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[bookmark: _Toc520450342]Implementation Overview
Iron Bow Technologies, Inc. (Iron Bow) has taken a holistic approach to planning for the implementation of Iron Bow’s End User Computing (EUC) solution for the Virginia Information Technologies Agency (VITA). Iron Bow’s approach guides the Iron Bow team through Implementation into service takeover at Commencement. Service takeover brings over all Services that are in place today with the Incumbent Supplier. Iron Bow will then progress quickly through implementation of any enhanced services within Iron Bow’s solution. Post implementation of the solution, Iron Bow will commence sustainment. Throughout sustainment, the Iron Bow management team, led by the Program Director, will control the operational activities required for the evolution of Services and continual process improvement (CPI).
Iron Bow’s foremost objective throughout this process is to maintain transparency through extensive communications and ensure continuity of operations and Services to support VITA’s mission and requirements. Iron Bow’s focus on mission-essential tasks and their dependencies will drive the Iron Bow team to the successful completion of the most critical elements soon after the Effective Date as we prepare for Service takeover.
Immediately after the Effective Date, Iron Bow will establish communications with key stakeholders (as may be designated by VITA), understand key priorities of on-going or new efforts, and shadow current support staff (e.g. the Field Service Technicians) in order to gain an understanding of the workforce, their workflow and processes, and skill level and abilities.  During this period, Iron Bow will investigate and gather data for each Customer to understand the business needs of each Agency so that we can provide them Services to meet their needs. Iron Bow will also collaborate cross functionally with the Multisourcing Service Integrator (MSI) and other Service Tower Suppliers (STS) to develop EUS-specific methodologies/tool configurations and/or workflows and to understand the collective roles and responsibilities across the Commonwealth 
Iron Bow agrees to deliver continuously improved, high quality Information Technology (IT) services to all levels and types of Customers by leveraging the Iron Bow Information Technology Infrastructure Library (ITIL) framework. Within this framework, Iron Bow has incorporated Project Management Institute (PMI) best practices to ensure a consistent approach to delivery, as we continuously improve the Services we deliver. Iron Bow’s ITIL approach drives Service delivery and the way we will conduct business to achieve Iron Bow’s and VITA’s strategic objectives. 
[bookmark: _Toc520450343]Implementation Guiding Principles and Critical Success Factors
[bookmark: _Toc507582918][bookmark: _Toc129141645][bookmark: _Toc129163792]In collaboration with and coordinated through the MSI, Iron Bow will apply the ITIL framework to deliver high-quality Services. Iron Bow will provide the Services by adopting a business and Customer-oriented approach to the delivery of Services through using consumption-based cost optimization. The primary objective of Iron Bow Service management methodology is to ensure that Iron Bow Services are flexible and aligned with the business needs. Not only is it imperative that Iron Bow provided Services underpin VITA’s and the Customer’s business processes, but it is also increasingly important that IT services and processes act as an agent for change to facilitate business transformation. Iron Bow will implement, manage, and support IT services and processes so that VITA’s Customers suffer less disruption and loss of productive hours, giving them the ability to achieve their business objectives. Iron Bow will utilize ITIL throughout the Service lifecycle to help achieve the objectives of Service management and address issues in a systematic way.
[bookmark: _Toc507582915][bookmark: _Toc129141643][bookmark: _Toc129163790][bookmark: _Toc137004490]Throughout this process, Iron Bow will deliver the following four (4) critical success factors to VITA in order to ensure a seamless transition include:
· [bookmark: _Toc137004491][bookmark: _Toc507582917][bookmark: _Toc129141644][bookmark: _Toc129163791]Uninterrupted Service Levels
· Ensure Optimal Project Staffing 
· [bookmark: _Toc137004492]Maintain a Stable Project Environment
· [bookmark: _Toc137004493]Effective Transfer of Documentation and Project Knowledge
[bookmark: _Toc520450344]Critical Success Factors
1. Uninterrupted Service Levels
Iron Bow will follow ITIL, PMBoK and industry best practices to ensure that there is no interruption or degradation of Service to End Users from the inception of the contract through closure.
To provide for uninterrupted service levels, Iron Bow will work with the incumbent and MSI Disentanglement Managers during Implementation in preparation for Service takeover. During this time, Iron Bow will shadow and assess Incumbent personnel.  Iron Bow is aware that Incumbent Supplier staff are working to meet SLAs and certifies that its assessment will not interfere or disrupt the ongoing operations of the Incumbent Supplier personnel.  Iron Bow will observe, take notes, and save questions for when the Customer’s will not be impacted. 
Iron Bow will work cooperatively with VITA and the MSI to gather all the information necessary for Iron Bow to take possession of legacy assets (hardware and software (as required)) at Commencement. Iron Bow will manage, maintain, and support in place all assets at Commencement. 
Iron Bow will maintain active communications with the Incumbent Supplier, the MSI and VITA regarding status of on-going projects during Implementation. Upon the Effective date and through completion of service enhancements, the Iron Bow Program Director, together with the Transition Manager, will conduct daily briefings with VITA and the MSI to cover:
· Accomplishments of the transition process reflecting the activities and tasks defined in the Implementation Plan
· Status on hiring activities and vacancies
· Work to be accomplished for the next day according to the Implementation Plan
· Issues, problems, or other items – with recommendations or alternatives - that impact the Implementation schedule and completion of scheduled activities
· Any concerns of VITA, the MSI, other STS or the Iron Bow Team
Iron Bow has hired the Incumbent Supplier Program Director for EUS and will bring other key Incumbent Supplier managers onboard after the contract Effective Date.  The managers have relationships with the Incumbent workforce, which will help Iron Bow to actively communicate and recruit this population, bridging any gap with recruiting efforts. As Iron Bow tools are different than those currently used by the Incumbent, we will work collaboratively with VITA and the MSI as we stand up Cherwell, SCCM, and other software tools.
2. Optimal Project Staffing
Iron Bow’s staffing approach includes retaining as many Incumbent Supplier employees as possible while backfilling and/or supplementing with new personnel where there is a vacancy. Iron Bow will implement an aggressive plan for capturing Incumbent Supplier employees. There are approximately 105 Incumbent Supplier Field Service Technicians currently employed across three (3) areas under the supervision of District Managers. Of that population, there is a concentration of Incumbent Supplier employees at or nearing retirement.  Iron Bow acknowledges that in any transition, personnel may elect to stay with their current employer or take this opportunity to change jobs/careers. There are a number of strategies Iron Bow will put in place to mitigate losing this corporate knowledge that includes the following:  
a. First and foremost, Iron Bow has letters of commitment from 4 existing Incumbent Supplier senior leaders.  Iron Bow will hire these individuals immediately upon the contract Effective Date.  Iron Bow’s named Program Director has been brought onboard so that his knowledge and ability is leveraged throughout Implementation. 
b. The Iron Bow Program Director and the other Incumbent Supplier leaders hired by Iron Bow will work to capture Incumbent Supplier Field Services Technicians who were reluctant to transition initially.  
c. Iron Bow plans to hire Incumbent Supplier Field Services Technicians at an equal or better rate of pay and caliber of benefits.
d. Additionally, Iron Bow will offer incentives to those Incumbent Supplier personnel at or near retirement to encourage them to stay. Incentives may include sign on bonuses, alternative employment arrangements, or grandfathering paid time off accrual rates.
Iron Bow will perform an assessment of the Incumbent Supplier staff population to determine the number of vacancies. Iron Bow’s dedicated recruiting team is already building an Iron Bow database of candidates and will begin screening candidates upon notification of contract award so that we are prepared to being interviewing upon the contract Effective Date.  These activities will ensure Iron Bow is at full strength upon Service takeover and will cause no degradation in Service to End Users.
Additionally, upon contract Effective Date, Iron Bow will perform an assessment of individual performance, location, and operational policies. Iron Bow’s Transition Manager and other members of Iron Bow transition team, including Iron Bow staff assigned to quality assurance, imaging and patch management, will shadow Field Service Technicians to understand workflow, processes and policies in place, and their level of skills and ability to perform their duties. Once Iron Bow has this information, the territory coverage, processes, workflows, and skills will be documented by Iron Bow and stored by within the MSI’s Document Library 
Field Services Technicians will either sit at an Agency (per Agency request and available space) or work remotely from a home base. Iron Bow understands that in the short-term, space is available for Field Services Technicians under the “take over in place” strategy however past that time VITA cannot guarantee these facilities will be available. Iron Bow and Iron Bow partners will use facilities across the Commonwealth where Field Services Technicians will have office space. 
Incumbent Supplier employees will be invited to attend an introductory meeting (Town Hall format) immediately following Effective Date through a Cisco WebEx or at a convenient location to their present work site. At this meeting, Iron Bow corporate leadership will present an overview of Iron Bow firm’s history and business objectives for this effort. Representatives from Human Resources will provide detailed information relating to Iron Bow’s comprehensive and competitive benefits package, in addition to training opportunities. Incumbent Supplier employees will be offered the opportunity to speak individually with the Iron Bow Program Director and/or Human Resources staff as may be appropriate. 
Each employee will be provided with an orientation detailing the Iron Bow approach to personnel management and project operations. 
A detailed plan of activities is provided in Table 1 below.
Table 1: Activities to Ensure Optimal Project Staffing
	Host introductory meeting for Incumbent Supplier employees and establish Transition Desk
	Activities include but are not limited to:
· Hold Town Halls at a hotel close to Incumbent Supplier work locations prior to Contract Award (after notification of selection)
· Provide Iron Bow “Points of Contact” to be distributed to Incumbent Supplier personnel for Human Resources, Program Director and Transition Manager
Incumbent Supplier employees are invited to attend an introductory meeting immediately following notification that Iron Bow is the intended awardee either virtually through WebEx or at a location near their workplace. At this meeting, Iron Bow corporate leadership and Iron Bow Program Director present an overview of Iron Bow firm’s history and business objectives for this effort. Representatives from Human Resources provide detailed information relating to Iron Bow comprehensive and competitive benefits package, in addition to training opportunities. Incumbent Supplier employees are offered the opportunity to speak individually with the Iron Bow representative, Program Director, and/or Human Resources staff as may be appropriate. 
Post introductory meeting, it is important for Incumbent Supplier employees to have an avenue for answering follow-up questions related to their transition to Iron Bow. As such, Iron Bow establishes a Transition Desk, led by the Transition Manager, who will field Incumbent Supplier employees’ questions and concerns appropriately, whether they be HR, Security, or Technical in nature. This Transition Desk is available to employees during the entire Phase-In period, five (5) days a week from 8:00 am-5:00 pm Monday through Friday.
· Use POC list for Incumbent Supplier employees to call and ask questions 
· Town Halls to disseminate information
· Consider Web Ex, as needed
· Sessions geographically located according to employee population density
· Before and after work hours, weekend sessions may be necessary
· Town Hall includes:
· Welcome from Iron Bow Executive Leadership, Program Director, and Transition Manager
· Who is Iron Bow
· Hiring Process - What to expect and timeframe (Recruiting)
· Benefit Presentation (Benefits Coordinator)
· Time Keeping
· Training opportunities
· Collect resumes and POC information (put into database for tracking)

	Recruiter(s) will lead discussions with Incumbent Supplier candidates
	Iron Bow will work diligently to re-badge all Incumbent Supplier personnel. In the event that Incumbent Supplier employees cannot attend the introductory meeting, we will have one-on-one sessions as needed. Iron Bow understand that there is a population of Incumbent Supplier employees that are retirement eligible.  Iron Bow is prepared to offer incentives to keep these personnel on board throughout the service takeover period or at least until replacements will be identified and trained.
Recruiter and Transition Manager will work together to complete the following activities concurrent with or immediately after the Town Hall:
· Identify any personnel who we should not hire due to poor performance
· Identify early hires and MUST hires 
· Map roster of employees to positions
· Identify salary ranges by position
· Make individual calls 
· Offer letters
· Fill vacancies
 Iron Bow is prepared to recruit and hire external candidates as needed. Iron Bow is staffed with full-time recruiters who will continuously locate talented people for employment and any vacancies that may occur. These recruiters utilize various recruiting strategies including participation in job/career fairs, outplacement firms, professional associations, newspaper/trade journal advertising, and state and local employment services. 
Iron Bow has in place today a pool of candidates standing ready for placement as needed should we need them. Iron Bow’s HR database maintains active and updated resumes throughout the life of this contract. Iron Bow’s recruiter periodically contacts individuals to update candidates’ resumes and availability. This process ensures that Iron Bow is able to immediately fill vacancies with skilled personnel when the need arises.

	Human Resources – Benefit Information
	Benefit specialist available to answer benefit questions and assist with enrollment process

	HR Manager extends offers of employment and begins on-boarding activities
	Hiring is handled expeditiously to ensure Incumbent Supplier personnel are not distracted by a long, drawn-out paperwork process. The HR Manager is responsible for drafting and delivering written offers of employment as soon as employee negotiations are complete and the employee has verbally accepted. 
· Maintain database identifying name, labor category, offer extended, offer accepted
· Extend offer – sign all paperwork
· Ensure each person has benefit information package and timeline for submission
· Communicate mandatory training

	Facility Security Officer (FSO) initiates background investigations or security clearances of the personnel selected to perform under the contract
	Iron Bow FSO’s work diligently to process all clearance requirements.
· Iron Bow understand Agency requirements vary and will have a dedicated staff to support the clearance process
· Individual conversations with hires to obtain info to complete background investigations
· Iron Bow has a policy of 100% background check whether required by Customer or not
· Iron Bow uses HireRight who reaches out to each employee
· Mitigation plan for any issues preventing person to report for duty

	HR Onboard and Orientation
	Each employee will be provided a company orientation concurrent with onboarding. HR reviews details on pay periods, direct deposit, payroll deductions, health insurance and 401K. Additionally, we review employee's expected hours of work, as well as the company's policies regarding absenteeism, meal and break periods, and time off (including notice required). 
Iron Bow will review procedures and expectations for safeguarding and handling all classified and sensitive information is provided, as well as procedures and expectations for reporting and documenting security violations (within 24 hours).

	Training
	One of Iron Bow’s deliverables is to build electronic “Site Books” for each Agency. Iron Bow’s Incumbent Supplier team will have a wealth of knowledge about each Agency relative to site access, Agency-specific applications or software, specialized equipment needs, support hours, and VIP level support at the Agency. These books will also include maps of the facility, telecommunication closet locations, and wiring diagrams. Iron Bow will start working on collecting this knowledge immediately after contract Effective Date.  This information will be used as reference material in the event there are coverage changes and for orientation of new staff to lessen the learning curve.

	90-day Evaluation
Development of IDP
	First level Manager holds 90-day evaluation. This serves as a time to discuss performance, training, or any other concerns. Additionally, time for the employee to advise the manager of any issues they may have.
After reaching the 90-day mark, we will initiate an Individual Development Plan (IDP) for every member of Iron Bow staff. This includes professional development, as well as certification or other training to remediate poor performance, fill a gap in skill set, etc.



3. Stable Technical Project Environment
The solution Iron Bow has designed includes the following tools:  Cherwell Service Management, Cherwell Asset Management, REDACTED, REDACTED, REDACTED, REDACTED, REDACTED,REDACTED, and REDACTED. Iron Bow will integrate Cherwell, REDACTED, and REDACTED to provide end-to-end management, monitoring and reporting to the Devices covered by the Services. Iron Bow will establish alerts within each of these tools to identify when systems fall outside of the defined policy. For example, when ticket resolution falls outside an established Service Level Agreement (SLA), critical patches are not deployed on install failed, or vulnerabilities are detected and security policy violated, Iron Bow will have visibility and will provide the required response action. All of these tools provide customizable reporting and dashboards which will be defined during Implementation to meet the requirements of the SMM and VITA. 
In developing Iron Bow solution, we considered the Incumbent Supplier’s current tools, tools being implemented by the MSI, and tools Iron Bow has deployed and is using for other customers. Given the information provided to us we selected what we believe are the best tools to meet VITA’s business needs based on: 1) size of the Enterprise; 2) variety of business needs and size of Customers; 3) types and mix of hardware, Operating Systems, and applications; 4) scalability and flexibility; 5) ability to integrate with other tools; and Iron Bow’s experience in the industry.
Upon contract Effective Date, Iron Bow will begin a number of technical project-related activities, as described below. Doing so will ensure that when service takeover occurs, Iron Bow tools and systems are ready to takeover in place. In addition to reviewing existing policies and procedures, specific activities include:
· Ticketing and Asset Management. The Iron Bow Program Director and transition team will work to gather any additional information needed to complete Iron Bow’s design. This includes working with the MSI to understand interface that needs to be built between Cherwell Service Management and ServiceNow and Cherwell Asset Management and the Configuration Management Database (CMDB). Iron Bow will gather information on customizations such as look of feel of User interface, creating and configuring SLAs (response and resolution times by priority), setting escalations, and creating reports.  Cherwell Service and Asset Management easily integrate with other deployed tools existing in the environment.  Many pre-built integrations are available with common solutions that will be implemented quickly in a pre-packaged format. For custom integrations that need to be created, Cherwell provides easy to use, published REST, SOAP, flat file, and direct-data APIs/connectors to quickly integrate with solutions with minimal development requirements. 
· Imaging/Packaging/Patch. Iron Bow will review existing patch and imaging processes and shadow any deployments that are ongoing. Furthermore, Iron Bow will conduct interviews with VITA and if possible the Incumbent Supplier imaging staff to ascertain if there are any issues in the existing process or any pain points being experienced by Customers that may be related to imaging, packaging, or patching. Iron Bow will review the deployment schedule, as well as understand how patches are received and vetted by the Incumbent Supplier.  Iron Bow will review the requirements specified in VITA Rules to ensure the Iron Bow lab is in compliance. Iron Bow will make any adjustments to Iron Bow’s existing lab as needed based on Iron Bow’s review.  Iron Bow will deliver a Proof of Concept (POC) based on the review. 
· Product Team. Iron Bow recognizes that VITA requires a comprehensive service catalog that encapsulates the varying needs and demands across all the Agencies operating within the Commonwealth of Virginia.  Iron Bow, in coordination with the MSI, will develop and manage the catalog in a proactive manner to ensure its representative of not only a flexible set of offerings, but also accurate in regards to presenting options that are readily available and in line with expectations surrounding supportability, warranty and performance. Iron Bow will meet with Agency stakeholders to understand existing needs/customizations, as well as conduct hardware solution testing. Iron Bow will provide piloting to the widest extent practicable to ensure a stable Environment. 
· Quality Assurance. Iron Bow will provide four (4) main areas of focus within the Service Operations and Quality Assurance and Service Catalog Management teams:
· SLAs / Reporting
· Research and Development / Maintaining Service Catalog
· Training and Training Effectiveness
· Operational Policies / Audits
To ensure a stable project environment, Iron Bow’s Quality Assurance Team will develop the framework to maintain the mutually agreed upon desired level of quality across all Services and products. Iron Bow will put methods in place to monitor and evaluate performance and ensure continuous improvement.
· Facility. To support this effort, Iron Bow will have access to multiple facilities as follows:
· Iron Bow Headquarters (Herndon, VA)
· Customer Service Center (Chantilly, VA)
· Program Management Office (PMO)/Warehouse (Richmond, VA)
· Asset Disposal/Depot (Core - Henrico, VA and Roanoke)
· Imaging Lab (Reliasource – Richmond, VA)
Iron Bow understands that it is important to standup and prepare the Iron Bow facilities expeditiously in order to ensure a stable infrastructure to support Customers.  
4. Effective Transfer of Documentation and Project Knowledge 
To ensure the effective transfer of documentation and project knowledge Iron Bow will provide a strategy that includes identifying:
· Types of knowledge that needs to be shared, stored, and tracked
· Who in the Incumbent Supplier organization holds the data and where it is stored
· Who within the Iron Bow team will act to obtain and transfer the knowledge and where knowledge will be stored
As part of its knowledge capture strategy, Iron Bow will collect information and data from Incumbent Supplier personnel to validate that previous knowledge articles in the Knowledge Management System are transferred, and any policies and procedures are obtained.  All of this information is critical to create a baseline of performance. Iron Bow will gather information through a series of interviews and discussions with the Disentanglement Team, Incumbent Supplier staff and/or program POCs. Iron Bow will collect all operational SOPs, to include disaster recovery and continuity of operations planning processes.
Moving forward, Iron Bow will use technology (e.g., the Knowledge Management System within Cherwell) to create a process by which Iron Bow Team continually captures and correlates institutional knowledge. Iron Bow will use this as a living and evolving body of information that is accessible to personnel as they join the organization. Through the resources within the Iron Bow Training and Quality Assurance Teams, we will continually assess the effectiveness of and provide improvements to the Iron Bow Knowledge Management process.
To ensure that contract documentation is readily available to Iron Bow Program Director and Leadership team, Iron Bow will assemble an internal program library that includes contract documents and exhibits. This may include SOPs, directives, instructions, operations manuals, and other formal and informal documents relevant to the Services. Iron Bow’s Program Director will conduct a kickoff meeting with VITA to review current operational status, documentation sources, points of contract, and other managerial items. In addition, we Iron Bow meet with the Incumbent Supplier’s current management team and other VITA stakeholders to gather additional information on program history and anticipated issues. 
All information will be logged into the project Library and distributed to the appropriate members of the Iron Bow team.
[bookmark: _Toc520450345]Solution Timeline
Figure 1 below sets out the Iron Bow’s projected timeline for Implementation. Iron Bow assumes that planning and preparation for Service implementation will commence immediately upon the contract Effective Date. During this time, Iron Bow’s Transition Team will work side by side with the Incumbent Supplier, the MSI and VITA to complete key activities required for Implementation. 
After an Operational Readiness Review (ORR) confirms Iron Bow’s capability to deliver predictable, repeatable service delivery results, Iron Bow will take over service operations in place at Commencement and begin independently operating as the new EUS – Computing Supplier. Iron Bow will maintain continuity of operations, while implementing the Iron Bow solution.  Service improvement will occur during the sustainment phase.  
Iron Bow will use the six (6) Main Processes of ITIL to guide performance across the service lifecycle. Combined with Iron Bow adherence to ISO 9001:2008, a core tenant of service evolution is the continuous improvement of service delivery. Iron Bow’s services will evolve for the duration of the contract as new hardware configurations are introduced and applied. 

VA-180915-IBTL: End User Services-Computing	Exhibit 2.4: Implementation Plan

1. 
		Page 10 of 48
 VA-180915-IBTL: End User Services-Computing	Exhibit 2.4: Implementation Plan
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[bookmark: _Toc520450346]Critical Dependencies and Assumptions
The following critical dependencies and assumptions apply to Iron Bow’s solution.
[bookmark: _Toc520450347]Dependencies
1. Integration of the Iron Bow Implementation Plan with the MSI Implementation Plan is highly dependent upon the availability of the MSI  
2. Iron Bow will bring VITA identified VIP users over at the VIP Service Level and all other Agency Users over at Silver Service Level until such time when the Agencies re-define their Service Levels in accordance with their business needs
3. Iron Bow’s refresh totals are dependent upon the amount of refreshes accomplished prior to award
[bookmark: _Toc515635249][bookmark: _Toc515635250][bookmark: _Toc515635251][bookmark: _Toc515635252][bookmark: _Toc520450348]Assumptions
1. Iron Bow will not be required to buy software licenses for the Incumbent Supplier’s existing tools    
2. Iron Bow will refresh using the proposed solution and will not use legacy Devices
[bookmark: _Toc520450349]Implementation Plan
[bookmark: _Toc520450350]Implementation Approach and Methodology
[bookmark: _GoBack]Iron Bow will follow Iron Bow’s ITIL-based service delivery methodology to guide the implementation of the Iron Bow solution. Iron Bow has developed an implementation schedule that logically breaks down activities for critical aspects of the Iron Bow solution (e.g. Facilities, Personnel, Assets, Operational Tool Suite, and Knowledge Management). All of these activities will be managed by Iron Bow transition team. The details of Iron Bow transition team and implementation approach and methodology activities are set forth below.
[bookmark: _Toc520450351]Transition Team
Iron Bow will establish a transition team that consists of the following personnel listed in Table 2.
	Transition Role
	Responsibility

	Transition Project Manager/Account Manager (Program Director)


	The Program Director will support the Implementation by being responsible for communicating with VITA leadership, developing program documentation, oversight of hiring activity and on-going project tasks, as well as reviewing all existing procedural documentation. Responsible for day-to-day success over the contract duration.
The Transition Project Manager will be focused on delivering the smooth and low risk Implementation. The Transition Project Manager will lead the Implementation’s discovery and analysis process and ensure that all items identified in the Implementation Plan are delivered.

	Transition Executive/Account Executive

	The Transition Executive will provide oversight of all Implementation activity discovery and analysis process and ensure that all items identified in the Implementation Plan are delivered.
The Account Executive will serve as an escalation point for the Program Director and link back to Iron Bow corporate resources to support Service Delivery.

	Chief Operations Manager/Project Executive (Service Operations Manager)

	The Chief Operations Manager/Project Executive will be responsible for Business Relationship Management, Service Management, Service Delivery, Demand Requests, and Financial/Billing Support Control. Serve as a back up to the Program Director.

	Quality Assurance and Service Catalog Manager

	The Quality Assurance and Service Catalog Manager will be responsible for Quality Assurance (to include Incident and Problem Management), Service Catalog Management, Availability & Capacity Management. During Implementation, the Quality Assurance and Service Catalog Manager will work with Cherwell to implement the tool suite and integrate with the MSI, establish the Service Catalog entries, and establish Quality Assurance processes.

	Regional Managers

	The Regional Managers will be responsible for establishing processes for desktop and mobile support to include hiring Field Service Technicians and conducting personnel gap assessments. Responsible for PC Refresh.

	Software and Hardware Services Manager

	The Software and Hardware Services Manager will be responsible for establishing the Software Distribution System and Imaging/Patching tools, developing the hardware test plans, and developing Business Continuity/Security Compliance Plan. Responsible for CMDB accuracy and currency.

	Program Management Office Manager

	The Program Management Office Manager will be responsible for establishing processes, maintaining Project Management Plan and Project Schedule.

	Contract Manager

	The Contract Manager will work with VITA to ensure that all appropriate documentation is in place and subcontract administration

	Executive Relationship Manager

	The Executive Relationship Manager will be responsible for strategic OEM relationship management

	Relationship Manager

	The Relationship Manager will be responsible for maintaining proactive communications with the OEMs during Implementation and throughout the contract duration.

	Human Resource Manager

	The Human Resource Manager will be solely focused on employee compensation and benefits to ensure optimal project staffing is provided.

	Recruiter

	The Recruiters will continue to identify and contact additional candidates to support any current vacancies or openings created by employees who do not accept Iron Bow offer of employment.

	Facility Security Officer (FSO)

	The FSO will ensure all of the required paperwork is submitted for personnel background checks, clearances, or access/badges and that they are maintained throughout the contract.

	Information Security Manager/ Information Security Officer (ISO)

	The ISO will ensure security compliance with VITA Rules and other Federal standards as required.  Responsible for ISO 27001:2013 certification.

	Cherwell Service Management and Cherwell Asset Management
Cherwell Consulting Team
	The Cherwell Team is responsible for design, set-up, and configuration of the ticketing, and asset management systems, during Implementation, as well as integration with MSI tools. The Team will be dedicated to this project through completion.


 
Table 2: Personnel Performing Transition
In addition to the Transition Team, Iron Bow will establish a local Program Office that will be dedicated to managing operations. Personnel in this office will help oversee and support the planning and preparation leading up to service takeover the implementation activities thereafter as well as the sustainment/Service Evolution activities for the duration of the contract.


[bookmark: _Toc520450352]Project Management Plan
The Program Director and Service Operations Manager will create the project management plan based on inputs from the Iron Bow PMO, the MSI, and VITA. The project management plan is a one-time Critical Deliverable that defines how the project is executed, monitored, and controlled. This document will be used to define the approach Iron Bow takes to deliver the Services.
The project management plan is progressively elaborated; it is developed, refined, revisited and updated throughout contract duration. As the work proceeds, the performance of the project is measured against the performance measurement baseline included in the project management plan. If there are deviations from the baseline while the work is being completed, the Program Director will address each deviation and make adjustments to correct the deviation and keep performance on target.
The project management plan development process also includes all actions necessary to define, integrate, and coordinate all subsidiary plans into the project management plan. Pursuant to PMBoK, the project management plan will include the following supplemental plans or artifacts:
· Project Scope Management Plan 
· Project Plan (Summary)
· Activity Definition & Sequencing
· Performance Plan
· Schedule Management Plan (Work Breakdown Structure)
· Cost Management Plan
· Quality Management Plan 
· Organization Work Breakdown Structure
· Process Improvement Plan 
· Staffing Management Plan 
· Communication Management Plan
· Change and Configuration Management Plan
· Risk Management Plan
· Procurement Management Plan 
· Subcontractor Management Plan
· Milestone Deliverables / Critical Deliverables
· Organizational Structure
· Resource and Calendar 
· Schedule Baseline 
· Cost Baseline 
· Quality Baseline 
· Risk Register 
[bookmark: _Toc520450259][bookmark: _Toc520450306][bookmark: _Toc520450353][bookmark: _Toc520450260][bookmark: _Toc520450307][bookmark: _Toc520450354][bookmark: _Toc520450261][bookmark: _Toc520450308][bookmark: _Toc520450355][bookmark: _Toc520450262][bookmark: _Toc520450309][bookmark: _Toc520450356][bookmark: _Toc520450263][bookmark: _Toc520450310][bookmark: _Toc520450357][bookmark: _Toc520450264][bookmark: _Toc520450311][bookmark: _Toc520450358][bookmark: _Toc520450265][bookmark: _Toc520450312][bookmark: _Toc520450359][bookmark: _Toc520450266][bookmark: _Toc520450313][bookmark: _Toc520450360][bookmark: _Toc520450267][bookmark: _Toc520450314][bookmark: _Toc520450361][bookmark: _Toc520450268][bookmark: _Toc520450315][bookmark: _Toc520450362][bookmark: _Toc520450269][bookmark: _Toc520450316][bookmark: _Toc520450363][bookmark: _Toc520450270][bookmark: _Toc520450317][bookmark: _Toc520450364][bookmark: _Toc520450271][bookmark: _Toc520450318][bookmark: _Toc520450365][bookmark: _Toc520450272][bookmark: _Toc520450319][bookmark: _Toc520450366][bookmark: _Toc515635259][bookmark: _Toc515635260][bookmark: _Toc520450367]Award – Performing Concurrently with Incumbent Supplier
After the contract Effective Date, Iron Bow will mobilize the transition team to deliver the following planning activities: 
· Personnel: Immediately after the contract Effective Date Incumbent Supplier employees will be invited to attend an introductory meeting (Town Halls) either virtually or near VITA’s headquarters to receive an overview of the firm history, benefits, and available corporate resources to address questions. Iron Bow will also establish a Transition Help Desk at Iron Bow Headquarters to field questions and concerns related to benefits and employment terms. 
During this time, the Transition Manager will initiate a personnel gap assessment, comparing what resources have committed to Iron Bow with what is required to perform the work to identify any open positions that may need to be hired. Iron Bow will compare the information gathered against the required personnel, policies, procedures, tools, and other activities necessary to produce high-quality products in the required timeframe and within budget.
During this time, the HR and Recruiting team will complete all hiring and recruiting activities. This includes finalizing all background checks, ensuring all offer letters have been extended and acceptance has been received from each candidate.   Iron Bow will also develop both site specific and VITA specific training protocols during this phase.
· Facilities: Iron Bow will obtain refreshed infrastructure quotes (i.e. internet circuits, furniture, infrastructure hardware/software) during this period for their facilities and purchase such goods and services required to manage and maintain Iron Bow solution. If build out is needed, it will occur during this period.
Once the infrastructure and buildout is completed, all program office personnel will move-in to the local Program Office located near VITA headquarters in Richmond, VA. Any hardware/software required to set up and support the Iron Bow proposed solution will be delivered/installed at Iron Bow’s new facility during this period.
· Assets: During this time, Iron Bow understands that legacy (Incumbent Supplier) assets will continue to be supported by the Incumbent Supplier personnel up until Commencement Date. Iron Bow will acquire the final assets outlined on the VITA approved CMDB at Commencement.
· Operational Tool Suite: Iron Bow will focus its activities on finalizing functional and system requirements for the operational tools suite, to include: Software Services Systems, Ticketing System (Integration with the MSI tool), Asset Management System (Integration with the MSI tool), and Online Application Store. Planning activities related to the establishment of the Imaging and Test Lab will also take place during Implementation. Iron Bow will also begin documenting a Requirements Document and Test Plan that will outline all functional and technical requirements for the operation tool suite implementation and detail the test acceptance criteria that is required to assess operational readiness.
Iron Bow will order any remaining software licenses during this time, and complete software setup and configuration. After all tools/software/hardware is in place, Iron Bow will complete the integration and testing of Iron Bow operational tool suite with the MSI’s Operational Tools Suite. All systems will be tested and accepted.
· Knowledge Management: Iron Bow will assess the status of all ongoing projects, review and analyze system access requirements, review and assess existing SOPs, rules, regulations, system manuals, develop drafts of documents, and begin documenting Transition Readiness Review (TRR) steps and acceptance criteria.
Daily status meetings will be planned for the first 30 days upon Effective Date, transitioning to Iron Bow Weekly Status Meeting and Iron Bow Weekly Status Meeting Reports. Discovery activities will continue as Iron Bow analyzes all information gathered to this point. Iron Bow will develop and deliver the Program Management Plan (PMP) at this time, which will serve as the operational guide for managing the solution Implementation, and the Quality Control Plan. Leadership meetings to review the implementation and project status will occur every 30 days from the contract Effective Date through Service Evolution.
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Iron Bow will conduct an ORR with VITA, the Iron Bow team, and Customers (as required) to determine Iron Bow's capability to successfully move to service takeover. Passing the ORR means that Iron Bow's solution has been successfully implemented and operations will continue with the Iron Bow’s solution in place.  
Service takeover marks the start of Iron Bow providing oversight and management of the Services and Iron Bow will provide the following:
· Agency Coordination: Program Director and Regional Managers will meet with the MSI to determine needs regarding device type and level of service.
· Facilities: All facilities will be operational and ready to maintain continuity of operations. Facilities include the Iron Bow local Program Office, Test and Imaging Lab, and Asset Disposal Warehouse and Depot. 
· Personnel: Iron Bow will initiate training activities as required for both Incumbent Supplier and new employees (If not completed previously). For positions identified by Iron Bow and VITA as critical positions, (i.e. Smart Hands and Field Service Technicians), Iron Bow will pair new staff with the more experienced Incumbent Supplier staff in order to accelerate the training/assimilation process. All staff will receive training on the new Operational Tool Suite that is being implemented. A Training Plan and Training Roster will be maintained to track progress of all required and suggested training for each employee. Training may be done virtually.
· Assets: Iron Bow will assume sole responsibility for completing all existing IMACs, projects, and work orders open as of, and scheduled and perform services to support all assets.
· Operational Tools: Iron Bow will complete any follow-up activities or actions from the TRR for the Software Distribution System and Client Image Engineering and Patching and Updating processes/Environments.  Iron Bow will develop and successfully complete a test and acceptance plan to ensure the solution is configured in accordance with VITA’s requirements.
· Knowledge Management: Iron Bow weekly status meetings will continue in order to keep all program stakeholders apprised of progress, risks, and issues. All documentation will be accounted for and saved in Iron Bow’s program library as we assume responsibility for managing and maintaining the documentation and knowledge base from this point forward. 
· ISO 27001:2013: Iron Bow will receive ISO 27001:2013 Certification. Documentation will be provided to VITA to validate achievement and sustainment of the certification over the contract duration.
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· Facilities: Iron Bow will maintain Iron Bow facilities in accordance with industry best practices and VITA Rules. Iron Bow will expand to accommodate additional services that may be developed in the future if necessary.
· Personnel: Iron Bow’s local Program Office will manage any recruiting, hiring, retiring, of staff as they are added or leave the contract. Additionally, the Program Director is responsible for ensuring Iron Bow has fully qualified and trained staff. Iron Bow will ensure staff receive regular and targeted training to maintain and enhance their skill sets.
· Assets: Assets will be regularly refreshed on a 2, 3, or 4-year cycle. Additional product offerings may also be added at the request of VITA. Additional services may be defined and added to the Service Catalog to meet End User needs. 
· Operational Tool Suite: Iron Bow’s operational tool suite will be maintained to ensure optimal service delivery. Iron Bow will provide a developer as part of Iron Bow’s local Program Office team to assist with tool optimization throughout contract performance. 
· Knowledge Management: Iron Bow’s staff will contribute to, manage, and maintain the knowledge base required to sustain the contract. Document control procedures outlined in the PMP will provide guidance for the management of all documentation.
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Milestones, their descriptions, and acceptance criteria are listed in Exhibit 2.4.1 and the table below.  Each milestone has a unique set of deliverables and tasks.  A milestone will be considered achieved upon VITA acceptance.   Upon completion, Iron Bow will submit the milestones, deliverable and/or task to VITA for review.  Below is a list of the project milestones.
Table 3: Iron Bow Implementation Plan Key Milestones and Deliverables
[image: ]

In addition to the Critical One-Time Deliverables described in the acceptance criteria, some milestones also contain tasks.  Below is a list of tasks for each of the milestones and a description of each.

Table 4: Implementation Milestone Task Descriptions
	Task
	Description

	Milestone: Asset discovery and transfer Complete 

	Asset Transfer
	Assets titles transferred to Iron Bow.

	Milestone: Knowledge Transfer Complete

	Knowledge Transfer (KT) 
	Iron Bow will conduct KT with the Incumbent Supplier.  KT could include observation, interview, shadowing, and discussions with Incumbent Supplier staff.

	Milestone: Personnel Readiness

	Incumbent Supplier Staff Contingent Offers
	Iron Bow will ensure offers are provided to all Incumbent Supplier personnel with effective date of 12/15/2018.

	Hiring and Onboarding of Staff
	Iron Bow has showed and tracked the onboarding of all staff required 

	Personnel Gap Assessment
	Iron Bow has completed discussions and evaluations of Incumbent Supplier staff that are available to transition to the new contract in order to determine what skill sets (if any) are missing and/or is staff may need to be realigned to fill a more appropriate position. 

	Training
	Iron Bow staff will complete training on Iron Bow and MSI Tools

	Purchase of Support Hardware for Personnel to Perform Functions
	Purchase of VITA or Iron Bow Laptops, VTC Units, phones, MIFIs to enable staff to perform function in support of VITA/Customers.

	Purchase of Support Software for Personnel to Perform Functions
	Iron Bow will purchase software that includes Microsoft Office, Visio, Microsoft Project, to enable staff to perform function in support of VITA/Customers.

	Establishment and Build Out of Space for Local Presence, Software Distribution, and Hardware Testing Lab
	Iron Bow will lease space and build out of space to suit their needs for Local Presence, Software Distribution, and their Hardware Testing Lab.

	Milestone: Technology Infrastructure Readiness

	Installation and deployment of Hyperconverged infrastructure to support Cherwell and SCCM
	Iron Bow will purchase, installation, configuration, and deployment of Hyperconverged infrastructure to support Cherwell Service Management, Cherwell Asset Management, and SCCM

	Software Distribution System Implemented (SCCM)
	Iron Bow will implement the system to package, distribute, deploy and update software. 

	Client Image Engineering / Patching and Updating Process Established
	Iron Bow has established the environment and process for Client Image Engineering / Patching and Updating. Any changes resulting from TRR are completed.

	Hardware Acceptance Testing
	Iron Bow performs the testing of all newly proposed hardware. 

	Cherwell Asset Management Integration Requirements Defined
	Iron Bow will meet with the MSI, VITA, and Commonwealth stakeholders as required to define all functional and technical software and tool integration requirements.

	New Project Requests and New Work Order Requests
	Iron Bow begins accepting new project requests and new work orders

	Ongoing Project and Ongoing Work Orders
	The transfer of ongoing project and work orders to Iron Bow will be completed.

	Lab Set-up
	Iron Bow will ensure Software Test and Imaging Test labs are in place 

	Invoicing/Billing Requirements Established
	Iron Bow will define MSI and VITA requirements for invoicing/billing.  Publish templates, reviews/approvals, and tools to assist in completing invoicing/billing.

	Service Desk and Script Automation
	Iron Bow will design work flows and scripts to enable automation

	Milestone: Cross Functional (MSI) Integration Complete 

	Cherwell Service Management Integration Requirements Defined
	Iron Bow to meet with the MSI, VITA, and Commonwealth stakeholders as required to define all functional and technical software and tool integration requirements.

	Cherwell Service Management System Integration (Integration w/ MSI Tools)
	Iron Bow completes acceptance testing in accordance with written Test Plan in order to determine operational capability of proposed Tool Suite.

	MSI Tool Training
	Iron Bow staff will complete training on all MSI tools

	Service Catalog Establishment
	Iron Bow will populate  the Service Catalog with Resource Unit information pursuant to MSI Template

	Identity and Access Management Requirements Defined and Implemented
	Iron Bow will define Identity Access Management requirements, by position, roles and responsibility, and assign/complete for all personnel.

	Milestone: Operational Readiness Complete 

	Transition Readiness Review (TRR)
	Iron Bow has identified and hired candidates to fill all open positions. Any changes resulting from TRR are completed.

	Operational Readiness Review (ORR)
	A meeting/review between VITA, the Iron Bow Team, and Commonwealth stakeholders as required to determine Iron Bow's capability readiness to transition to operations. This meeting will result in document to identify and track all action items and estimated completion to successfully pass the ORR. Passing the ORR means that Iron Bow's proposed solution has successfully been implemented and operations will continue with the new solution in place.
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Iron Bow understands the importance of ongoing recruitment and will follow a recruitment process that enables Iron Bow to successfully find specific and qualified candidates. Enhancing and evolving Iron Bow structured processes has enabled us to maintain SOPs that will be leveraged and performed by several different corporate resources, thus allowing us to provide the required Services for Customers.
Iron Bow’s process will ensure that qualified staff fill initial vacancies or respond to turnover.  The process includes the following elements: 1) Transition Incumbent Supplier employees, 2) Sourcing Candidates, 3) Staff Referrals, and 4) External Recruiting.
1. Transition Incumbent Supplier Employees: Iron Bow’s first objective is to maintain continuity of service for the Commonwealth and keep current staff who are performing satisfactorily. 
2. Sourcing Candidates: Iron Bow use a combination of internal and external postings, as well as seeking candidates through subscription services (i.e. LinkedIn, Monster.com, and Dice.com, etc.). Additional sources include job fairs, open houses, professional associations, and college and university recruitment vehicles.
3. Staff Referrals:  Iron Bow believes that the best approach to recruit new qualified staff is to rely on Iron Bow pool of trusted Iron Bow internal resources to recommend candidates as part of Iron Bow employee referral program. 
4. External Recruiting:  If Iron Bow is unable to find a suitable candidate through Iron Bow trusted internal network or through Iron Bow subcontractor partners, Iron Bow will utilize external recruiting agency resources.
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The screening and hiring of staff follows Iron Bow’s eight (8)-step process: 1) Qualifying Candidates, 2) Rating Applicants, 3) Telephone Screening, 4) Verifying Security Clearances, 5) Conducting Reference Checks, 6) Conducting In Person Interviews, 7) Selecting and Offering Jobs to Candidates; 8) Onboarding. 
1. Qualifying Candidates.  Candidates are first qualified by evaluating their resumes. Once a candidate meets general requirements, Iron Bow HR Manager works with the Program Director and appropriate Regional Managers to further verify their levels of functional and technical expertise against those required for the position.
2. Rating of Applicants. The HR Manager and the Program Director and appropriate Regional Managers rank candidates against each labor category description based on their proven qualifications. 
3. Telephone Screening. Iron Bow’s HR Manager and/or Program Director and appropriate Regional Managers conducts extensive telephone screening to verify and validate high-quality levels of functional and technical expertise and to see if the candidate may be a good fit within the company culture and environment. 
4. Commonwealth Background Investigations. Iron Bow’s HR Department in coordination with Iron Bow FSO conducts background checks (including national fingerprint record checks and drug testing), criminal history investigations and related screening on all employees, contractors and subcontractors proposed to be assigned to perform Services prior to such assignment in accordance with the Supplier’s applicable policies and procedures and subject to VITA Rules. Iron Bow’s HR and Security Manager will work with the Commonwealth to ensure the appropriate forms are completed in a timely manner to meet staffing requirements.
5. Reference Check. Iron Bow require at least three (3) professional and two (2) personal reference checks prior to employing program staff. 
6. In person Interviews. Iron Bow identify and arrange in-person interviews for the most qualified candidates for each labor category. Iron Bow’s HR Manager will ask behavioral or open-ended questions to ensure the candidate is a good communicator and can demonstrate his/her leadership, technical skills and abilities and the past successes.  
7. Candidate Selections. Iron Bow selects the best candidate and identifies those that are approved to receive contingent employment offers. 
8. On-Boarding. The Iron Bow onboarding process provides a seamless transition of personnel into Iron Bow organization and the government worksite. To facilitate the on-boarding process, we assign a mentor, and establish and maintain a training profile for the new hire.
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All new Iron Bow personnel will participate in initial training and orientation.  This will ensure an understanding of and compliance with requirements, security, information protection, operations security, information security, information assurance, force protection, and safeguarding all related policies and orders. 
1. Initial Training – This includes new hire orientation and On-the-Job Training (OJT) which is customized and specific to each staff member’s role on the program. Iron Bow will partner Incumbent Supplier/experienced personnel with new personnel for as long as possible to accelerate the training / assimilation process.
a. Certification Renewals – Iron Bow will track and manage staff personnel certification renewals through Iron Bow personnel management system which prompts us when certifications are expiring. 
b. Iron Bow will strongly encourage and invest in staff professional training and development. Iron Bow believes that training is an on-going process, not an isolated event, and that it is in the mutual best interest of the Government, Iron Bow, Iron Bow subcontractors and the employee.  
c. Iron Bow will perform the following tasks to ensure program-assigned staff qualifications are maintained:  1) Document all individual qualifications, 2) Monitor each individual’s expiration dates and prepare them ahead of time for certification renewal, 3) Conduct a skills assessment periodically to determine current capabilities, 4) Perform annual evaluations to assess skills, 5) Ensure Iron Bow Regional Managers / Program Director are actively alerting staff of their responsibility to renew credentials.
Iron Bow will employ the following training solutions to maintain and advance the qualifications of Iron Bow personnel:
1. Cross-Training. Cross-training enables flexibility through cross-utilization. This helps us ensure that personnel are qualified in multiple competency areas, increasing the ability of an individual to handle multiple program requirements. 
2. External Training. Iron Bow look to outside training solutions when internal training is not available. 
3. Onsite Instructor-Led, Classroom Training. Iron Bow looks to maximize training dollars through the use of onsite professional training. 
4. Online Training. Iron Bow realizes that innovation helps to reduce overhead costs. As a result, we take advantage of online training for Iron Bow program staff. 
5. Group Mentoring. Iron Bow uses brown-bag lunch seminars to cultivate employee morale and a collaborative work environment. 
6. Leadership and Management Training. Iron Bow offers both leadership and management training to its staff.  Through Iron Bow leadership training we focus on training Iron Bow program leads how to develop their “people skills”.  For management, Iron Bow focus is to equip Iron Bow program leads with hands-on management and process improvement skills to produce greater program efficiency. 
7. Industry Associations and Professional Societies. Iron Bow encourages its staff to support and attend relevant industry conferences and to join associations to expand knowledge and keep informed of emerging trends within specific technology areas.
Iron Bow will proactively monitor training and certifications of all personnel placed on the program. The Program Director, in concert with the Regional Managers, are responsible for monitoring the success of all program staff. 
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In collaboration with and coordinated through the MSI, Iron Bow will apply the ITIL framework to deliver high-quality IT services to VITA Customers. Iron Bow will use a business- and Customer-oriented approach to the delivery of Services. The primary objective of Iron Bow Service management is to ensure that Iron Bow Services are aligned with the Customer needs and actively support them. Iron Bow will implement, manage, and support the Services so that VITA’s Customers suffer less disruption and loss of productive hours giving them the ability to achieve their business objectives. Iron Bow will use ITIL throughout the service lifecycle to help achieve the objectives of service management and address the key issues in a systematic way. Iron Bow acknowledges the following as Iron Bow responsibilities:
	1. Align Supplier’s service management practices, which are used to support the Services, to the ITIL framework and guidance as adopted by VITA

	2. Conform and deliver to a set of processes based on ITIL guidance to enable consistent management of the Services seamlessly across the MSI and among Service Tower Suppliers

	3. Ensure that processes effectively integrate with the Main Processes, processes, functions and roles deployed within and used by VITA, Customers, the MSI and the other Service Tower Suppliers

	4. Participate in the design and deployment of processes and procedures to enable the effective monitoring and reporting of the Services in a multi-supplier environment

	5. Coordinate the execution of Supplier processes across Customers, other Service Tower Suppliers, Third Party Vendors, and with the MSI in order that all the individual components that make up the Services are managed in an end-to-end manner

	6. Participate in the design and documentation of processes by the MSI to enable consistent, effective and seamless management of all Service Tower Suppliers 

	7. Document all Supplier processes and procedures in the integrated Service Management Manual (SMM) subject to VITA approval

	8. Deploy any necessary processes, procedures and controls to provide effective end-to-end management, monitoring and reporting of the Services

	9. Deploy and integrate any tools and systems necessary to enable such processes, procedures and controls

	10. Participate in the operational governance entities (e.g. meetings, teams) established by the MSI that are needed to ensure consistent, effective and seamless management of Services.

	11. Deploy controls to ensure that the Main Processes are followed across the Service delivery

	12. Comply with VITA Rules for all Commonwealth data and all systems that contain Commonwealth data and metadata

	13. Conform to changes to VITA Rules for all Commonwealth data and all systems that contain Commonwealth data and metadata

	14. Support the periodic audit by Third Parties as directed by the MSI, VITA or Customers
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Figure 2 Support Across ITIL Phases
Iron Bow will employ ITIL guidance throughout the term of the contract.  ITIL is structured in five lifecycle phases:  Service Strategy, Service Design, Service Transition, Service Operation and Continual Service Improvement. Each stage covers different content and the ITIL processes will be put in place by Iron Bow for the operations within each stage to work properly. 
	Service Strategy
	Service Design
	Service Transition
	Service Operation
	Continual Service Improvement

	Strategy Generation
	Service Catalog Management
	Transition Planning & Support
	Incident Management
	Improvement Planning

	IT Technology Planning
	Service Level Management
	Change Management
	Event Management
	Service Reporting

	Financial Management
	Capacity Management
	Service Asset and Configuration Management
	Problem Management
	Service Measurement

	Service Portfolio Management
	Availability Management
	Release and Deployment Management
	Request Management
	Technical Innovation

	Demand Management
	Service Continuity Management
	Service Validation & Testing
	Access Management
	

	Business Relationship Management
	Information Security Management
	Evaluation
	
	

	
	Supplier Management
	Knowledge Management
	
	




ITIL Process: Service Strategy. Service strategy is the core stage of the ITIL service lifecycle. Without a solid IT strategy aligned with VITA’s business strategies, the IT service is unlikely to succeed. The ITIL process followed during this stage makes all the other stages possible and provides direction for the stages that follow.  Iron Bow will work with the MSI as they establish the foundation for the overall program, making contributions that support the EUS Tower, as well as the overall ITISP. See Section 3.0 for Service Strategy.
ITIL Process: Service Design. The Service Design stage in the ITIL Process is the planning and design phase of IT strategies. Ideas are formed out of inspiration drawn from IT strategies, be it new services or updates on existing services. New services are planned and designed in Service Design stage in order to achieve the business vision and strategy of the organization. The successful design of the IT service will ensure that the service will transition successfully into the live environment and deliver on customer expectations.  Iron Bow will work with the MSI as they develop the framework for Service Design, supporting service catalog management, service level management, capacity management, availability management, service continuity management, information security management and supplier management processes. 
ITIL Process: Service Transition. The Service Transition stage in the ITIL Process is the phase where new services or changed services are built, tested, implemented, verified and transferred into operations.  Iron Bow will work with and contribute to the MSI during the Service Transition stage as the MSI defines the processes for transition planning and support, change management, service assets and configuration management, release and deployment management, service validation and testing evaluation, and knowledge management processes. Iron Bow will support the integration, management and coordination of all changed services through utilization of (integration with) the SMS. 
ITIL Process: Service Operation. The Service Operation stage in the ITIL Process is the phase where designed services are put into the live environment and Customers start to use services. This is the make or break phase where Customers finally interact with the service. Iron Bow will work with the MSI to ensure we deliver services on an ongoing basis as required.  This includes managing disruptions to service through rapid restoration after incidents; determining the root cause of problems and detecting trends associated with recurring issues; handling daily routine end-user requests; supporting major incidents, responding to approved requests for change/addition of new services under our purview, reporting, and ensuring adherence to SLAs/OLAs.
ITIL Process: Continual Service Improvement. The Continual Service Improvement stage in the ITIL Process binds all of the other four (4) service lifecycle stages together. Continual Service Improvement aims to identify and analyze the improvement points in these stages and then implement the improvement plans to mitigate any points of pain in the processes. It offers a mechanism for the MSI and STS’s to measure and improve service levels, the technology, efficiency and effectiveness of processes used in the overall management of services. Iron Bow will participate in the MSI’s Continual Service Improvement efforts.  Iron Bow will also provide a team within Quality Assurance that looks at SLAs/OLAs, KPIs, ticket trends, knowledge articles, emerging technology, and Customer Satisfaction responses.  Iron Bow will be continuously analyze this data to support its Continual Service Improvement efforts.  
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Personnel Support
Iron will need access to the MSI management team to understand area of responsibility (AOR) and further define Iron Bow’s discrete roles and responsibilities. Iron Bow will also need to consult with the other Service Towers to confirm software/system/tool interoperability requirements and clarify AOR. 
Critical Information
· Implementation Planning – Up-to-date information on all assets, including dates of service, up to date information on all software assets including Iron Bow ability to transfer licenses, the Incumbent Supplier transition out plan and schedule.
· Solution Development – Input from the VITA and Customers to finalize technical specification preferences.   
· Implementation Readiness – Iron Bow will collaborate with the MSI to integrate Iron Bow’s tool suite with the SMS as well as integrate the Iron Bow implementation plan with the MSI’s project plan.  
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The following table describe the roles, responsibilities and forums for decision making within the program. Iron Bow’s participation in the operational and governance forums will be adjusted in collaboration with the MSI and VITA as may be required:  :  
	Forums
	Required Attendance
	Primary
	Secondary
	If Needed

	IT Advisory Council
	Invited
	Program Director and Iron Bow Executive
	Service Area Mgr. Rep. and Iron Bow Representative
	Service Area Mgr. Rep.

	Executive Alignment Forum
	Attendance
	Program Director and Iron Bow Executive
	Service Area Mgr. Rep. and Iron Bow Representative
	Service Area Mgr. Rep.

	Relationship Management Committee 
	Attendance
	Program Director and Service Operations Manager
	Program Director/Service Operations Manager and Service Area Mgr. Rep.
	

	CIO Council
	Invited
	Program Director 
	Service Area Mgr. Rep. and Iron Bow Representative
	Service Area Mgr. Rep.

	Agency IT Representatives (AITR)
	Attendance
	Program Director and Service Operations Manager
	Program Director/Service Operations Manager and Service Area Mgr. Rep
	Service Area Mgr. Rep.

	IS Council
	Invited
	Program Director and Service Operations Manager/Mgmt. Team Rep.
	Program Director/Service Operations Manager and Service Area Mgr. Rep
	 

	Risk Management Committee
	Attendance
	Program Director
	Service Operations Manager and Service Area Mgr. Rep.
	 

	ISOAG
	Invited
	Program Director, Iron Bow Information Security Officer
	 Service Area Mgr. Rep.
	 

	Joint Rhythm Review (JRR)
	Attendance
	Service Operations Manager
	 Program Director and
	 

	Platform Relationship 
	Attendance
	Service Operations Manager and Service Area Mgr. Rep.
	 Service Area Mgr. Rep.
	Program Director

	Operational Forums (ITP)
	Attendance
	Service Operations Manager, Regional Manager, Software and Hardware Services Manager
	 
	 

	Platform Relationship Review
	Attendance
	Program Director, Service Operations Manager, Regional Manager, Software and Hardware Services Manager
	 
	 



[bookmark: _Toc520450379]Overview of Organizational Operating Structure
[bookmark: _Toc514449633]Iron Bow will provide the organization operating structure described in the charts included in Appendix A to this exhibit.
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Iron Bow will establish an Issue Management Process developed jointly between Iron Bow and VITA. An issue will be defined in the Issue Management Process, but is generally described as any question that must be resolved before one or more tasks, assignments or projects can continue. Iron Bow will utilize formal or informal meetings, status or metrics reporting, and CSAT as a means for identifying issues. The issue management process will begin once an issue is identified and will be tracked until closed.
Iron Bow will work to manage and resolve issues so that the issues do not impact Services. Issues that cannot be resolved without impacting Services will be escalated to the next level of management. Issues will be escalated for resolution and facilitation when one or more of the following escalation factors occur:
· The issue will impact performance or schedule 
· The issue will impact a Customer
· The issue will not be resolved or mitigated without action from VITA and/or Iron Bow
Once it has been determined that escalation is necessary, Iron Bow and VITA will assign escalation due dates and urgency levels to the issue.
Iron Bow’s Executive Leadership Team will provide a weekly forum to discuss any contractual or customer satisfaction concerns. Within this forum, all anticipated or realized issues will be vetted with Executive Leadership with updates weekly until the issue is resolved. 
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Communication is critical to ensure successful performance of the Services. Iron Bow’s Program Director will be the primary customer interface and the link back to corporate resources and Iron Bow partners. Effective and constant communication is the key to successful delivery under this program. Such communications will take place through multiple channels to ensure status is communicated and problems are identified and resolved quickly and efficiently so that end-user customer satisfaction is achieved. These channels include regular and frequent internal status meetings, informal interaction between team members, as well as periodic reviews, to include senior management, of Iron Bow and Iron Bow partners.
Together the Program Director and Regional Managers will establish guidelines for sending and replying to email messages to ensure they are concise, timely, and appropriately addressed and prioritized. In addition to email, Iron Bow will use collaboration tools. Iron Bow will use all of the technology tools at Iron Bow disposal to make it easier for remote team members to be "present." Iron Bow will provide Iron Bow’s Program Director, Regional Managers and the VITA central office Cisco VTC units. Iron Bow will also utilize Instant Messaging and Video, as well as WebEx.
A Communications Plan will be developed jointly by Iron Bow, VITA and the MSI to ensure all expectations are understood and communicated frequently throughout the course of the contract. The final Communications Plan will be incorporated into the PMP. The Communications Plan will define the communication requirements for how information will be distributed between Iron Bow’s team members, VITA and the MSI.  This Communications Plan serves as a guide for communications throughout the life of the contract and will be updated as communication needs change.  
The Communications Plan will identify and define the roles of persons involved in this project.  It will also include a communications matrix, which maps the communication requirements of this project.  A project team directory will be included to provide contact information for all stakeholders directly involved in the project. The Communication Plan will document all forms of communication on the project (reporting, meetings, and deliverables) and the deliverable schedule. It will also include the process for escalation of issues with points of contact (POC), alternate POCs, work and mobile phone numbers, emergency contact information, and emails. The Program Director will take a proactive role in ensuring effective communications on this project.
[bookmark: _Toc520450382]Communication Strategy with Team Members
The Iron Bow Program Director has overall responsibility for communication with Iron Bow Team Members. The Program Director will interface regularly with employees on-site and establish an internal group consisting of Iron Bow team member leadership to facilitate open dialog. Additionally, Iron Bow’s Contract Manager provides Iron Bow partners with comprehensive documentation clearly outlining roles and responsibilities, as well as expectations for performance and evaluation. A Performance Work Statement (PWS) will be developed jointly between Iron Bow and their partners and provided in the subcontract agreement. Iron Bow’s Accounting and Finance Team will provide guidance on submission of work reports and invoices to ensure accurate reporting and on time payment to Iron Bow’s partners.  Iron Bow’s approach to communicating with Iron Bow Team members also includes assigning a liaison to support team member concerns. 
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Iron Bow’s technical staff will meet regularly to identify risks and the potential for risk throughout the project. Iron Bow will identify risks early to mitigate them as soon as possible and avoid major impacts or delays.  As we encounter unexpected risks during project performance, they will be assessed for impact and mitigated to achieve the lowest possible impact or no impact. When Iron Bow’s risk assessment is complete, Iron Bow will provide a comprehensive list of risks (Risk Register) to help guide the decisions of the VITA and Customers throughout contract performance.  Iron Bow will continuously monitor the identified risks and the results of Iron Bow risk mitigation and notify VITA of such.  Doing so will ensure successful project outcomes.  Sometimes the mitigation of known risks will create new risks (residual risks).  Therefore, all Iron Bow project staff will monitor and control all tasks to minimize all types of risk. Iron Bow will use the following nine (9)-step approach to Risk Management as shown in Table 5.
Table 5: Eight Step Approach to Risk Management
	Eight-Step Approach to Risk Management

	Risk Identification
	· Identify risks by using tools such as a Risk Assessment Questionnaire and Risk Assessment Checklist, augmented to include other project specific risks, as appropriate. Additionally, use ongoing performance assessments in addition to continuous team and government communication are all areas to enable risk identification.

	Risk Categorization
	· Group the risks into categories by using the Risk Assessment Questionnaire.  The Program Director will create additional categories, as required.

	Risk Impact Assessment
	· For each risk identified, assess the risk event in terms of likelihood of occurrence (Risk Probability) and its effect on project objectives if the risk event occurs (Risk Severity = Impact Score).  This information will be used to prioritize the risk using established threshold criteria

	Risk Prioritization
	· Risks that meet the threshold criteria will be noted in the Risk Response Plan.  These risks will be prioritized

	Risk Response Planning
	· For each risk in the Risk Response Plan that is above the Risk Threshold:
· Determine the options and actions to reduce the likelihood or consequences of impact to the project’s objectives
· Describe the actions to be taken to mitigate the risk and when the risk event occurs. Assign responsibilities for each agreed-upon response and a date of completion

	Risk Response Tracking
	· Document the dates and the actions taken to mitigate the risk; the actions taken when the risk event occurred, and any subsequent actions taken

	Risk Monitoring
	· Establish systematic reviews and schedule them in the project schedule, ensuring all requirements of the Risk Management Plan are being implemented.
· Assess currently defined risks as defined in the Risk Response Plan; evaluate effectiveness of actions taken; validate previous risk assessment (likelihood and impact) and previous assumptions; state new assumptions and Identify new risks, and track risk response and Establish communications

	Risk Control
	· Validate mitigation strategies and alternatives and take corrective action when actual events occur
· Assess impact on the project of actions taken (cost, time, resources)
· Identify new risks resulting from risk mitigation actions
· Ensure the Project Management Plan (including the Risk Management Plan) is maintained
· Ensure change control addresses risks associated with the proposed change
· Revise Risk Response Plan and establish communications

	Risk Closeout
	· Report the risk as closed in the Iron Bow Weekly, Monthly, and Annual Reports that are submitted to VITA, as required.



[bookmark: _Toc520450384]Risk Mitigation
Iron Bow will use a formal risk methodology that identifies risk, assesses probability of occurrence, and develops risk mitigation strategies. Through experience, we will reasonably anticipate the problem areas and will mitigate or minimize those problems for a successful transition of operations. Table 6 lists examples of potential risk and Iron Bow strategies to mitigate these risks.
Table 6: Risk Methodology
	Potential Risk
	Risk Mitigation Strategies

	Incumbent Supplier contractor is not cooperative during transfer
	Leverage relationships with Incumbent Supplier executive management highlighting business value of cooperating to ensure customer continuity

	Select Incumbent Supplier personnel do not accept position with Iron Bow
	Iron Bow has assembled a database of candidate resumes should Incumbent Supplier personnel turn down Iron Bow offer of employment and will commence on-boarding these candidates.

	In-process projects have schedule impact due to transition
	Iron Bow will work collaboratively with Incumbent Supplier, VITA and the MSI to identify and capture all relevant data on on-going projects. Employing Incumbent Supplier personnel and maintaining accurate reporting will mitigate this risk.

	MSI Systems are not fully operational
	Implement Iron Bow tool suites independent of the MSI tools. As the MSI tools are turned up, we will upload all data from initiation of service

	Long learning curve for new hires 
	For those positions where an Incumbent Supplier staff declines employment, Iron Bow has identified within Iron Bow recruiting database individuals to fill vacancies. Any learning curves will be minimal and mitigated with orientation and utilization of SOPs. 

	Asset list inaccurate
	Iron Bow will conduct a comprehensive wall-to-wall inventory and work side-by-side with the Incumbent Supplier to accomplish. 

	Data to be migrated requires clean up or interfaces to be built are complex
	Iron Bow has asked for due diligence sessions concerning systems and data to better understand complexity and refine Iron Bow solution accordingly.

	Delay of contractual documentation
	Iron Bow will use dedicated resources who will work cooperatively with VITA, returning signed documents expeditiously.

	Licenses cannot be transferred from Incumbent Supplier
	Iron Bow is prepared to implement Iron Bow own suite of tools (and licenses) without using any of the Incumbent Supplier’s licenses.


[bookmark: _Toc520450385]Additional Information
[bookmark: _Toc520450386]Cross Functional Integration
For Service Strategy, Service Design, Service Transition, Service Operate, and Continuous Service Improvement (Main Processes), Iron Bow will work in coordination with the MSI to execute the processes and procedures that support the Main Processes, such that the objectives, scope and principles are achieved. This includes participation with the MSI and Service Tower Suppliers in the definition and documentation of the overarching policies and processes, sub-processes and procedures that guide Service Management, as well as those that support individual Customer Environments.
Immediately after the Effective Date, Iron Bow will assign individuals to work with the MSI to ensure Iron Bow’s understanding of the governance model and the tool suite the MSI will use to implement the same. With this understanding of the MSI’s implementation and the interaction of the tools with other databases, tables, or scripts, Iron Bow will develop the appropriate interface(s) to ensure that data will be pushed, pulled, re-duplicated as needed. 
As Iron Bow develops policies and procedures, Iron Bow will reference/incorporate any MSI or VITA policies/procedures to ensure transparency. Iron Bow will also provide ongoing training on all MSI, VITA, or tower specific policies/procedures to all Iron Bow EUS staff, subcontractors, and vendors. Iron Bow has designated trainers that will focus on such training to include: the purpose, activities, policies, procedures, tools, and interfaces. This training will be available to all stakeholders to ensure effective execution of the process. Iron Bow will collaborate with the MSI to develop a plan on a quarterly basis that will be submitted to VITA for review and approval. The purpose of the plan is to monitor Iron Bow achievements in delivering effective training. 
Additionally, Iron will establish Operating Level Agreements (OLAs), and other supporting measures and controls with the MSI and other Service Tower Suppliers. In cooperation with the MSI, Iron Bow will provide a set of actions in the Continual Service Improvements Register on a quarterly basis to establish and improve OLAs and other supporting measures and controls with the MSI and other Service Tower Suppliers, as approved by VITA. Where OLAs do not exist, Iron Bow will proactively work with the MSI, VITA, Customers and any Third Party vendors to develop OLAs which meet the objectives and ensure overall success of the program. Iron Bow leadership and staff will maintain an active participation in information exchange between and among Iron Bow, the MSI, other Service Tower Supplier(s), VITA, Customers, and Third Party Vendor(s) to foster continual improvement of the Main Processes as well as execution of program.
To institutionalize process improvement, Iron Bow will routinely participate in the verification of the effective compliance with these policies, processes and procedures by the MSI, as well as process maturity assessments. Iron Bow will proactively communicate with the MSI, Service Tower Supplier(s), Customers, and authorized Third Party vendors to promote and reinforce cooperation and a collaborative environment. Iron Bow will accomplish this through both formal and informal channels, in addition to welcoming opportunities to contribute to policy/procedural development, conferences, seminars, training, or technology demonstrations.
[bookmark: _Toc520450387]Integration with the Managed Print Supplier (MPS)
Iron Bow understands there will be two (2) Suppliers providing Services for End User Computing and Managed Print needs. Iron Bow is committed to working with the MPS supplier to ensure there is a unified approach to delivering Service and Customers are not impacted in resolution of issues or when requesting Service. The Iron Bow Program Director and Service Operations Manager (Business Relationship Manager) will work with the MPS Supplier to mitigate any impact to Customers by taking the following actions which include but are not limited to:
· Identifying Customer Impact and Service Positioning – Identify scenarios where a Customer will be impacted and define protocol for technicians to follow which mitigate risks - downtime/interruptions/inconvenience - to End Users.
· Developing EUC and MPS Relationship Expectations – Iron Bow is committed to working with the MPS Supplier to define any OLAs or other processes which Iron Bow and MPS supplier management and technicians will follow in performing functions to mitigate impact to Customers. Expectations will include but are not limited to overall cooperative agreement between the companies with respect to servicing Customers, process for addressing Customer issues when technicians are on-site together, escalations, and resources to be leveraged by both parties.
· Defining Field Service/MPS Service Cross Integrations – Iron Bow will work with the MPS supplier to define any overlap or gap in Services and establish process for responding to Customers and how those instances will be handled.
· Establishing Cross Organizational Role Mapping – Iron Bow will work with the MPS supplier to establish touch/integration points for technicians which may include primary and secondary points of contacts for issues that arise for immediate remediation.
· Developing Internal Escalation Procedures – Iron Bow will work with the MPS supplier to develop internal escalation procedures to address issues as they arise in providing Service to Customers.
· Establishing Training for both Customers and technicians – Iron Bow will develop training for Customers and technicians to communicate roles and responsibilities and expectations.
[bookmark: _Toc520450388]Service Evolution
A contract such as this (i.e. 9 years in duration) will require flexibility to adjust to a User base whose functional requirements and service needs will change over time.  This section addresses the lifecycle of service evolution.
Iron Bow’s life-cycle technology management and obsolescence management strategy will enable the Iron Bow team to continuously update and replace (refresh) operational IT hardware to avoid obsolescence.  Iron Bow will provide VITA with technology refresh services, which enhance the contract’s value by delivering updates to current base systems and by providing new, emerging technologies in support of the VITA’s mission. Technology refresh will follow the same process for review and approval as new technology, however it will be completed in a more streamlined manner. 
One method Iron Bow will use to manage hardware and software obsolescence is to provide notifications of any item nearing EOL/EOS.  Iron Bow will also track pending replacement components/devices and will submit alternatives to VITA in order to mitigate the impact on standard solution configurations and/or the OEM list of products. Iron Bow will also manage a list of OEM maintenance dates in order to track renewal and expiration of service support under the extended warranty agreements and will also use this method for tracking and managing EOS/EOL notifications. 
Iron Bow’s OEM partners, in concert with Iron Bow’s Partner Alliance Team are responsible for notifying the PMO when a product on the catalog has been announced as going EOL. EOL and EOS dates are typically provided well in advance and will therefore be tracked through Iron Bow internal systems. Reports and dashboard functionality provided in the Iron Bow Asset Management Tool will be automated by Iron Bow to alert and trigger a device removal six (6) months prior to the EOL and EOS by the OEM. Once an EOL notice is announced, Iron Bow typically has sufficient time to find the appropriate replacement, test it, add it to the service catalog, and replace the old capacity with its replacement prior to the capacity becoming unsupported.  Upon notification from the OEM, or from Iron Bow internal systems, that a device is EOL, Iron Bow will undertake technology plan activities to refresh the offerings. 
Iron Bow uses on Iron Bow Partner Alliance and Practice Team Engineers to identify replacement technology for EOL devices.  Iron Bow’s Partner Alliance Team maintains close working relationship with each of the OEMs, suppliers and subcontractors we engage. These relationships provide Iron Bow with advanced knowledge of both OEM product releases and OEM strategic and tactical directions. Iron Bow will provide manufacturer roadmaps to assist VITA with technology refreshment planning. Iron Bow’s engineers also receive training on new and replacement product sets. This product education will be passed along to VITA’s End Users as products are approved to be added to the Service Catalog.
Iron Bow’s process is for Service Catalog and Lifecycle Management is summarized in Table 7 below: 
Table 7 Service Evolution – Service Catalog and Lifecycle Management
	Platform Selection and Evaluation
	[bookmark: _Toc432594593][bookmark: _Toc432594939]Iron Bow recognizes that VITA requires a comprehensive service catalog that encapsulates the varying needs and demands across all the Agencies operating within the Commonwealth of Virginia.  This catalog will be managed by Iron Bow, in collaboration with the MSI, in a proactive manner to ensure its representative of not only a flexible set of offerings, but also accurate in regards to presenting options that are readily available and in line with expectations surrounding supportability, warranty and performance.  In order to achieve that goal, Iron Bow will implement controls and strategies to assist with the successful delivery and ongoing management of the service catalog.

	[bookmark: _Toc432600120]Product Obsolescence Management
	Iron Bow will perform ongoing audits and reviews of the service catalog offerings to ensure it is up to date.  The goal of these recurring audits is to identify offerings that are nearing their EOL/EOS dates, with the standard being to identify any products that are nearing or at six (6) months away from such a date, or sooner if available.  The offerings found to be in that range will then go through a comprehensive technology refresh process in order to identify viable replacement offerings and a resultant refresh of the catalog.  Iron Bow fully understands that the proposed product must receive final approval by VITA and/or the underlying Agencies who are aligned with that offering, before any such refresh of the catalog occurs. 

	Service Catalog Lifecycle Management
	[bookmark: _Toc432594940][bookmark: _Toc432600121]Iron Bow recognizes and understands that the Commonwealth is comprised of diverse Agencies whose individual missions may require the use of device configurations which may or may not align with VITA’s standard device offerings.  As such, Iron Bow understands and will support the addition and maintenance of any ad-hoc or customized configurations deemed necessary.  Any such custom configurations added will be managed through the Product Obsolescence Management process (Exhibit 2.4). 
In order to support all user populations and to ensure VITA has the latest device options available in the Iron Bow service catalog, Iron Bow is proposing the follow Device Lifecycle Management strategy for VITA’s consideration:
· Upon contract Effective Date, Iron Bow will work with VITA to proactively identify Agencies with the potential for specialized technical requirements and/or configuration needs
· Iron Bow will meet with such identified Agencies in order to better capture the types of specialized requirements that may exist and that need to be offered through the catalog
· All customized configurations will be added to the service catalog once properly vetted out
· Iron Bow will proactively schedule quarterly requirements and configuration review sessions with VITA and any relative or necessary Agency contacts to cover the following items: 
· Review technical requirements relative to the evolving OEM platforms which are available and applicable to each agency use case
· Present and review findings from the latest Product Obsolescence Management process (Exhibit 2.4)
· Present any desired technology roadmaps for each OEM represented in the catalog as well as any new ones being considered for addition.
· Discuss catalog refresh strategies and suggested updates based on the results and feedback from the above mentioned sessions
· Iron Bow will document catalog changes and communicate them to VITA for approval prior to being populated into the service catalog
In order to provide maximum flexibility associated with the catalog while also ensuring the proper procurement controls are in place, Iron Bow is proposing the following be implemented.
· User profiles will be aligned with their organizational role within the service catalog logic so they will only be able to see device options which are appropriate for their job function and/or agency specific guidelines
· Configuration limitations will be determined ahead of time so that the flexibility of configuration is experienced by users while maintaining controls on the back end to limit the level of configuration
Iron Bow’s program management team understands that achieving successful technology enhancements for Iron Bow customers relies heavily on providing strict accountability, continuity of operations and zero degradation of services. To achieve this goal, Iron Bow has developed a comprehensive, process-based approach. This approach has been refined over decades of scrutiny, customer input, project team feedback and market research.  The program management team will apply this methodology in order to properly control the rollout of technologies and ensure a high level of end User satisfaction.  Iron Bow will include a continually updated repository of procedures and processes for implementing, managing and guiding the delivery of enhanced technologies.  To accomplish a successful transition, Iron Bow will: 
· Work collaboratively with VITA and the Agencies involved to determine if any enhancements to Iron Bow rollout process are necessary, integrate them and any new staff into the operation and ensure the continuation of daily operations to Customers’ satisfaction
· Establish a solid base for a high-quality, long-term contractor/client relationship at both the working and at the senior management level
· Implement integrated management, operational and quality control processes, as required, that properly align with Customers’ current procedures and processes
· Avoid unscheduled disruptions to Customers’ current operations
· Identify and manage risks associated with the transition; and apply critical success factors and lessons learned from recent transitions.
This plan maximizes the process for announcing changes in a timely manner, providing timelines, dependencies, etc. for replacement components, and working with the Commonwealth to initiate those changes over the life of the contract.  Furthermore, this plan presents a strategy/methodology to manage hardware and software obsolescence and includes a process to notify the Commonwealth when any item nears EOS and EOL and to propose replacement components/devices that mitigate the impact on standard solution configurations and/or the OEM list of products.
Iron Bow will identify items that are nearing EOS or EOL and will propose to VITA replacement items for addition to the contract. Iron Bow will only add VITA-approved items after a contract modification has been issued to incorporate the new item. Modifications may be the result of recommendations made by Iron Bow in the EOS/EOL Reports and during the above described quarterly reviews. 
Iron Bow’s technology refresh and obsolescence management strategy is designed to enable a proactive approach to identify, schedule, and replace (refresh) operational IT hardware and avoid obsolescence.  Iron Bow stays abreast of OEM plans for hardware and software evolution.  Iron Bow develops technology refresh proposals based on strong user feedback and involvement, thus increasing Iron Bow’s ability deliver Devices to the end-User that meets their needs.  This plan maximizes the process for announcing changes in a timely manner, providing timelines and dependencies for replacement components, and provides for collaboration with VITA to initiate those changes over the life of the contract.  Furthermore, this approach offers a strategy and methodology to manage hardware and software obsolescence, which includes a process to notify VITA when any item nears EOS/EOL, and proposal of replacement components or devices that mitigate the impact on standard solution configurations or the OEM product list.  Iron Bow will notify VITA when any product item nears EOS or EOL within one week of the manufacturer announcement.

	[bookmark: _Toc432594941][bookmark: _Toc432600122]Technical Refresh and Alternative Solutions
	Iron Bow will provide the ability to support a variety of approaches to managing and maintaining the catalog. Iron Bow will make new technical solutions available to Customers as soon as they are commercially available, given they’re also approved for release and publication inside of the catalog by VITA.  
Iron Bow’s Partner Alliance Team maintains close working relationship with each OEM, supplier and subcontractor we engage. These relationships provide Iron Bow with advanced knowledge of both OEM product releases and OEM strategic and tactical directions. This ensures timely and accurate communications to Iron Bow customers on things such as software bugs, security concerns, product releases, technology obsolescence, new trends in IT and various other OEM announcements that typically don’t have a clean path to the customer directly.  Iron Bow will provide manufacturer based technology roadmaps to assist VITA with technology refreshment planning as well as access to Iron Bow’s own technology subject matter experts for further unbiased opinions on the topic. This will allow VITA to make informed purchasing decisions, which maximizes contract value for the agency.  

	[bookmark: _Toc432594594][bookmark: _Toc432594942][bookmark: _Toc432600123]Quarterly Technology Reviews
	Iron Bow is committed to providing the highest quality technical support to the VITA Program Management Office (Program PMO).  Iron Bow’s highly certified, solutions-focused engineers and architects are organized into a series of Technology Practices which are responsible for understanding today’s technology in depth and tracking and projecting the evolution of future technologies. These practices include Networking, Information Security, Secure Mobility, Collaboration (AV), Data Center, and Cloud Computing (including Infrastructure as a Service [IaaS], and Software as a Service [SaaS]); and the engineers who comprise these practices will be available to review hardware standards on a quarterly basis with VITA resources.
Iron Bow’s Technology Practices team will support the Iron Bow PMO by developing and presenting quarterly briefings to key VITA PMO staff on technology trends and emerging technologies. Additional customized and specific briefings will also be available upon request.
Iron Bow’s Technology Practice team, leveraging close relationships with all industry-leading OEMs, will also provide VITA Customers with product roadmaps and other materials relevant to the evolution of future technologies, empowering Customers to make informed decisions when purchasing Information and Communication Technology (ICT). For example, Iron Bow Technology Practices may recommend that a Customer purchase systems that are near End of Life (EOL) before those systems are no longer orderable, so that the Customer maintains consistency with established Agency configuration baselines. Or, Iron Bow may advise that a Customer delay a purchase to take advantage of new technologies that will be released in the near future. 
Iron Bow briefings will provide the pragmatic, OEM independent information and recommendations Customers need to make informed decisions. As these briefings may also include emerging technologies, Customers may be required by OEMs to sign a non-disclosure statement, in which case Iron Bow will take responsibility for facilitating the completion of any NDAs as necessary. Additionally, as a continuous service to Customers, Iron Bow provides ongoing technical value by:
· Providing “pre-release non-disclosure” information from key manufacturers on new technologies that affect installed systems and systems under development
· Preparing and providing periodic “Technology Assessments” tailored to the specific Customer Environments and requirements
· Providing high level technical analysis by pre-sales engineering personnel experienced with the agency environments
· Maintaining a working interoperability lab capable of testing hardware and software products prior to their consideration for integration into the Agency Environment
· Providing insight into emerging technologies that may become available in the near future.
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Milestone Description Acceptance Criteria

Integrated planning complete

This milestone confirms the supplier has developed their project management plan and that their 

plan has been integrated their plan into the MSI Implementation Plan.  This plan will track the 

overall schedule and performance to plan, coordinate change activities, identify contention for 

Commonwealth resources (agency time and VITA time), identify contention for Incumbent 

resources, manage dependencies between/among Suppliers, manage communication to agencies 

and stakeholders, manage program risks and issues, identifies lines of communications, map 

orgranizational charts between supplier and MSI, and activities around SLA / OLA development.

VITA accepts the deliverables:  3.1 - Services Detailed Implementation Plan; Project Management 

Plan.

Knowledge Transfer 

complete 

This milestone confirms all  knowledge transfer (KT) between supplier and incumbent has been 

completed.  KT activities included but are not limited to meetings with incumbent staff, 

shadowing, observations of incumbent performing duties.

VITA accepts that all Knowledge Transfer activities have been completed.  

Asset discovery and transfer 

complete 

This milestone confirms  the execution of payment for asset buyout is complete and titles have 

been transferred.

VITA accepts the following deliverables: - 3.7 Complete Asset Inventory and CMDB Data Population.  

In addition, asset payment must be made and title transferred to supplier for this milestone to be 

achieved.

Process (SMM) Integration – 

Draft complete

This milestone confirms that the Service Management Manual development has been initiated as 

required by supplier by VITA and the MSI.

VITA accepts the following deliverables: - 3.3.1 Service Management Manual - Initial Draft.

Process (SMM) Integration – 

Final complete 

This milestone confirms that  all activities required by supplier by VITA and MSI for the 

development of the Service Management Manual have been completed and has been accepted by 

VITA and the MSI.

VITA accepts the following deliverables: - 3.3.2 Service Management Manual - Final Draft.  In 

addition, Operational Level Agreements should be finalized with approval from VITA.

Technology Infrastructure 

Readiness

This milestone confirms the suppliers IT infrastructure has been installed, tested sucessfully, and 

has been implemented succesfully into the environment based on VITA's approval.

VITA accepts the following deliverables - 3.5  Initial Technology Plan; 3.6 Intitial Security Plan - and 

the completion of the following tasks:  Installation and deployment of Hyperconverged 

Infrastructure to Support Cherwell and SCCM; Software Distribution System Implemented (SCCM); 

Client Engineering / Patching and Updating Process Established; Hardware Acceptance Testing 

Completed; Cherwell Service Management System Requirements Defined;   Software Test Lab in 

place; Imaging Test lab in place; New Project Requests and New Work Order Requests; Ongoing 

Projects and Ongoing Work Orders; Invoice/Billing Requirements Established, Service Desk & Scripts 

Automation.   

Cross Functional (MSI) 

Integration Complete 

This milestone confirms the suppliers tools have been integrated with the tools contained in the 

SMS.

VITA accepts the following deliverables: - 3.9 Service Management Systems Integration - and the 

completion of the following tasks:  Cherwell Service Management System Integration (Integration 

with MSI Tools); MSI Tool Training; Service Catalog Establishment and Integration; Identity and 

Access Management Requirements.

Personnel Readiness

This milestone confirms all required hiring, onboarding, badging, security clearances, and training 

is completed for the core Xerox staff.  

VITA accepts the following tasks have been completed:  Incumbent staff contingent offers; Hired 

and onboarded of all staff; Badging of all Supplier staff; Obtained Security Clearances for all staff; 

Personnel Gap Assessment; Training of all Supplier staff; Purchases of support SW/HW  for all 

Supplier staff; Local Facility Move-In.

Operational Readiness 

Complete 

This milestone confirms the suppliers implementation is complete, it's solution is in place, and is 

ready to move into operations.

VITA accepts the following deliverables:  - 3.8 Service Catalog Request and Fulfillment 

Implementation ; 3.2 Services Implementation Readiness Plan; 3.4 Service Performance and 

Reporting; Transition Readiness Review; Operational Readiness Review; Commencement of 

Services.
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