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Emergency Connectivity Fund Long Term Project Management, Business Process Outsourcing, Call Center and Optional Services
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Universal Service Administrative Co. | ECF Long Term PMO Services | Request for Proposals (RFP)


1. [bookmark: _Toc68610744]Introduction and Objectives

The purpose of this RFP is to partner with a consultant with substantial and demonstrable project and program management, call center and business process outsourcing (“BPO”) experience to provide program management support of implementation of recent federal legislation impacting the Universal Service Administrative Company (“USAC”).  The American Rescue Plan Act of 2021, also called the COVID-19 Stimulus Package or American Rescue Plan, is a $1.9 trillion economic stimulus bill enacted on March 11, 2021, to speed up the United States' recovery from the economic and health effects of the COVID-19 pandemic and the ongoing recession. To help schools and libraries provide devices and connectivity to students, school staff, and library patrons during the pandemic, Congress established a $7.171 billion Emergency Connectivity Fund (“ECF”) as part of the recently enacted American Rescue Plan Act. Congress directed the Federal Communications Commission (“FCC” or “Commission”) to promulgate rules providing for the distribution of funding from ECF to eligible schools and libraries for the purchase of eligible equipment and advanced telecommunications and information services for use by students, school staff, and library patrons at locations other than a school or library. The FCC has delegated the tasks associated for the ECF Program to USAC.  Unlike existing Universal Service Fund (“USF”) programs, the ECF Program involve appropriated funds and will therefore be managed and tracked separately within ECF Program. 

To administer the ECF Program, USAC will rely on a consultant to establish a PMO to assist USAC staff, and provide BPO and call center services for the ECF Program. USAC will also provide legal, human resource, public relations, and information technology functions to support program administration and may seek additional support and expertise from consultant to ensure ECF Program success.  The FCC will have oversight of all ECF Program accounting.

The Contract line items shall include:

	CLIN
	ECF Activities
	CLIN TYPE

	01
	PMO Services - ECF Program
	[bookmark: _GoBack]T&M with a NTE

	02
	Business Process Outsource – ECF Program Invoice Review
	FFP and /or FUPT&M

	03
	Call Center – ECF Program
	FFP and / FUPT&M

	04
	Optional Services – ECF Program
	T&M


       
2. [bookmark: _Toc68610745]Services to be Performed

Contractor shall provide qualified personnel to support the services categories identified below.

· Project Management Office Services
· Business Process Outsourcing 
· Call Center Services
· Optional Services


3. [bookmark: _Toc68610746]Project Management Office Services (CLIN 01)

3.1 [bookmark: _Toc68610747]Performance Requirements
Contractor shall begin performance of the engagement services and hold a project kick-off meeting (see Section 7.A.1 below) no later than ten (10) business days following the Effective Date.  During the Contract kick-off meeting Contractor shall present its project plan, as provided in Contractor’s proposal response (Project Plan).  The Project Plan should be based on Contractor’s past successful engagements and methodology for conducting support services of the type requested herein.  Additionally, Contractor shall develop and present a final Project Plan (Final Project Plan) within five (5) business days of the project kick-off meeting. Once USAC has approved the Final Project Plan, the plan shall then become the baseline for management of the overall project.  

3.2 [bookmark: _Toc68610748]Scope of Work and Deliverables

3.2.1 [bookmark: _Toc68610749]Document program requirements, including documenting meeting notes from meeting with FCC and any changes to requirements through a program change log. 

3.2.2 [bookmark: _Toc68610750]Document program process flows and descriptions in the form of a Business Requirements Document or equivalent, which can be leveraged to inform systems development.  

3.2.3 [bookmark: _Toc68610751]Establish program procedures and training materials for BPO contractor. 

3.2.4 [bookmark: _Toc68610752]Project Management Support for ECF Program 
3.2.4.1 [bookmark: _Toc68610753]Overview: Provide project management support and quality assurance during implementation of the ECF Program team, to include oversight of the training, process development, and quality assurance procedures. 
3.2.4.2 [bookmark: _Toc68610754]Project Plan: Perform a thorough analysis of the BPO’s project plan to confirm reasonableness of timelines and sufficiency to implement the ECF Program.
3.2.4.3 [bookmark: _Toc68610755]Knowledge Transfer: Provide the BPO with necessary information regarding the ECF Program to enable the BPO to successfully implement the program.  This knowledge transfer should include, but is not limited to, providing the BPO with tip sheet materials developed.
3.2.4.4 [bookmark: _Toc68610756]Mitigation Strategies: Assist USAC in the development of mitigation strategies in the event the BPO does not meet deliverables and/or requirements.

3.2.5 [bookmark: _Toc68610757]Establish a PMO that will be responsible standing up the new unit within USAC to manage this program.

3.2.6 [bookmark: _Toc68610758]Create staffing and operational strategies for program administration. 

3.2.7 [bookmark: _Toc68610759]Create onboarding plan for BPO vendor that will execute program. 

3.2.8 [bookmark: _Toc68610760]Create standard of metrics for project performance 

3.2.9 [bookmark: _Toc68610761]Onboard BPO to successfully launch program.

3.2.10 [bookmark: _Toc68610762]Create framework for managing BPO vendors for the ECF Program.

3.2.11 [bookmark: _Toc68610763]Create policies and procedure for BPO reporting obligations under the ECF Program. 

3.2.12 [bookmark: _Toc68610764]Establish framework for BPO outreach program for the ECF Program.

3.2.13 [bookmark: _Toc68610765]Create protocols, policies and procedures around New Program financial activities including but not limited to USAC and BPO invoicing processes associated with the ECF Program.

3.2.14 [bookmark: _Toc68610766]Create protocols, policies and procedures around appropriated funds payment processes under the ECF Program.

3.2.15 [bookmark: _Toc68610767]Provide subject matter expertise, as required to effectively deliver analysis and recommendations for the ECF Program in addition to reporting, outreach, training, and financial transaction support.

3.2.16 [bookmark: _Toc68610768]Provide subject matter expertise and provide guidance, as required to effectively meet any required audit requirement for the ECF Program.  

3.3 [bookmark: _Toc68610769]Training
Develop clear, comprehensive training materials in support of BPO activities.
3.3.1 [bookmark: _Toc68610770]Work with the existing BPO vendors and USAC staff in establishing documentation / materials and establishing new processes supporting the transitioning and/ or improvements to training for USAC and BPO vendor staff. 
3.3.2 [bookmark: _Toc68610771]Develop training materials and assist with delivering training on new BPO procedures.
3.3.3 [bookmark: _Toc68610772]Monitor overall processes and procedures necessary to assess and establish updated processes and procedures.
3.3.4 [bookmark: _Toc68610773]Develop, coordinate, and provide training to BPO vendor and USAC staff.
3.3.5 [bookmark: _Toc68610774]Develop and present training materials to ensure successful delivery of BPO activities for USAC’s customers.
3.3.6 [bookmark: _Toc68610775]USAC must review and approve all training materials.
3.3.7 [bookmark: _Toc68610776]USAC will own all training materials and shall include USAC branding. 

3.4 [bookmark: _Toc68610777]Quality Assurance and Process & Procedural Development
Assist with development and implementation of quality assurance and process and procedural efficiencies.
3.4.1 [bookmark: _Toc68610778]Support USAC with enhancing capabilities for monitoring and oversight of USAC’s vendors.
3.4.2 [bookmark: _Toc68610779]Assist in formalizing new processes and procedures and supporting documentation. 
3.4.3 [bookmark: _Toc68610780]Learn and develop documentation (such as procedural guides, flow charts, manuals, and training materials) to support the program integrity, invoicing, and payment processes.
3.4.4 [bookmark: _Toc68610781]Implement key process changes consistent with BPO vendor under the new BPO services contract.
3.4.5 [bookmark: _Toc68610782]Assist with development and implementation of quality assurance activities.
3.4.6 [bookmark: _Toc68610783]Identify process and procedural efficiencies and recommend process improvements.
3.4.7 [bookmark: _Toc68610784]Assess existing policies and procedures and make recommendations to ensure compliance, reduce risk, and increase efficiency.
3.4.8 [bookmark: _Toc68610785]Develop and update procedural documentation including development of new procedures and system user guides.
3.4.9 [bookmark: _Toc68610786]Develop and implement a continuous monitoring plan to ensure the BPO vendor meets the deliverables and service level agreements in the BPO contract.
3.4.10 [bookmark: _Toc68610787]Develop strategies for addressing deficiencies in BPO vendor’s performance and addressing when BPO vendor fails to meet deliverables and service level agreements.
3.4.11 [bookmark: _Toc68610788]Develop a plan and strategic guidelines for external training, communications, and stakeholder support. 

3.5 [bookmark: _Toc68610789]Change Management
Working in conjunction with stakeholders, create and execute a change management plan that will drive increased adoption and success of the project. This plan will follow best in class change management practices, and include extensive communications and outreach to all parties.  
3.6 [bookmark: _Toc68610790]Risk Plan
Develop and manage a comprehensive Project Risk Log and Mediation Plan.
3.6.1 [bookmark: _Toc68610791]Identify program risks that may hinder the program implementation or contribute to the potential for fraud, waste and/or abuse.
3.6.2 [bookmark: _Toc68610792]Determine risk mitigation strategies and track associated tasks through to completion.

4. [bookmark: _Toc68610793]Business Process Outsourcing Services (CLIN 02)
4.1 [bookmark: _Toc68610794]Scope of Work and Deliverables
All invoices for ECF Program reimbursement, including FCC Forms 472, or an equivalent format, that are submitted and sent to USAC are reviewed for accuracy and for compliance with ECF Program rules. USAC will seek opportunities for automated review where program compliance is demonstrated by the invoice submission.  Invoice lines that cannot pass through automated review and/or present anomalies may go through a three (3)-level review process.  

4.1.1 [bookmark: _Toc68610795]Level 1 – Initial review
4.1.1.1 [bookmark: _Toc68610796]The first level of review is conducted by an initial reviewer and can take as little as 15 minutes, with an average of 41 minutes. This individual resolves all of the issues, documents findings, and makes a funding decision. Reviewers may need to perform outreach to the applicant or service provider to collect supporting documentation. Newly-Hired Reviewers will perform Initial Reviews only. It should take 2 weeks of training for a BPO resource to become proficient for the first level of review. 

4.1.2 [bookmark: _Toc68610797]Level 2 – Final Review
4.1.2.1 [bookmark: _Toc68610798]All forms for which a Reviewer performs Initial Review, will undergo a 100% Final Review. 
4.1.2.2 [bookmark: _Toc68610799]Reviewer Proficiency will be determined by Contractor.
4.1.2.3 [bookmark: _Toc68610800]As a guideline, USAC expects 3 weeks of training for a BPO resource to become proficient for the Final Review 
4.1.2.4 [bookmark: _Toc68610801]The Final Review takes an average of 15 minutes.

4.1.3 [bookmark: _Toc68610802]Level 3 – Quality Assurance
4.1.3.1 [bookmark: _Toc68610803]100% of forms for which the Initial Review was completed by a Newly-hired Reviewers will undergo a Final Review and a Quality Assurance review by the Contractor.
4.1.3.2 [bookmark: _Toc68610804]This quality control review takes an average of 15 minutes. If any issues are found during the quality control process, or at the second review, the applications are returned to the initial reviewer for more work.
4.1.3.3 [bookmark: _Toc68610805]Proficiency will be reviewed weekly and Proficiency percentage will be reported to USAC. 
4.1.3.4 [bookmark: _Toc68610806]At which point USAC determines it is no longer necessary for it to perform 100% Quality Assurance Review, it will reduce its sample size.  If ongoing proficiency reports indicate a need for an increased sample size, the vendor will adjust its QA sample size.

4.2 [bookmark: _Toc68610807]Contractor Responsibilities

In order to establish the BPO function, the vendor should perform the following responsibilities:
4.2.1 [bookmark: _Toc68610808]Support the PMO in the creation of program procedures and training materials for Invoice Review. 
4.2.2 [bookmark: _Toc68610809]Support the requirements and delivery of the system solution to communicate commitment obligations, invoice submissions, invoice review, and disbursements. 
4.2.2.1 [bookmark: _Toc68610810]Commitment decisions will be provided by USAC or their vendor after Program integrity assurance, and then sent to a third party system
4.2.2.2 [bookmark: _Toc68610811]Applicants will invoice through third party system. 
4.2.2.3 [bookmark: _Toc68610812]Invoices and any supporting documentation will be sent to USAC for review. 
4.2.2.4 [bookmark: _Toc68610813]Review invoices to ensure compliance with new Program rules.
4.2.2.5 [bookmark: _Toc68610814]The invoice decision will be sent back to third party system for disbursement. 
4.2.2.6 [bookmark: _Toc68610815]The above is subject to change based on the final rules of the ECF Program. 
4.2.3 [bookmark: _Toc68610816]Create staffing and operational strategies for program administration as it relates to Invoice Review. 
4.2.4 [bookmark: _Toc68610817]Create and implement onboarding plan for invoice review. 
4.2.5 [bookmark: _Toc68610818]Create and deliver standard of metrics for project performance 
4.2.6 [bookmark: _Toc68610819]Create protocols, policies and procedures around BPO invoicing obligations under the ECF Program.
4.2.7 [bookmark: _Toc68610820]Create protocols, policies and procedures around appropriated funds payment processes under the ECF Program.
4.2.8 [bookmark: _Toc68610821]Provide subject matter expertise, as required to effectively deliver analysis and recommendations for the ECF Program in addition to reporting, outreach, training, and financial transaction support.
4.2.9 [bookmark: _Toc68610822]Provide subject matter expertise and provide guidance, as required to effectively meet any required audit requirement for the ECF Program.  

4.3 [bookmark: _Toc68610823]Performance Requirements – Invoice Review
4.3.1 [bookmark: _Toc68610824]Invoicing Activities:  Contract shall conduct manual reviews for invoices which were submitted by FCC Forms 472 or an equivalent format for the ECF Program. Based on current activity in the Schools and Libraries Program (“E-Rate”), USAC expects to receive 17,000 invoice lines on a monthly basis. When a manual review is necessary, each invoice line takes an average of 1.5 hours to review, with up to 3 levels of review (as described above). Where possible, USAC will implement automated reviews by the system and seeks guidance from the PMO on these opportunities. It is expected that 75% of invoice line reviews will be automated by the system, while the remaining 25% will be reviewed manually. 

4.3.2 [bookmark: _Toc68610825]Processing of these forms are subject to the service level agreements below and subject to a Service Level Credit if not met.  The service level agreements are:

4.3.2.1 [bookmark: _Toc68610826]75% Invoice line item reviews completed within 30 days of receipt, or within 30 days after the line item is considered workable.
4.3.2.2 [bookmark: _Toc68610827]100%, or the remaining 25% of, Invoice line item reviews completed within 60 days of receipt, or within 60 days after the line item is considered workable.

5. [bookmark: _Toc68610828]Call Center Services (CLIN 03)

5.1 [bookmark: _Toc68610829]General Obligations
During the Term of the Contract, Contractor will provide customer support services for the ECF Program.  The Contractor will provide omnichannel customer service, resolving any issues or addressing any inquiries submitted by ECF Participants (“Participant[s]”).  Service includes, but may not be limited to, assisting new ECF Program Participants with account set-up, rules compliance, and program requirements.  Contractor will build and maintain subject matter level expertise on applicable Program and USAC policies and procedures, as well as the specific steps required to assist Participants with aspects of the Program. 

5.1.1 [bookmark: _Toc68610830]Contractor will support inquiries from all program stakeholders, including but not limited to carriers, service providers, consultants, schools and libraries across the country.  Services will generally be provided from 8:00am to 5:00pm Eastern Time, Monday through Friday. 
5.1.2 [bookmark: _Toc68610831]Without limitation, Contractor will deliver customer support for all aspects of the Program processes, including but not limited to requests related to form support and statuses, ECF Program dates and deadlines, program guidance, technical assistance, and general services support.  This support will be provided via omnichannel service through the following functions:
5.1.2.1 [bookmark: _Toc68610832]Live Customer Support
5.1.2.2 [bookmark: _Toc68610833]Email
5.1.2.3 [bookmark: _Toc68610834]Mail Form Processing
5.1.3 [bookmark: _Toc68610835]The following are not currently used, but may be supported in the future
5.1.3.1 [bookmark: _Toc68610836]Fax Form Processing
5.1.3.2 [bookmark: _Toc68610837]Chat

5.2 [bookmark: _Toc68610838]Performance Requirements
Contractor shall perform to a high standard and deliver work of consistently high quality.  The primary performance standards of Contractor are identified below. 

5.2.1 [bookmark: _Toc68610839]Performance Standards and Reporting.  Contractor shall establish, and agree upon with USAC, performance standards that must be maintained in order to provide minimally viable customer service quality, including but not limited to SLAs, Key Performance Indicators (KPIs), and other benchmarks.  Standards will be established within at least four categories:

5.2.1.1 [bookmark: _Toc68610840]Response-based SLAs;
5.2.1.2 [bookmark: _Toc68610841]Resolution-based SLAs;
5.2.1.3 [bookmark: _Toc68610842]Issue-based SLAs; and
5.2.1.4 [bookmark: _Toc68610843]Quality of service SLAs.

USAC requires reporting on scheduled and ad hoc bases for governance, oversight, and operational business needs.  Reporting on any SLAs, KPIs, or other performance, transactional, or qualitative indicators will be available as needed, and Contractor will establish with USAC a cadence for scheduled reporting, to which the Contractor will comply. 

5.2.2 [bookmark: _Toc68610844]Complaints and Resolutions.  Contractor shall send copies of complaints and their associated resolutions to USAC-designated personnel and the Contact Center Manager within one (1) day of receipt, unless a complaint arises that materially affects multiple users, in which case the complaint should be sent to USAC and the Contact Center Manager within sixty (60) minutes of receipt. Contractor’s customer relationship management solution (CRM) must feature a means by which customer service representatives (CSRs) can tag contacts/tickets as “complaints.” USAC will provide the definition of a complaint for Contractor’s use along with any initial required training on such.

5.2.3 [bookmark: _Toc68610845]Evaluation of Staffing and Schedule Compliance.  Contractor shall evaluate, at reasonable intervals, the sufficiency of the number Contract Staff and their scheduling/schedule compliance in order to ensure full coverage, maximum efficiency, and compliance with SLAs. 

5.2.4 [bookmark: _Toc68610846]Leadership Staff Meetings.  Contractor shall provide leadership staff to participate in meetings via conference call with USAC staff, to be held as required by USAC, in order to discuss business trends, issues, or any other pertinent information.

5.3 [bookmark: _Toc68610847] Customer Support Service: Technical and Operational Capabilities

Contractor shall provide customer support services to ECF Program participants by utilizing a host of technical and operational capabilities, including but not necessarily limited to: 

5.3.1 [bookmark: _Toc68610848]Live Operator Service.  Conducting inbound and outbound live operator services.

5.3.2 [bookmark: _Toc68610849]Responses to Inquiries.  Communicating service or product information, including responses to inquiries and questions about the ECF Program, and other support as appropriate based on a consumer-centric model for information and assistance.

5.3.3 [bookmark: _Toc68610850]Customer Support Service Center Technologies.  Employing customer support service center technologies, including the following as well as any other technologies agreed upon by the Parties:
5.3.3.1 [bookmark: _Toc68610851]Customer Service / Relationship Management tool for automated tracking of calls, time stamping, ticket status, managing and tracking customer requests[footnoteRef:2]; [2:  No external non-channel integrations anticipated with CRM (APIs to databases, data transfers, etc.); principal purpose is management of and reporting on customer service requests in varying designated categories, across channels, and with limited designated personnel required for support (e.g., business processing or USAC customer service points of contact), from receipt to resolution. If contact channels are external to (i.e., independent of) CRM, they must be integrated with CRM for unified full-channel support. ] 

5.3.3.2 [bookmark: _Toc68610852]Automatic Call Distributor (ACD);
5.3.3.3 [bookmark: _Toc68610853]IVR;
5.3.3.4 [bookmark: _Toc68610854]Real-time reporting tools (Metrics and Workforce Management); and 
5.3.3.5 [bookmark: _Toc68610855]Call recording software.

5.3.4 [bookmark: _Toc68610856]Interfacing with USAC.  Interfacing with and supporting utilization of various technologies provided by USAC, including ECF Program website, and other resources and data sources that provide relevant information to consumers as designated by USAC.

5.3.5 [bookmark: _Toc68610857]Contact Information.  Providing service requestors with contacts or coordinating with USAC to resolve unforeseen issues across all use cases.

5.3.6 [bookmark: _Toc68610858]Tracking and Logging.  Tracking and logging interaction information for each contact, including categorization and dispositioning of the contact, for performance improvement and historical contact data.

5.3.7 [bookmark: _Toc68610859]Knowledge Base.  Creating and maintaining (with appropriate support and input from USAC subject matter experts) an accurate and continuously-updated digital knowledge base, to which USAC will have direct access, for use by agents and ECF Program subject matter experts that contains program guidance and action steps.

5.3.8 [bookmark: _Toc68610860]Requests for Information.  Responding to requests for information, and escalating to USAC representatives.

5.3.9 [bookmark: _Toc68610861]Stakeholder Data.  Entering stakeholder data into the USAC systems and databases (as applicable). 

5.3.10 [bookmark: _Toc68610862]Language Capabilities.  Providing all of the above services in English.

5.4 [bookmark: _Toc68610863]Quality Control and Assurance 

The primary quality control and assurance standards that apply to Contractor are identified below.

5.4.1 [bookmark: _Toc68610864]On Site Quality Control.  Contractor supervisors or quality control staff shall be located on site with the live agents to conduct quality control measures, including monitoring operational day-to-day service delivery, monitoring performance, escalating problems for resolution, and maintaining technical support relationships.
	
5.4.2 [bookmark: _Toc68610865]Quality Control Measures.  Contractor shall perform the following quality control measures:
5.4.2.1 [bookmark: _Toc68610866]Provide point of contact for weekly and monthly reporting management meetings;
5.4.2.2 [bookmark: _Toc68610867]Support audit requirements requested by USAC;
5.4.2.3 [bookmark: _Toc68610868]Provide USAC with visibility of all customer support volumes, escalations etc.;
5.4.2.4 [bookmark: _Toc68610869]Identify problems that may arise and propose solutions; and
5.4.2.5 [bookmark: _Toc68610870]Monitor and manage efforts to remedy a failure of performance.

5.4.3 [bookmark: _Toc68610871]Quality Assurance.  Contractor will provide continuous quality assurance, control and improvement through: 
5.4.3.1 [bookmark: _Toc68610872]Identification and application of best practices from its other operations;
5.4.3.2 [bookmark: _Toc68610873]Clear and open collaborative engagement with USAC about leveraging such best practices; and
5.4.3.3 [bookmark: _Toc68610874]Implementation of concrete programs, practices, and measures designed to ensure, at a minimum, that the services are performed in accordance with the Contract.

5.5 [bookmark: _Toc68610875]Milestones and Transition
[bookmark: _Toc68610876]The Contractor shall be responsible for the following Critical Milestones:

5.5.1 [bookmark: _Toc68610877]Milestone 1 – Implementation Plan.  Vendor will deliver (1) a final USAC-approved ECF implementation Plan which will include an overall framework for performing all the necessary activities to standing up the  program, and including without limitation operational procedures, requirements for tool implementation, call center scripts, and training materials for  Contract Staff; and (2) a final USAC-approved Data Privacy Program Compliance Plan.  The Implementation Plan will include an overall master schedule for implementing and operationalizing all aspects of ECF.  The Implementation Plan will contain such intermediate milestones and targets as the Parties may agree, consistent with this SOW.
5.5.2 [bookmark: _Toc68610878]Milestone 2 - Process Discovery Complete.  The process documentation is identified and transferred into training materials and in support of IVR functionality.
5.5.3 [bookmark: _Toc68610879]Recruiting and Hiring Complete. Contractor shall ensure the Tier 1 Helpdesk are onboarded, have obtained USAC system access (USAC and FCC), completed Security Training, and Program specific training.
5.5.4 [bookmark: _Toc68610880]Go Live.  Vendor takes all steps necessary in a manner acceptable to USAC to go-live in taking and responding to Tier 1 helpdesk calls related to support and log them in the simple Excel file unless USAC’s systems platform would allow call logging at the Go Live Date.
5.5.4.1 [bookmark: _Toc68610881]Updates to any materials documented in ECF Milestones.
5.5.4.2 [bookmark: _Toc68610882]Correspondence templates as received by USAC for emails, FAQs, and other outreach. Stand up basic IVR routing system (Phase I). The Phase I IVR will be a routing IVR system only that can provide basic program information and answers to some general questions, but will not have customer self-help features (i.e. no data retrieval). Data collected from the Phase I IVR system will be used to develop the full scale solution that will include customer self-help features.  
5.5.4.3 [bookmark: _Toc68610883]Inbound mail scanning, indexing, OCR, and cleanup operation utilizing APIs provided by USAC’s systems system for data exchange.
5.5.4.4 [bookmark: _Toc68610884]Outreach operation including mail, SMS, email and robocalls utilizing APIs provided by USAC’s systems system for data exchange.
5.5.4.5 [bookmark: _Toc68610885]Stand up call center telecom system to allow CSR’s to take calls with limited access to USAC’s systems.
5.5.4.6 [bookmark: _Toc68610886]Interim process for uploading bulk documentation. 
5.5.4.7 [bookmark: _Toc68610887]ETL system for bulk document upload for initial data transfers.
5.5.4.8 [bookmark: _Toc68610888]QA, Escalation, Freeze Exceptions, and Investigation queues completed.
5.5.4.9 [bookmark: _Toc68610889]Complete enhanced IVR system to allow additional interactive functionality (e.g. status check, renewals and other self-help functionality). The IVR will include the ability for customer service Agents to route calls back into the IVR system in order for callers to take a customer satisfaction survey.
5.5.4.10 [bookmark: _Toc68610890]BRDs, training materials and other program related documentation.

	CRITICAL MILESTONE
	DESCRIPTION
	MILESTONE DATE

	1
	Implementation Plan
	10 days from Contract Effective Date

	2
	Process Discovery Complete 
 Program Discovery Complete
	30 days from FCC Order Release

	3
	Recruiting and Hiring Complete
All Resources on Board
	30 days from FCC Order Release

	4
	Go Live
 Program Go-live
	30 days from FCC Order Release



5.6 [bookmark: _Toc68610891]Exit Transition
5.6.1 [bookmark: _Toc68610892]Responsibilities and Requirements of Contractor for Exit Transition: Contractor will develop a comprehensive Exit Transition Plan, subject to approval by USAC.  The Exit Transition Plan shall document and demonstrate how the services and operations provided to USAC by Contractor will be transferred to USAC or to another vendor if USAC chooses not to renew the relationship with Contractor upon termination or expiration of the Contract.

6. [bookmark: _Toc68610893]Optional Services (CLIN 04)

6.1 [bookmark: _Toc68610894]Performance Requirements
[bookmark: _Toc68610895]Contractor shall provide pricing for the following labor categories:

	Labor Category
	Minimum Years of Experience

	Program Executive
	15

	Supervisor
	8

	Training Manager
	7

	Project Manager
	7

	Reporting Analyst
	2

	Transition-in Operations Manager
	6

	Transition-in Trainer
	5

	Analyst/Consultant V
	7

	Analyst/Consultant IV
	6

	Analyst/Consultant III
	5

	Analyst/Consultant II
	2

	Analyst/Consultant I
	<1

	Business Process Consultant
	7

	Business Process Analyst II
	5

	Business Process Analyst I
	2

	Business Processor - Junior
	3

	Business Processor - Senior
	4

	Software Engineer III
	7

	Software Engineer II
	4

	Software Engineer I
	3

	Quality Assurance V
	7

	Quality Assurance IV
	5

	Quality Assurance III
	2

	Quality Assurance II
	2

	Quality Assurance I
	<1

	Help Desk III
	3

	Help Desk II
	2

	Help Desk I
	<1



7. [bookmark: _Toc68610896]Deliverables
At a minimum, the Contractor shall provide the following deliverables:
	#
	MILESTONES / DELIVERABLES

	PROPOSED DELIVERY SCHEDULE

	1
	Kickoff Meeting
	1 Day

	2
	Project Plan
	1 week

	3
	Final Project Plan
	2 weeks

	4
	BPO Contractor Onboarding Plan and Framework
	4 weeks

	5
	Protocols, Policies and Procedures around Appropriated Funds Payment Processes
	4 weeks

	6
	Stand Up Call Center 
	5 weeks

	7
	Stand up BPO for Invoicing Review
	6 weeks

	6
	USAC Stakeholder Outreach Plan
	6 weeks

	7
	Program Procedures and Guidelines for BPO contractor
	8 weeks

	8
	Continuous Monitoring Plan
	8 weeks

	9
	Monthly Status Report 
	Monthly


*All deliverables are considered Confidential Information (see Attachment 2, USAC Terms and Conditions) and are the sole property of USAC. USAC may use and disclose the deliverables at its sole discretion. Each document deliverable shall be submitted in an acceptable format that is mutually agreed upon by USAC and Contractor.
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