; 238 IP Telephone Licenses; 3 Primary Rate Trunk Interfaces; 180 9641 G IP Telephones; 58 9620 L IP Telephones; 238 Modular Messaging Licenses off the Denver CRSSM location for Voice Mail; Network Assessment; Implementation; enable SNMP traps and queries on all servers and gateways for the Science Logic EM 7 management dashboard; Cutover; Life Cycle Support; eCAS licenses for the Denver CRSSM site eCAS server; implement the voice mail failover dial around,  implementation of SAL; and provide the first year warranty, as defined in this SOW under Section VII, Requirements, for the reconfigured system.

2) [bookmark: _Toc367717169]Maintenance – Reconfigured Systems
The following CAPITAL PURCHASE Optional CLINs are for maintenance, as defined under this SOW in Section VII, Requirements, for the reconfigured system for each site after completion of the installation, migration, or upgrade of the systems to the CRSSM Model as described in the sections above and outlined in the previous CLINS..

Maintenance for any CLIN may be exercised by the Government in  monthly increments.

Optional CLIN 1042 Headquarters Maintenance 

Optional CLIN 1043 Region 1 Maintenance 

Optional CLIN 1044 Region 2 Maintenance 

Optional CLIN 1045 Region 3 Maintenance 

Optional CLIN 1046 Region 4 Maintenance

Optional CLIN 1047 Region 5 Maintenance 

Optional CLIN 1048 Region 6 Maintenance 

Optional CLIN 1049 Region 7 Maintenance 

Optional CLIN 1050 Region 8 Maintenance 

Optional CLIN 1051 Region 9 Maintenance 

Optional CLIN 1052 Region 10 Maintenance
 
Optional CLIN 1053 Ann Arbor OAR Lab Maintenance 

Optional CLIN 1054 Las Vegas OAR Lab Maintenance

Optional CLIN 1055 Montgomery OAR Lab Maintenance 

Optional CLIN 1056 Ada ORD Lab Maintenance 

Optional CLIN 1057 Athens ORD Lab Maintenance 

Optional CLIN 1058 Corvallis/Newport ORD Lab Maintenance 

Optional CLIN 1059 Duluth ORD Maintenance 

Optional CLIN 1060 Gulf Breeze ORD Maintenance 

Optional CLIN 1061 Las Vegas ORD Maintenance 

Optional CLIN 1062 Narragansett ORD Lab Maintenance 

Optional CLIN 1063 Research Triangle Park Maintenance 

Optional CLIN 1064 Cincinnati Maintenance

Optional CLIN 1065 Helena Maintenance

Optional CLIN 1066 National Enforcement Investigations Center (NEIC) Maintenance

Optional CLIN 1067 Mount Weather Maintenance

Optional CLIN 1068 Avaya Lab Maintenance 

Optional CLIN 1069 National Voice Mail Gateway Maintenance 

Optional CLIN 1070 Avaya System Manager or equivalent Maintenance 


3) [bookmark: _Toc367717170]Service Optional CLINS
The following MANAGED SERVICE OPTIONAL CLINs may be exercised at any point during the life of the contract. Depending on when the CLIN is exercised, the term of the managed service may be  24, 36, 48, or 60 months. The specifications for the installation, warranty, maintenance, and tasks associated with the services to be provided are defined under this SOW in Section VII, Requirements

Optional CLIN 6004 Avaya System Manager or equivalent 
The Contractor shall engineer, furnish, install, and maintain an Avaya System Manager or equivalent for the period of the managed service.  The platform shall provide an integrated solution that leverages customer data and programming across the Avaya platforms presently in place at EPA, helping the Agency Enterprise Voice Service implement and maintain optimal results for communications and business collaboration solutions. The Avaya System Manager shall have a primary and backup system to allow for a level of redundancy at two different CRSSM locations to be determined by the Contractor. The Avaya System Manager shall be programmed for up to 35,000 endpoints, 250 Servers, and 100 administrators, with access limitations based on the set of permissions enabled for each user in the system for all Avaya Communication Manager and Avaya Modular Messaging systems/servers in the Agency Enterprise Voice Service. The features that shall be turned on and implemented with this deployment include but are not limited to:
· common console 
· common user provisioning 
· role based access control 
· single sign on 
· trust management with the Avaya applications 
· logging and alarming 
· discovery and inventory 
· central licensing 
· network routing rules 
· endpoint management 
· central management, and 
· endpoint central management
Optional CLIN 6005 Region 1 Migration
The Contractor shall:  upgrade and change out  the existing G650 gateways to G450 gateways; convert the existing Regional Office site to LSP technology from the ESS technology to improve the failover transition time; convert the existing LSP site to an LSP off the CRSSM site; migrate the  licenses and database to the Chicago CRSSM site for the Communication Manager system; migrate the  licenses and database to the Chicago CRSSM site for the Modular Messaging system; transfer the eCAS licenses to the Chicago CRSSM site eCAS server for the Region 1 sites; transfer the eCAS server to the Potomac Yard CRSSM site for future use at headquarters; implement voice mail failover dial around; , and the warranty, maintenance, and support for the term of the managed service  for the reconfigured system as defined under this SOW in Section VII, Requirements.

Optional CLIN 6006 Region 2 Migration
The Contractor shall:  convert the existing Regional Office site to LSP technology from the ESS technology to improve the failover transition time; convert the existing LSP site to an LSP off the CRSSM site; migrate the  licenses and database to the Chicago CRSSM site for the Communication Manager system; migrate the  licenses and database to the Chicago CRSSM site for the Modular Messaging system; transfer the eCAS licenses to the Chicago CRSSM site eCAS server; implement voice mail failover dial around; and the warranty, maintenance, and support for the term of the managed service  for the reconfigured system as defined under this SOW in Section VII, Requirements.

Optional CLIN 6007 Region 3 Migration
The Contractor shall: convert the existing Regional Office site to LSP technology from the ESS technology to improve the failover transition time; convert the existing LSP site to an LSP off the CRSSM site; migrate the  licenses and database to the Chicago CRSSM site for the Communication Manager system; migrate the  licenses and database to the Chicago CRSSM site for the Modular Messaging system; transfer the  eCAS licenses to the Chicago CRSSM site eCAS server;, implement voice mail failover dial around; and the warranty, maintenance, and support for the term of the managed service  for the reconfigured system as defined under this SOW in Section VII, Requirements.

Optional CLIN 6008 Region 4 Migration
The Contractor shall include convert the existing Regional Office site to LSP technology from the ESS technology to improve the failover transition time;  migrate the  licenses and database to the Research Triangle Park CRSSM site for the Communication Manager system; migrate of licenses and database to the Research Triangle Park CRSSM site for the Modular Messaging system; transfer the  eCAS server to the Research Triangle Park CRSSM site; implement voice mail failover dial around; and the warranty, maintenance, and support for the term of the managed service  for the reconfigured system as defined under this SOW in Section VII, Requirements..

Optional CLIN 6009 Region 5 Migration
The Contractor shall: implement voice mail failover dial around; implement the Modular Messaging backup storage on the VM ware platform at the CRSSM site; implement the Communication Manager backup storage on the VM Ware platform at the CRSSM site; and the warranty, maintenance, and support for the term of the managed service  for the reconfigured system as defined under this SOW in Section VII, Requirements.

Optional CLIN 6010 Region 6 Migration
The Contractor shall implement the voice mail failover dial around and the warranty, maintenance, and support for the term of the managed service for the reconfigured system as defined under this SOW in Section VII, Requirements.

Optional CLIN 6011 Region 7 Migration
The Contractor shall implement voice mail failover dial around and the warranty, maintenance, and support for the term of the managed service for the reconfigured system as defined under this SOW in Section VII, Requirements.

Optional CLIN 6012 Region 8 Upgrade and Migration
The Contractor shall: upgrade and change out  the existing G650 gateways to G450 gateways; convert the existing Regional Office site to LSP technology from the ESS technology to improve the failover transition time; convert the existing LSP site to an LSP off the CRSSM site; upgrade the  Communication Manager 5.1 Enterprise Edition to Communication Manager 6.0 Enterprise Edition;  migrate the licenses and database to the Denver CRSSM site for the Communication Manager system; upgrade the G700 gateway to G450 gateway; migrate the  licenses and database to the Denver CRSSM site for the Modular Messaging system; upgrade and transfer the  eCAS licenses to the Denver CRSSM site eCAS server;  implement  voice mail failover dial around; reconfigure the direct inward dial trunks to allow for access for the voice mail failover dial around; implement the Modular Messaging backup storage on the VM ware platform at the CRSSM site; implement the Communication Manager backup storage on the VM Ware platform at the CRSSM site; and the warranty, maintenance, and support for the term of the managed service  for the reconfigured system as defined under this SOW in Section VII, Requirements.

Optional CLIN 6013 Region 9 Migration
The Contractor shall implement voice mail failover dial around and the warranty, maintenance, and support for the term of the managed service for the reconfigured system as defined under this SOW in Section VII, Requirements.

Optional CLIN 6014 Region 10 Migration
The Contractor shall implement voice mail failover dial around and the warranty, maintenance, and support for the term of the managed service for the reconfigured system as defined under this SOW in Section VII, Requirements.

Optional CLIN 6015 Cincinnati Migration
The Contractor shall implement a telephony system replacement at the Cincinnati facility with seven LSP's off the CRSSM located in Research Triangle Park to be configured with; G450 gateways equipped with a S8300 Processor at each of the seven locations; 383 Analog Telephone Ports/Licenses; 1271 IP Telephone Licenses; 14 Primary Rate Trunk Interfaces; 127 9650 IP Telephones; 127 9641 G IP Telephones; 1016 9620 L IP Telephones; Network Assessment; Implementation; enable SNMP traps and queries on all servers and gateways for the Science Logic EM 7 management dashboard; Cutover; Life Cycle Support;  eCAS licenses for the Research Triangle Park CRSSM site eCAS server; implement the voice mail failover dial around; and the warranty, maintenance, and support for the term of the managed service  for the reconfigured system as defined under this SOW in Section VII, Requirements. 
Optional CLIN 6016 Helena Migration
The Contractor shall implement a telephony system replacement at the Helena facility as an LSP off the CRSSM located in Denver, Colorado to be configured with: G450 gateway equipped with a S8300 Processor;  8 Analog Telephone Ports/Licenses; 58 IP Telephone Licenses; 1 Primary Rate Trunk Interfaces; 12 9641 G IP Telephones; 46 9621 G IP Telephones; 58 Modular Messaging Licenses off the Denver CRSSM location for Voice Mail; Network Assessment; Implementation; enable SNMP traps and queries on all servers and gateways for the Science Logic EM 7 management dashboard; Cutover; Life Cycle Support; eCAS licenses for the Denver CRSSM site eCAS server; implement the voice mail failover dial around; and the warranty, maintenance, and support for the term of the managed service  for the reconfigured system as defined under this SOW in Section VII, Requirements. 
Optional CLIN 6017 National Enforcement Investigations Center (NEIC) Migration
The Contractor shall implement a telephony system replacement at the NEIC facility as an LSP off the CRSSM located in Denver, Colorado to be configured with: G450 gateway equipped with a S8300 Processor; 48 Analog Telephone Ports/Licenses; 238 IP Telephone Licenses; 3 Primary Rate Trunk Interfaces; 180 9641 G IP Telephones; 58 9620 L IP Telephones; 238 Modular Messaging Licenses off the Denver CRSSM location for Voice Mail; Network Assessment; Implementation; enable SNMP traps and queries on all servers and gateways for the Science Logic EM 7 management dashboard; Cutover; Life Cycle Support; eCAS licenses for the Denver CRSSM site eCAS server; implement the voice mail failover dial around; and the warranty, maintenance, and support for the term of the managed service  for the reconfigured system as defined under this SOW in Section VII, Requirements. 
Optional CLIN 6018 Ann Arbor OAR Migration
The Contractor shall implement voice mail failover dial around and the warranty, maintenance, and support for the term of the managed service  for the reconfigured system as defined under this SOW in Section VII, Requirements.

Optional CLIN 6019 Las Vegas OAR Migration
The Contractor shall implement voice mail failover dial around and the warranty, maintenance, and support for the term of the managed service for the reconfigured system as defined under this SOW in Section VII, Requirements.

Optional CLIN 6020 Montgomery OAR Migration
The Contractor shall implement voice mail failover dial around and the warranty, maintenance, and support for the term of the managed service for the reconfigured system as defined under this SOW in Section VII, Requirements.

Optional CLIN 6021 Ada ORD Migration
The Contractor shall implement voice mail failover dial around and the warranty, maintenance, and support for the term of the managed service for the reconfigured system as defined under this SOW in Section VII, Requirements.

Optional CLIN 6022 Athens ORD Migration
The Contractor shall implement voice mail failover dial around and the warranty, maintenance, and support for the term of the managed service  for the reconfigured system as defined under this SOW in Section VII, Requirements.

Optional CLIN 6023 Corvallis/Newport ORD Migration
The Contractor shall implement voice mail failover dial around and the warranty, maintenance, and support for the term of the managed service for the reconfigured system as defined under this SOW in Section VII, Requirements.

Optional CLIN 6024 Duluth ORD Migration
The Contractor shall: migrate the licenses and database to the Chicago CRSSM site for the Communication Manager system; migrate the licenses and database to the Chicago CRSSM site for the Modular Messaging system; enable SNMP traps and queries on all servers and gateways for the Science Logic EM 7 management dashboard;  transfer the eCAS licenses to the Chicago CRSSM site eCAS server; implement the voice mail failover dial around; and the warranty, maintenance, and support for the term of the managed service  for the reconfigured system as defined under this SOW in Section VII, Requirements

Optional CLIN 6025 Gulf Breeze ORD Migration
The Contractor shall migrate the licenses and database to the Research Triangle Park CRSSM site for the Communication Manager system; migrate the licenses and database to the Research Triangle Park CRSSM site for the Modular Messaging system; enable SNMP traps and queries on all servers and gateways for the Science Logic EM 7 management dashboard; transfer the eCAS licenses to the Research Triangle Park CRSSM site eCAS server; implement  the voice mail failover dial around; and the warranty, maintenance, and support for the term of the managed service  for the reconfigured system as defined under this SOW in Section VII, Requirements 

Optional CLIN 6026 Las Vegas ORD Migration
The Contractor shall implement voice mail failover dial around; and the warranty, maintenance, and support for the term of the managed service for the reconfigured system as defined under this SOW in Section VII, Requirements.

Optional CLIN 6027 Narragansett ORD Migration
The Contractor shall implement voice mail failover dial around; and the warranty, maintenance, and support for the term of the managed service for the reconfigured system as defined under this SOW in Section VII, Requirements.

Optional CLIN 6028 Commercially Available Audio Conferencing System Service
The Contractor shall provide an audio conferencing system that is commercially available to agencies with the appropriate safeguards for security of agency information. The system shall have primary and disaster recovery systems in different physical locations. If the solution is not a managed service delivery model that would be placed on EPA property, no other traffic or scheduling database on the Audio Conferencing System hardware/software will be permitted and is a requirement for both the primary and disaster recovery system. The Contractor shall implement the commercially available audio conferencing system service as defined under this SOW in Section VII, Requirements.Some requirements of the statement of work will only pertain if the solution is a managed service audio conferencing system service that would be placed on EPA property and those requirements are marked with an asterisks (*). 

Optional CLIN 6029 Managed Service Audio Conferencing System Service
[bookmark: _Toc315362382]The Contractor shall provide a managed service audio conferencing system that would be placed on EPA property and operated by the Contractor at a pre-negotiated fixed monthly contractual cost to the Agency.  The two locations for the primary and disaster recovery system shall be the Computer Room, Server, and Storage Management (CRSSM) locations in Denver, Colorado and Research Triangle Park, North Carolina. The Wide Area Network (WAN) connection between the primary and disaster recovery system that allows for the synchronization of information between the two systems will be provided by EPA.   All Audio Conferencing System hardware/software shall support IPV6, where applicable. The system shall be EPA owned at the end of the term of the contract with a period of transition of 60 calendar days to transition this system and service to the EPA. The Contractor shall implement the managed service audio conferencing system service as defined under this SOW in Section VII, Requirements.

Optional CLIN 6030 Managed Service Directory Assistance Services
The Contractor shall operate EPA's Washington Directory Assistance activity: answering calls that request information on EPA telephone numbers and addresses; organizations; locations of functions and activities; and sources of programmatic information. The Contractor shall staff the Directory Assistance telephone lines Monday – Friday from 8:00am to 6:00pm Eastern time; every day except for Federal Holidays. At other times, directory assistance will only be available through an automated attendant. The current number for directory assistance is 202-272-0167 or 202-564-4111. The Contractor shall provide support to the hearing impaired for standard Telecommunications for the Deaf (TDD) telephone calls. The Contractor, using the capabilities of the Government-provided call center, shall report on the total number of calls received, total number of calls received, and average time in queue on a monthly basis.

Optional CLIN 6031 Managed Service Directory Services
[bookmark: _Toc315362384]The Contractor shall prepare the EPA Headquarters Telephone Directory.  This directory is published quarterly and distributed in a electronic file format. The Contractor shall update the Headquarters Locator database from the weekly updates that are received from HQ’s Locator Office points of contact. The Headquarters Directory database shall be updated no less than monthly, and all updates shall be made within four weeks of request.  The directory shall be available 24 hours a day, 7 days a week.

Optional CLIN 6032 Managed Service National Locator Services
The Contractor shall support the established data collection and publication cycle for the National Locator system which includes at a minimum but shall not be limited to monthly updates for all locations and weekly updates for the Headquarters and Research Triangle Park locations. The Contractor shall  implement and maintain a National Locator file which includes email addresses, physical locations, and support the EPA intranet-based National Locator implementation and operation by completing programming and data format adjustments required for the  distribution of the information, and shall implement the accessibility requirements of Section 508 (29 USC 794d).

Optional CLIN 6033 Managed Service National Voice Mail Gateway (NVMG) Operations The Contractor shall support the ongoing technical, operational, and administrative maintenance of the NVMG system. The support services include but are not limited to: daily monitoring of the NVMG to ensure proper operation and message flow; adding or changing node profiles based on NVMG system changes and office moves; testing and troubleshooting voice mail system for NVMG connectivity with Modular Messaging sites; resolving technical or operational issues; and coordinating with computer room hosting staff.

VII. [bookmark: _Toc367717171]Requirements

A. [bookmark: _Toc363673917][bookmark: _Toc367717172]General Requirements
The Contractor shall provide the following:
· Necessary equipment, support for the equipment, ongoing maintenance of equipment, and monitoring of VoIP, Voice Mail, and Audio Conferencing;
· A solution that utilizes the Agency standard Avaya Aura Platform equipment;
· Architecture capable of full user voice and voice mail functionality, fail-over between call servers, fail-over/recovery of any call server or gateway interface, and full featured redundant Local Survivable Processors (LSP);
· Architecture in compliance with telecommunications and industry-approved standards that provides the highest degree of interoperability and flexibility in an open-system environment;  
· Technician support services as necessary to install and maintain the hardware and software on-site at all locations. The Contractor technicians assigned to this project shall be Avaya certified on the equipment proposed for installation at all locations *;
· Transportation/shipping, and  delivery inside each facility to a secure storage area provided by EPA, installation, configuration, set-up, implementation/testing and cut-over of all necessary servers, gateways, interface cards, and/or other ancillary hardware as required by the manufacturer and/or the EPA for the system to function properly per Avaya specifications *;
· The necessary fields wiring cross connecting of any and all analog, ISDN, DSL, T-1, BRI, and PRI circuits identified as part of the functioning system *;
· The connection and cross connect of all Public Switched Telephone Network (PSTN) circuits, including resolution of any VoIP Interfacing-related technical or functional issues with the local Telco/PSTN provider *;
· The set-up and placement of the phone sets (Avaya VoIP stations) and training documentation in the proper locations as identified by the site(s)
· The Avaya Aura Communication Manager Telephony application’s standard features found in the current software level available from Avaya and standard features found in the Avaya Modular Messaging at 5.2 or the most current release. The features that will be included are to be identified for the Avaya Aura Communication Manager and the Avaya Modular Messaging in the proposal submitted.
· Installed systems that have the capability to have music on hold (EPA will provide the source) *
· Installed systems that have the capability for each site to perform SIP trunking functions to the PSTN *
· Installed systems that have the capability to interface with existing overhead paging systems. The vendor shall assist EPA with the connection to these systems
· Ensure all systems installed are Section 508 compliant.
· Ensure all systems installed utilize Trade Agreement Act (TAA) compliant products and materials, unless the exception is noted in 52.225-6 Trade Agreement Certificate if the product or material is not available. *
· Perform engineering and design functions for deployment of all the solutions.
· Be responsible for the design, architecture, implementation, and ongoing support of an enterprise-wide telecommunications platform for the identified sites in this SOW.
· If required in the applicable CLIN, provide a call accounting system so that any location shall have access to call detail information that can be used to generate reports which are readable and can be imported to an electronic format such as EXCEL.
· Work with Facility, Security and IT personnel at each site to comply with all applicable protocols and requirements at both the Agency and location levels.  Compliance may include physical security, IT security, insurance, and any other requirements that surface or become necessary per the site.
· Provide phone sets based on the model numbers and quantities specified in each CLIN. Should these models be discontinued or updated prior to the award of this contract, or prior to the actual procurement of the phone sets under this contract, the Contractor shall provide the nearest equivalent new model of the discontinued model(s) specified at a price and discount that is equal to or greater than the price of the discontinued model(s) as proposed under this contract.
· Perform health checks of the systems that are transitioned to the Contractor through the EVS contract through the award of a CLIN to ensure the system has no known issues prior to the start of a project. In the case of a transition of a system between Contractors, i.e. outgoing maintenance provider to the EVS Contractor, the health check will be performed starting thirty days prior to the expiration of the outgoing maintenance provider’s contract. A formal report in the form of a deliverable will be provided at least ten days prior to the expiration of the outgoing maintenance provider’s contract. This report should detail any known issues with the installation practices used to install the system, database configuration issues, alarm issues caused by faulty hardware or software, hardware or software that is end of sale or end of support, LAN traffic blockages, WAN traffic issues, etc.

1) [bookmark: _Toc367717173]Audio Conferencing
The Audio Conferencing System Service shall leverage EPA’s investment in the Avaya VoIP platform. The Audio Conferencing System Service shall also ensure that options for the audio connectivity and technical level of effort are provided to EPA customers and stakeholders through technology conferencing bridge services, so that all conference participants are able to collaborate and communicate effectively and continuously, 24 hours a day, 7 days a week from anywhere at any time.  
The Audio Conferencing System must be compatible with the Agency’s current integration efforts with other products, specifically the Adobe Connect 8.0 Web Conferencing, Microsoft Lync On Line 2010, and the Agency’s current VoIP standard, the Avaya Aura Platform, specifically the Avaya Communication Manager and Avaya Modular Messenger.
Specific requirements for the Audio Conferencing System, whether a commercially available or managed service shall include: 

· conference scheduling, set up, variables, troubleshooting, billing, usage records, 		and audits;
· call management support interfaced with Remedy tickets and reports;
· technical consulting and customer service;
· technology troubleshooting, issue diagnosis, and problem resolution;
· confidentiality of business information; and
· Working Capital Fund (WCF) business support. 
· An administrative interface that allows for the administration of the system administration of billing reports, utilization reports, management reports, etc.


The Agency average annual consumption of audio conferencing is approximately 44 million minutes and is on the rise. The proposed Audio Conferencing System solution shall:
· Use the Avaya platform. 
· Be versatile, flexible, and offer EPA industry-leading services and features, including the ability to choose from automated, operator-assisted, or operator dial-out conference calls; integrated audio and data conferences; and operator services.  
· Allow the teleconference to range from both small to large forums of participants, up to 1,200 simultaneous participants.
· Provide operational support for audio teleconferencing services and be available to assist and respond to customers from 6:00 a.m. to 9:00 p.m. Eastern Standard Time (EST), Monday through Friday.
· Consist of all Public Switched Telephone Network (PSTN) facilities and Toll Free Numbers to support an audio conferencing system that has the capacity for 1200 ports. Consist of a Primary System and Disaster Recovery System with a primary server and redundant server that allows for hot standby failover at each site. The Audio Conferencing System Service must provide a primary and disaster recovery system that allows for the synchronization of information between the systems for up to date conferencing information for either systems in case of a failure in the primary or disaster recovery system.
· Provide a primary and disaster recovery system that allows for the synchronization of information between the systems for up to date conferencing information for either systems in case of a failure in the primary or disaster recovery system. Both the primary and disaster recovery system must accommodate at least 1,200 ports of audio conferencing with the capability of growth up to 3200 ports of conferencing.
· Have all 1200 ports available to the users 100% of the time.
· Make the moderator code for each conferee be the telephone number of that individual with additional security codes for access to that conferee’s bridge.


The Audio Conference System Services required standard features are listed below. The standard and optional features that will be provided with the system are to be identified in the proposal submitted.

Required Standard Features
· Auto Extend Duration
· Auto Record
· Auto Hang Up based on Duration
· Attended Conferences
· Unattended Conferences
· Annunciators
· Fast – Dial
· Blast Dial
· Manual Dial
· Moderator Blast Dial
· Disconnect Grace Period
· Moderator Passcode
· Participant Passcode
· Messages on Entry/Exit
· Tones on Entry/Exit
· Messages and Tones on Entry/Exit
· No Messages or Tones on Entry/Exit
· Force Disconnect
· Lecture Mode
· Mute All
· International Dialing
· Leader Express Entry
· Leader Smart Entry
· Sub conference
· Secure Mode
· DTMF Commands
· Web portal Audio Console
· Web portal
· Web conferencing
· Multiple Leaders
· Operator Assistance
· Conference Detail Record
· Telephone DTMF Commands
· Primary/Secondary Language Options
· Voice Roster
· Accounting or Billing Codes
· Quick Start
· Audio Conference Record/Playback
· Record Pause/Resume
· Roll Call
· Security Passcodes or PIN Codes
· Self-Mute/Unmute
· Third Party Conference Start
· Waiting Room or Music on Hold
· Post Conference Emails
[bookmark: _Toc95028967][bookmark: _Toc116208333]
B. [bookmark: _Toc363673918][bookmark: _Toc367717174]Preinstall Requirements  for New Deployments *
The design of the physical infrastructure will require rack space, power, cabling, and environmental considerations such as HVAC.  The Contractor shall integrate equipment into existing rack and floor space and utilize existing equipment and resources whenever possible.  EPA will provide additional rack space, if necessary, at the site. Category 5 or better horizontal cabling is currently installed or will be installed by EPA prior to the equipment being deployed.  EPA will be responsible for providing adequate environmental conditioning and power in the location of the core system equipment and/or any telecommunications closets. (Building grounding will be provided to each cabinet/rack and POE switches will be provided by EPA.)  
Once all of the equipment has been received and documented as received by the Contractor and EPA, the Contractor shall pre-configure the equipment according to the implementation plan for each location. All of the equipment shall have a burn-in period of a minimum of 24 hours and be fully tested for proper functionality by the Contractor.  If any failures occur as determined by the EPA COTR, the Contractor shall be responsible for correcting the problem(s).
For each site, following the pre-configuration, the Contractor shall:
· Confirm/verify all EPA-supplied network diagrams. 
· Perform a network assessment of critical elements required to deploy the solution on the Customer's local and wide area networks.
· Work with the EPA COTR to support data collection/gathering for the programming of the systems for each location.
· Provide system configuration templates for user stations and voice end points to the EPA sites to facilitate the information gathering process for the programming of the VoIP or Audio Conferencing systems.
· Provide system installation check lists that will be used to verify and confirm the installation has been completed as proposed.
· Work with the COTR to obtain the necessary information to properly program the new Avaya VoIP or Audio Conferencing systems.
· Perform programming of the systems with end user information, line appearances, dialing plan, phone set button configurations, and any additional features identified during the site information gathering process.
· Perform configuration of voice mailboxes for end users and any specialty voice mailboxes identified during the information gathering process.
· Perform additional/ancillary support/services that shall be required for the migration of existing voice mail applications and ACD functions that currently exist on the current site based voice mail system.
· Work with the COTR to port the existing phone numbers to the new system.
· Work with and coordinate with the COTR to assist EPA in performing the integration of the newly installed systems into the EPA National Voice Mail Gateway. 

C. [bookmark: _Toc363673919][bookmark: _Toc367717175]Installation Requirements for New Deployments *
	
The Contractor shall comply with the approved implementation plan included as part of its proposal that reflects the deployment of all locations as identified in the Implementation Period Optional CLINS within 150 days after contract Performance Start Date.
	The Contractor shall provide technician support/services as required to install the hardware on-site at all locations. The Contractor technicians assigned to this project shall be Avaya certified on the equipment installed.  The Contractor shall ensure all new equipment and/or software is being prepared for introduction into the EPA network.  Appropriate system testing and implementation procedures shall be developed by the Contractor and validated jointly by the EPA COTR and the Contractor at each location. This testing will assure that the new equipment can be successfully introduced into the EPA network without adverse impacts.  The testing procedures will also be used by the EPA and the Contractor to validate the procedures to be used for future installation/updates of equipment at EPA sites and installations.  This requirement applies to both the initial project installation/implementation and to installations of subsequent hardware and software products under the contract maintenance plans (e.g., updates and maintenance upgrades) as they become available from Avaya.

The Contractor shall implement/provide the following:
· dial plan, detailed gateway configurations
· detailed audio conferencing system configuration
· detailed call processor configuration
· voice mail configuration
· 911 emergency services
· details of the system monitoring and management application procedures
· A copy of the quick reference guide with each phone instrument installed
· A copy of the user’s manual, quick reference guide, and pocket guide for each audio conferencing user
· Once the equipment is configured, full operational tests shall be completed by the Contractor to assure features are operating as designed. 

D. [bookmark: _Toc363673920][bookmark: _Toc367717176]Post install Requirements for New Deployments *
The newly installed VoIP infrastructure shall be fully tested by the Contractor. This test shall include: internal and external dialing functionality, voice quality verification, E911 emergency service functionality, voice mail integration, remote system management connectivity, power fail transfer, and system redundancy. 
The newly installed Audio Conferencing System shall be fully tested by the Contractor. This test shall include: internal and external dialing functionality, voice quality verification, remote system management connectivity, system redundancy, and integration compatibility with Adobe Connect and Microsoft Lync On Line.
EPA will consider voice mail integration operational when users are able to access voice mail by pressing the “Voice Mail” button on their IP phone and by calling the voice mail access number from the PSTN.
During the Post Install phase, the Contractor shall work in accordance with the test and acceptance checklist that was submitted as part of the proposal submission and accepted by the Government. Upon completion of the full system test, the test and acceptance checklist shall be completed by the Contractor. It shall then be presented to the COTR for acceptance within 30 days of the cutover of the system. The COTR may then verify any of the points on the checklist. When the COTR is satisfied that the system is fully functional, he/she will sign the original checklist and keep the copy. Acceptance of the system will begin the start of the warranty period for a period of one year.  The Contractor shall ensure that COTR and telecommunications technicians have access to portions of the system that allow them to provision phones and voicemail boxes.
E. [bookmark: _Toc363673921][bookmark: _Toc367717177]Project Management

The Contractor shall provide project management during all phases of this contract.  Project management shall include, but shall not be limited to:
· Adhering to the Project Management Plan, submitted as part of the proposal that led to award of this contract, reflecting the tasks and timeframes for the installation for each location.
· Defining and confirming with the Agency the project goals and objectives; identifying how goals will be achieved and quantifying the resources needed to achieve goals.
· Managing the implementation of the project plan along with operating and/or implementing  controls to ensure that there is accurate and objective information on performance relative to the plan.
· Scope Management.
· Communications Plan and Management.
· Cost Management; (e.g., Earned Value Management, Cost Performance Index, and Schedule Performance Index).
· Risk Management.
· Providing project timelines with bi-weekly updates, to the COTR for each location during the pre-install and Installation phases, to be reviewed and discussed during bi-weekly project status meetings/conference calls.
· Developing a Work Breakdown Structure, identifying and quantifying the resources needed to accomplish project tasks.
· Project Close-out and "hot wash" (after action) briefing for COTR *

The Program Manager shall have Project Management Professional certification (as designated and awarded by the Project Management Institute) or 8 – 10 years of equivalent experience. The PM shall be the contracts authorized representative for the technical and administrative performance of all services required under this solicitation. The PM shall be the first Point of Contact (POC) for administrative questions and difficulties that arise related to the task order. The PM shall be the primary contact through which communications flow between the Government and the Contractor. The PM shall be available 9 am to 5 pm local time to plan, direct, and control the overall management and operational functions specified herein. The PM shall provide the necessary level of contract management and administrative oversight to achieve the requirements of the statement of work. The PM or designated alternate shall be available during 9 am to 5 pm local time to meet with the COTR in person or as otherwise agreed upon by the COTR, to discuss problem areas. After 5pm local time, the PM or designated alternate shall be available within one hour after notification to coordinate any necessary actions.
The Contractor shall maintain its VoIP business processes to assure the asset management system (vendor provided) information remains current.   Those processes include:
· Acquisition
· Installation 
· Change/upgrades 
· Moves 
· Disposition/Surplus 
· Reporting 

The Contractor shall establish procedures to assure that information about new and modified equipment/software is reflected in the asset management system.  The Contractor shall prepare reports on asset status to validate the continued use and operation of equipment at each location.  The Contractor shall use automated reports to track required maintenance agreement renewals.

F. [bookmark: _Toc363673922][bookmark: _Toc367717178]Support, Problem Resolution, Reporting, and Monitoring Support

1) [bookmark: _Toc363673923][bookmark: _Toc367717179]Support
The Contractor shall provide three levels of operational support as described below.  Level 1 and level 2 are provided by the government from 6:30 am to 7:00 pm local time Monday through Friday. The Contractor shall provide next business day support for VoIP equipment.  

The Contractor shall provide the following services and support to the COTR:

· Assist in solving Level 1 IP telephony and audio conferencing issues.
· Assist in solving Level 2 network infrastructure and audio conferencing issues.
· Assist in solving Level 3 IP telephony, network infrastructure, and audio conferencing issues.
· Escalate IP telephony, network issues, and audio conferencing issues to Level 3 support engineers.
· Monitor quality of calls, to include gathering real-time statistics.
· Monitor real time voice traffic and respond to any perceived system quality issues in a proactive manner.
· Monitor and measure voice traffic of local area network at each Region and laboratory.
· Monitor and measure usage of the Audio Conferencing System at each Region and laboratory.
· Monitor the IP Telephony and Audio Conferencing System including the system interfaces to the PSTN, routers, and switches.
· Perform backups of the VoIP and Audio Conferencing System media servers to ensure redundancy and reliability.
·  Perform system software updates to ensure reliability, security, and the highest level of service possible.

The three level support structures will provide post-install technical support which will include both the Contractor and EPA technical and COTR for the specific site.   It will be a tiered approach as follows:

		Level 1 – This level of support will be provided by EPA.  Local EPA call center/helpdesk technicians, who answer the initial problem report phone call, gather the customer information, open a trouble ticket, and route the ticket to the appropriate group for resolution.  The group resolving the problem will call the customer after the ticket has been resolved to verify that the problem has been resolved.
Level 2 – This level will be provided by the EPA. The local onsite support staff will be responsible for routine tasks including moving phones within locations, adding new phones to the system, and making changes to existing phones.  More difficult problems will be escalated to the Level 3 Support Group.  As noted above, some support may be required at this level.
Level 3 –This level shall be provided by the Contractor.  The Contractor shall determine the resolution to any issues that the Level 1 and Level 2 groups were unable to resolve.  The Contractor shall then advise and monitor the implementation of the resolution by the Level 1 personnel responsible for the ticket.

2) [bookmark: _Toc363673924][bookmark: _Toc367717180]Problem Resolution
Upon resolution of any ticket, the Contractor shall document the ticket and mark the ticket as resolved. The Contractor shall then route the closed ticket information back to the appropriate Level 1 or 2 groups for resolution verification with the customer and closing of the ticket.

3) [bookmark: _Toc363673925][bookmark: _Toc367717181]Reporting
· The Contractor shall be responsible for generating the following internal reports and documentation from their supported and managed online system either through electronic access or in hardcopy as requested by the EPA:
· Status reports which include counts of software, hardware, firmware patches and updates performed. *
· Monthly trouble ticket reports and resolution times including hardware and/or software failures containing the following minimum reporting items:
· Date and time of service request
· Failed equipment location
· Name of person requesting service (EPA contact)
· Contact phone number/extension
· Type and description of equipment failing
· Serial number and property tag of failed equipment
· Description of failure
· Summary of work performed on equipment to correct failure
· Signature of service maintenance technician performing work,
· Time equipment returned to In-Service condition
· Signature of equipment EPA representative accepting unit(s) back in service
· When any service work is suspended or completed, the Contractor's service/maintenance technician shall make note of the time and date on each service report; and,
· Monthly IP Telephony and Audio Conferencing System up time and call quality reports including performance measurement for routing and call management.
· The Contractor shall provide a monthly status report on the numbers of calls received in a monthly period, average time in queue, and number of abandoned calls for the Directory Assistance services to be performed.
· In addition to the reports above, the Contractor shall provide a database for the Audio Conferencing System which will have the ability to capture an annual utilization unit cost for basic utilization and special feature utilization to be used in the calculation of EPA WCF chargebacks.

This system shall have the ability to:
· accept a file which contains phone numbers with associated WCF codes and organizations; 
· calculate a Basic or Special Feature utilization by telephone number or associated WCF code and provide a file by organization, and
· provide a summary report of minutes, special features, and cost by organization. 

Reports shall be delivered to the EPA COTR.

4) [bookmark: _Toc363673926][bookmark: _Toc367717182] Monitoring Support
The Contractor shall remotely monitor the EVS systems and Audio Conferencing System at all locations 24 hours per day, seven (7) days per week and report any and all issues to the COTR and the site local contact as soon as any service affecting problem is identified.
G. [bookmark: _Toc363673927][bookmark: _Toc367717183]Software and Hardware Support
	
1) [bookmark: _Toc363673928][bookmark: _Toc367717184]System Upgrades *
The Contractor shall provide system upgrades as necessary based on (1) traffic studies which the Contractor performs that adhere to current telecommunication industry standards, and (2) interface with EPA technical personnel to plan those upgrades to the EVS network or Audio Conferencing System. When equipment in whole or in part reaches its normal “end of life” as prescribed and determined by current telecommunication industry standards, it shall be replaced by the Contractor at no charge. The Contractor shall have a planned monthly meeting to discuss any system upgrades that will be planned for the system due to hardware, software, firmware, or security patch related on a monthly basis or on an as needed basis depending on the severity of the issue to be corrected by the system upgrade.

2) [bookmark: _Toc363673929][bookmark: _Toc367717185]Hardware/Software Support *
The Contractor shall provide one year of hardware and software warranty support to commence on the date of acceptance of the system, and additional years of maintenance at the highest Avaya maintenance level of Hardware and Software support plus upgrades to fulfill the length of the contract for any system procured under this contract. This will require the vendor to perform all necessary Hardware Software and firmware upgrades as they are released from Avaya during this contract’s period of performance.  For example if the current release of Avaya Communications Manager is release 6.0 and a new release of software 7.0 is released by Avaya, the vendor shall at no additional cost  perform the necessary hardware, software, and firmware upgrades to the Communication Manager Systems that provide services to the locations covered in the SOW.  An example for the Modular Messaging systems would be the same in that if the current release is 5.2 the vendor at no additional cost shall perform the necessary hardware, software, and firmware upgrades to the Modular Messaging systems that provide services to the locations covered in the SOW.  If during the period of performance any additional hardware implemented to provide services under this SOW become End of Life or End of Support, the vendor shall at no additional cost replace this hardware.

H. [bookmark: _Toc363673930][bookmark: _Toc367717186]Training

1) [bookmark: _Toc363673931][bookmark: _Toc367717187]Administrative Training 
The Contractor shall provide System Administration training to EPA technical support staff as designated by EPA COTR for each location that shall be responsible for on-site user support for each system installed. This training shall not exceed two days (16 hours).  The technical support staff shall receive hands-on training so that day-to-day functions like moves, adds and changes can be performed on-site easily with a minimum impact to the user community.  Training materials shall also be provided for the End User Training below.
2) [bookmark: _Toc363673932][bookmark: _Toc367717188]End user Training 
At sites implementing new systems, Training shall be provided prior to the cutover to the new system..  The Contractor shall train end-users to use the new system.  The Contractor shall work with each site to schedule classes with no more than 20 students for VoIP systems.  The total number of students for sites will be based off the total amount of analog and IP telephones. The Contractor shall provide class copies (to be used at each training class) of the user’s manual, the quick reference guide, and the pocket guide for each student to reference during the training, as well as electronic copies of these materials in PDF, organized and bookmarked to facilitate ease of use and research.
The Contractor shall provide training to end-users and technical support staff in space provided by EPA.  The training shall be conducted in one hour classes with on-site EPA staff but shall be completed prior to the installation of the new system. Follow up sessions shall be conducted within 2 business days following the deployment for each location. User level training topics shall include basic phone usage and advanced phone features, user voice mail access, and usage of the online audio conference bridge and collaboration service. Basic features include but are not limited to; button layout, dialing, system directory usage, and soft key functions. Advanced features include but are not limited to; ad-hoc conferencing, voice mail, call hold, call transfer, Call Park, phone ringer settings, volume controls, and services options.
For the Audio Conferencing System, the Contractor shall train end users to use the system through the use of on line resources. The total number of students that will be trained on that system will be based on the amount of the subscribers on that system. The Contractor shall provide electronic copies of the user’s manual, the quick reference guide, and the pocket guide for each student to reference during the training.  These materials shall be organized and bookmarked to facilitate ease of use and research.
I. [bookmark: _Toc363673933][bookmark: _Toc367717189]Configuration Management*

B. 
C. 
D. 
E. 
F. 
G. 
H. 
The Contractor shall provide, implement, and maintain a Configuration Management process to ensure control over the EVS systems at each location.  The Contractor shall use the change approval process as well as maintain documentation for approved configurations and changes at each site using the established Change Control Board for each site.

The Change Control Board comprised of EPA personnel will review and approve initial implementation plans and any subsequent upgrades and changes.  Change control plans submitted by the Contractor shall include the following:
· Detailed description of the proposed installation/change, including timing (begin, duration, etc.)
· Description of the anticipated impacts on the network and users
Backup plans for assuring complete recovery in the event a problem is encountered during the installation/change process and back out is required

The VoIP CCB will convene to review and approve implementation plans and any subsequent upgrades and changes on an “as required” basis, to support timely EVS rollout and system upgrade activities. The Contractor shall coordinate approved installations and changes with the COTR to establish priorities and timing for making the approved changes. 
The configuration management process shall be used by the Contractor to document the initial implementation for each site and all approved changes. As equipment is installed at each location, configuration information and drawings shall be updated and stored by the Contractor in a secure location.  Subsequent software and hardware changes or upgrades shall be documented by the Contractor and versioned to maintain strict configuration control and history.

J. [bookmark: _Toc363673934][bookmark: _Toc367717190]Quality Assurance*
The Contractor shall use its quality assurance (QA) procedures to assure EVS installations and update/changes are completed successfully.   At a minimum, the QA process shall include development and implementation of comprehensive test and implementation plans and procedures as well as verification/validation of the actual implementation.

The Contractor shall adhere to the Government accepted Quality Control Plan (QCP) submitted as part of its proposal. The purpose of the QCP is to provide the quality control methodology, processes, techniques, and tools that will result in meeting or exceeding the performance requirements of the SOW.  The QCP shall delineate a quality control program that is prevention-based and an approach to consumer satisfaction that is positive. At a minimum, the QCP shall address the following:
· Approach and ability to ensure accomplishment of each element in the SOW
· For each major task, including (as appropriate): use of subcontractors, phase-in/phase-out plans, and other task management considerations

K. [bookmark: _Toc363673935][bookmark: _Toc367717191]Verification *

To verify the actual initial implementations and changes/upgrades, the Contractor shall use the installation checklists previously developed under the pre-install for new deployments. The Contractor, working with the COTR, shall also use remote testing techniques to verify implementation of patches and software upgrades prior to finalizing the changes to configuration management documentation.

L. [bookmark: _Toc363673936][bookmark: _Toc367717192]System Documentation *

The Contractor shall be responsible for creating and maintaining accurate system documentation. Documentation shall include: Points of contact (POCs) and related contact information for the Contractor's, EPA's, and the Telco’s POCs; connection and port information; configuration details; and schematics.  The documentation must detail the Local VoIP System, local connections to the PSTN, and interfaces to the data network.  The Contractor shall maintain an on-going, updated set of documentation as work proceeds throughout the installation for each location and provide the documentation to the COTR within 30 days of the completed installation. The Contractor shall incorporate the documentation package created for each site into a final enterprise-wide system documentation package upon completion of all site installations.  This documentation package shall be submitted to the COTR for acceptance. The Contractor shall update this enterprise-wide documentation package at least monthly or as changes occur and provide it to the COTR.

M. [bookmark: _Toc363673937][bookmark: _Toc367717193]Security

The Contractor shall assure that the VoIP system is operated in a secure fashion and in accordance with all EPA security requirements. The Contractor shall develop and deliver, 60 calendar days after acceptance of the system by the COTR for each location, a Security Plan that describes the Contractor’s strategy and detailed approach to meeting security requirements. The Security Plan shall be in compliance with National Institute of Standards and Technology (NIST) Standard 800.18, other applicable NIST security standards, and adhere to EPA’s security policy and procedures. The Contractor shall provide the following security services.

1. Incident Reporting
The Contractor shall document and notify, in writing, the COTR of the identified security incident(s).  If there is a loss of Personally Identifiable Information (PII), notification must be made within one (1) hour).

2. Incident Handling
The Contractor shall: 
· Take appropriate actions to remedy or isolate the incident in accordance with the Computer Security Incident Response Capability (CSIRC) guidelines.;
· Report, in writing, the resolution(s) to the local ACOTR.
· Respond to security scans performed by the EPA by commenting and providing the initial evaluation on the vulnerabilities detected by a scan by reviewing the Avaya site.
· Make recommendations to the COTR concerning possible changes to policies and procedures to minimize security vulnerabilities.

3. Virus Protection *
       The Contractor shall:
· Ensure that supported equipment is protected by the latest version of SAV software (or successor application) and virus definition files.
· Make recommendations to the COTR concerning possible changes to further protect EPA from viruses, worms, Trojan Horses and other malicious attacks.

4. Patch Management *
The Contractor shall:
· Ensure that supported equipment is protected by the latest CSIRC-approved security patches.
· Report the status of patch deployment to the COTR.
· Make recommendations to the COTR concerning possible changes to further protect supported equipment.
· Ensure all systems have appropriate protections in place such as anti-virus protection and security patches.
· Log, track, document and uniquely identify all security issues and incidents.
· [bookmark: _Toc95028975][bookmark: _Toc116208342]Review security procedures and recommend practices to reduce and/or eliminate security vulnerabilities.
· Utilize the EPA Lab located in Ariel Rios North to test and evaluate patches and upgrades prior to introduction into the production network.

N. [bookmark: _Toc363673938][bookmark: _Toc367717194]Service Level Requirements

1) [bookmark: _Toc367717195]SLR Maintenance Schedule
The Contractor shall maintain an established maintenance schedule to achieve SLRs.  The Contractor shall work with the COTR to establish a maintenance schedule that is flexible, minimizing the chance of service disruptions.  The Contractor shall work with EPA’s existing technical change management policies and procedures to minimize any potential risks associated with preventive maintenance.

At a minimum, Service Level Requirements shall contain the following:
Table 1, Service Level Requirement
	SLR Title
	SLR National Target
	EPA Methods of Surveillance
(To be conducted by the COTR.)

	Dial Tone Availability
	>99.995%
	System monitoring and review of monthly reports. 

	Response to VOIP Problems
	>90.0% response within 4 hours
	Random sampling survey of calls received. 

	Voice Messaging System Availability
	>99.5%
	System monitoring and review of monthly reports. 

	Audio Conferencing System Availability
	> 99.995%
	System monitoring and review of monthly reports.

	Response to Audio Conferencing System Problems
	>90.0% response within 4 hours
	Random sampling survey of calls received.  

	Directory Assistance Call Answer Time
	30 second response time between receipt of call and answer 95% of the time
	BCMR reports provided by the Government Furnished Call Center Reporting Tools. 



2) [bookmark: _Toc367717196]Monitoring of Service Level Requirements
 In addition to the surveillance methods to be performed by EPA as set forth in the preceding section, the Contractor shall monitor performance of adherence to these SLRs on a monthly basis and provide a report monthly as requested by EPA to the COTR for review to verify SLRs are being met.  The Contractor shall perform a Root Cause Analysis for each missed SLR, report findings and develop an action plan within two (2) business days of the failure to eliminate or substantially minimize the probability of subsequent failures.

O. [bookmark: _Toc363673939][bookmark: _Toc367717197]Deliverables
The Contractor shall comply with the deliverables schedule below.



	
Deliverable
	Recipient
	Copies
	Media
	Due Date

	Transition Health Check
	COTR
	One for each site plus one for the COTR
	Electronic copy with hard copy available upon request
	10 days prior to the expiration of the outgoing maintenance provider’s contract

	System Documentation 
	COTR
	One for each site plus one for the COTR
	Electronic copy with hard copy available upon request 
	30 days after completion of site installation

	Timelines for, and status reports during, Pre-Install and Install Phases
	COTR
	One for each site and the COTR
	Electronic copy with hard copy available upon request
	Bi-weekly, beginning with project kick-off meeting

	Completed Test and Acceptance Checklist
	COTR 
	One for the COTR
	Electronic copy with hard copy available upon request
	Within 30 days upon completion of full system test

	Monthly System Traffic and Network Usage Reports 
	COTR 
	One for each site and the COTR
	Electronic copy with hard copy available upon request
	As requested by the COTR

	Monthly Status Reports 
	COTR 
	One for each site and the COTR
	Electronic copy with hard copy available upon request
	As requested by the COTR

	
Monthly Trouble Ticket Reports
	
COTR
	
One for each site and the COTR
	
Electronic copy with hard copy available upon request
	
As requested by the COTR

	Monthly IP Telephony Up Time and Call Quality Reports 
	COTR
	One for each site and the COTR
	Electronic copy with hard copy available upon request
	As requested by the COTR

	Monthly Audio Conferencing System Up Time and Call Quality Reports 
	COTR
	One for the COTR
	Electronic copy with hard copy available upon request
	Monthly

	Upgrade Test Plan 
	COTR
	One for each site and  the COTR
	Electronic copy with hard copy available upon request
	At least 7 days prior to the request for upgrade.

	User’s manual, quick reference guide, and pocket guide 
	EPA End-Users
	One for each VoIP Equipment Station User
	Hard Copy and electronic copy (PDF)
	Upon installation of the VoIP Equipment station with updated versions as new hardware/software is added

	User’s manual, quick reference guide, and pocket guide 
	EPA End-Users
	One for each subscriber plus one of each for the COTR
	Hard Copy and electronic copy (PDF)
	Upon installation of the Audio Conferencing System with updated versions as new hardware/software is added

	Asset Inventory  
	COTR 
	One for each Site Administrator and COTR
	Electronic copy with hard copy available upon request
	Annually 

	Configuration Information and Drawings
	COTR
	One for the COTR
	Hard copy
	After equipment is installed initially at each location and after equipment updates occur

	Change Control Plan(s)
	COTR
	One for the COTR
	Electronic copy with hard copy available upon request
	At the conclusion of the Installation Phase and within 5 days of making additional suggestions/changes after installation.

	Quality Control Plan (QCP) 
	COTR
	One for each site and the COTR 
	Electronic copy with hard copy available upon request
	By conclusion of Pre-Install Phase

	Security Plan 
	COTR
	One for the COTR
	Electronic copy with hard copy available upon request 
	60 calendar days after acceptance of the system by the COTR and each location

	System Configuration Templates
	COTR
	One for the COTR
	Electronic copy with hard copy available upon request
	By conclusion of Pre-Install Phase

	System Installation Checklists
	COTR
	One for the COTR
	Electronic copy with hard copy available upon request
	By conclusion of Pre-Install Phase

	Service Level Requirements Reports
	COTR
	One for the COTR
	Electronic copy with hard copy available upon request
	As requested by EPA COTR

	System Operation Procedures
	COTR
	One for the COTR
	Electronic copy with hard copy available upon request
	Upon installation of the Audio Conferencing System and annually thereafter

	Disaster Recovery/COOP Plan
	COTR
	One for the COTR
	Electronic copy with hard copy available upon request
	Upon installation of the Audio Conferencing System and annually thereafter

	Basic Utilization Workload Report
	COTR and the Service Manager
	One for the COTR and Service Manager
	Electronic copy with hard copy available upon request
	Upon installation of the Audio Conferencing System and monthly thereafter

	Special Features Utilization Workload Report
	COTR and the Service Manager
	One for the COTR and Service Manager
	Electronic copy with hard copy available upon request
	Upon installation of the Audio Conferencing System and monthly thereafter

	Summary Report of Utilization
	COTR and the Service Manager
	One for the COTR and Service Manager
	Electronic copy with hard copy available upon request
	Upon installation of the Audio Conferencing System and quarterly thereafter

	Directory Assistance Reports
	COTR
	One for the COTR
	Electronic copy with hard copy available upon request
	Upon transition of Directory Assistance task and monthly thereafter

	Headquarters Directory
	COTR
	One for the COTR
	Electronic copy with hard copy available upon request
	30 days after the end of the quarter

	Technology Refresh Proposal
	COTR
	One for the COTR
	Electronic copy with hard copy available upon request
	Within 30 calendar days of receipt of Government request or when offered by the manufacturer.




P. [bookmark: _Toc363673940][bookmark: _Toc367717198]Technical Assumptions
The following technical assumptions are made:
· EPA will provide within all facilities, infrastructure cabling in good working condition, including a minimum of Category 5 cabling, and capable of supporting 100 Mbps to the desktop, all within EPA Wiring Guidelines. 
· EPA will provide connectivity to the local EPA network at each location.
· EPA will provide all circuits necessary for connection of the new system to the PSTN.  
· EPA will provide all Designated Agency Representative duties necessary for all locations.
· All EPA sites will provide appropriate access to the work areas and facilities from the hours of 8:00 am to 4:30 pm Monday through Friday, local time.
· All EPA sites will provide access for deliveries to the facilities from the hours of 9:00 am to 3:00 pm, Monday through Friday, local time. If necessary, EPA site staff will coordinate with other Federal Agencies or Building Owners as necessary to facilitate deliveries. 
· EPA will ensure facility requirements are met prior to the work start date per the Contractor provided implementation schedule. This will include any necessary infrastructure cabling, rack space, ventilation, and UPS power.
· EPA will provide Telecommunication Ground Bus-bar (TGB) attached to building ground in each LAN closet and the computer room.
· EPA will make available sufficient dry and secure storage space at each facility to allow ready access to project materials prior to installation start. 
· EPA will provide access to elevators and coordinate their use with the other tenants or building owners for equipment movement.
· EPA will provide trash dumpsters to remove debris from the site, as well as have the dumpsters removed and replaced to prevent trash overflow.
· Access to all telecom closets, computer rooms and other works areas will be provided for the duration of any installation phase and cutovers which will include nights and weekends, as required.
· EPA will provide the Contractor with local and national change control processes which must be adhered to by the Contractor. 
· This SOW takes into account the current Federal Communications Commission (FCC) regulations in existence.
· EPA will provide the IP addressing scheme, device naming convention, dial plan, voice mail configuration, 911 emergency service information, and end-user specific data for the configuration of specific data.
· EPA will be responsible for the voice mail system backups for their respective sites.

Q. [bookmark: _Toc363673941][bookmark: _Toc367717199]Other Contractor Responsibilities

The Contractor shall be responsible for the following:
· During the performance of the requirements of this contract the Contractor shall not deliberately place the equipment in a failure mode without the prior consent of the COTR.                                              
· Upon completion of each repair task, the Contractor shall remove all extraneous material and clean up the work area.  The Contractor shall keep the work area clean and maintain a safe working environment.
· The Contractor shall provide any and all access required to the equipment to the EPA Contractor staff assigned the responsibility for support of the house wiring plant, hand-set installation and Moves, Adds, and Changes (MACs).
· The Contractor shall identify in the response to this statement of work any restriction of 3rd party access or 3rd party provisioning of hardware, software, or ancillary equipment. 
· The Contractor shall follow EPA security and access control policies and procedures.
· The Contractor shall not make toll calls and charge them to the Government. All toll charge calls required by the Contractor are at the Contractor’s expense.

R. [bookmark: _Toc363673942][bookmark: _Toc367717200]Restrictions
Government-furnished space, facilities, and materials shall only be used by the Contractor in the performance of the duties specified by this contract.  
Neither the space nor material shall be used by the Contractor to conduct any other business, nor shall the Contractor's employees or agents use the space or facilities for private or personal reasons.
Billable “force majeure” events shall be limited to direct damage caused to the Avaya VoIP systems/equipment from natural disasters such as a tornado, hurricane, natural flood, or earthquake.
S. [bookmark: _Toc363673943][bookmark: _Toc367717201]Definitions
EPA – Environmental Protection Agency
EVS – Enterprise Voice Services
POC – Point of Contact
WCF – Working Capital Fund
CRSSM - Computer Room, Server, and Storage Management
VoIP – Voice over Internet Protocol
CLINS – Contract Line Item Numbers
PRI – Primary Rate Interface
BRI – Basic Rate Interface
SAL – Secure Access Link
SIP -- Session Initiation Protocol
SLR – Service Level Requirements
PSTN – Public Switched Telephone Network
NTE – Not To Exceed

T. [bookmark: _Toc363673944][bookmark: _Toc367717202]Attachments and Exhibits
1.   Attachment 1, EPA Enterprise Facility Telecommunications Inventory 
2.  Attachment 2, Computer Room, Server, and Storage Management (CRSSM) Consolidation Map
3.  Table 1, Service Level Requirements
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