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1.0   PURPOSE OF CONTRACT
The U.S. Department of Education (ED), through its Student Financial Assistance Programs (SFAP), requires contract assistance to provide prompt, thorough, and accurate responses to telephone and written inquiries about the postsecondary student aid programs established under Title IV of the Higher Education Act (HEA) of 1965, as amended, and about the policies and procedures related to those programs, the collection of defaulted program loans, as well as for related miscellaneous ancillary services.  

1.1  GENERAL INFORMATION

Some of the student aid telephone inquiries will relate to factual and straightforward information:  for example, a caller may ask about the maximum Federal Pell Grant award for a given year, or the maximum amount that can be borrowed under the Federal Stafford Loan Program.  Other telephone inquiries will require an in-depth understanding of program issues:  for example, a caller may need an explanation of the criteria for being considered an independent student, or may not understand the role of the Expected Family Contribution (EFC) in obtaining Title IV aid, or may need an information specialist to review the scanned image of his or her application to determine whether a processing error was made on the file.

Further, many student aid inquiries require a broad knowledge of state and other federal financial aid resources, so that the contractor can make appropriate referrals.  ED will supply addresses and telephone numbers of these referral sources as necessary.  

Responding to inquiries on the Debt Collection Service’s (DCS) toll-free line involves making repayment arrangements and answering questions pertaining to the collection of grant overpayments, defaulted and non-defaulted Title IV loans held by ED.  

Answering these inquiries will require the contractor to access up to 30 on-line screens which display data for use in communicating with borrowers and updating collection activity on accounts.  As a result, these telephone calls tend to last longer than the average time required to respond to a caller on all other lines.   

Volumes of telephone calls on all lines vary widely from day to day, week to week, month to month and, particularly, year to year.  For example, call volumes on the Federal Student Aid Information Center (FSAIC) toll-free line were 1,212,372 in 1995, but 1,700,651 in 1996.  Also, the FSAIC responded to 271,692 publication orders in 1995, and 282,518 in 1996.  One order may include several publications.  On the DCS line, 668,410 calls were received in 1995, and 797,490 in 1996.  

DCS written inquiries require varying lengths of time to produce a response.  For example, many non-controlled inquiries can be answered using a collection of standard responses and enclosures, while controlled inquiries typically require casework: that is, the contractor must contact schools, lenders, guaranty agencies, and servicing organizations to develop the information needed to respond to an inquirer.  The contractor must then use a combination of individualized writing which incorporates the information obtained through casework, and standard paragraphs, to accurately address all of the concerns raised in the incoming inquiry.

For DCS correspondence, 20,420 non-controlled letters were received in 1995, while 50,204 were received in 1996.  For controlled letters, 2,489 were received in 1995 while 2,579 were received in 1996, and 2,649 were received in 1997.  The contractor shall have the staff and resources available to effectively manage high volume, complex, information processing projects, and to respond to large, often fluctuating volumes of telephone calls and letters.

The Training and Program Information Division (TPID) is the organizational unit within the Office of Postsecondary Education (OPE ) that is responsible for providing the Contracting Officer’s Technical Representative (COTR) for this contract.  Some information about the organizational structure of OPE is available at the Department's Web site.  The address is:  http://www.ed.gov 

The major areas covered by this contract are:

· Operating the Federal Student Aid Information Center (FSAIC).

Responding to inquiries on the toll-free and TDD lines involves answering questions about Title IV eligibility criteria, explaining how to fill out the Free Application for Federal Student Aid (FAFSA), making changes on the Student Aid Report (SAR), providing state and federal application deadline dates, locating the holder of a borrower's loan through the National Student Loan Data System (NSLDS), and answering numerous other questions on all aspects of the OPE student aid programs. 

Related miscellaneous ancillary services. 

While none of these individual services requires as large a commitment of staff and time as responding to telephone inquiries, these services collectively represent a significant portion of this contract.   

In general, the related services involve researching application images on the Central Processing System (CPS), key-entering publications order data and mailing publications, electronically reporting student complaint data, photocopying, providing fax-on-demand and message broadcasting services, converting paper documents to HTML and GIF formats, developing survey information from topics discussed on calls, and providing reports on various topics to ED.  Some reports will be provided on a regularly scheduled basis (for example, providing a count of complaints about schools, lenders, or servicing agencies), others on an ad hoc basis (for example, providing a count of calls received as a result of a press release or a news item).   In the printed material distributed to the general public and to secondary and postsecondary schools, ED uses the “Federal Student Aid Information Center” to refer to these lines and services.

· Operating the Debt Collection Service Information Center (DCSIC).

The Debt Collection Service Information Center refers to the services the contractor shall provide for ED’s Debt Collection Service.

Responding to inquiries on the DCS toll-free and TDD lines involves making repayment arrangements and answering questions pertaining to the collection of grant overpayments, defaulted and non-defaulted Title IV loans held by ED.

Much of the DCS correspondence the contractor shall respond to is commonly referred to as "controlled mail."  This is time-sensitive correspondence that must be completed within the stated turnaround time.  Responding to written DCS inquiries involves using a variety of form letters and enclosure materials, as well as developing individualized responses using standard text blocks, and developing original material when needed.  Contractor staff shall at times contact lenders, guarantee agencies, etc. to conduct extensive research on Title IV loan accounts.  The Debt Management Collection System (DMCS) subsystems described in 2.1.5 will enable the contractor to perform some of the research required on certain tasks.  

2.0  SCOPE OF WORK

The work performed under this contract shall be conducted in two phases:  2.1 Phase A: Planning and Preparation, and 2.2. Phase B:  Production,   Phase A begins on the date the contract is awarded and ends 90 days after contract award.  Phase B begins 91 days after contract award.   This contract will consist of one Base Period and four  Option Years.

Because the contractor must begin full operation of all tasks and functions begins 91 days after contract is award, all preparatory activity (equipment installation and testing, training, hiring of critical staff, development of procedures and a procedures manual covering all functions, and development of overall quality control plans and procedures, etc.) must be completed by that date.

Most of the tasks in this work statement will have a planning and training component and a production, or operating, component. Detailed discussions of each task will be given in Phase B. To further assist offerors in understanding these tasks and how some are currently conducted.

Offerors are encouraged to propose innovative ways of accomplishing any or all of the tasks in this Statement of Work, including the use of new technologies or equipment. 

The contractor shall be responsible for performing all tasks described in Phases A and B.  The major work involves responding to telephone inquiries about the OPE student financial aid programs, higher education programs, and telephone and written inquiries regarding Title IV loan debt collection activities.  

The ability to assimilate and analyze changing program regulations and requirements, to deal effectively with the public in a courteous and responsive manner, to meet the very highest editorial standards, and to develop and manage telephone units and a correspondence inquiry unit is essential to the successful operation of this contract.

2.1  PHASE A:  Planning and Preparation: Definition of Procedures, Orientation, Training, Quality Control, and Equipment Installation and Testing

During 2.1 Phase A, the contractor shall hire and train staff to answer all calls that will be received on all lines, to answer all debt collection controlled and non-controlled correspondence, and to accomplish the other tasks listed in this Statement of Work. Additional training requirements are contained in 2.1.3, 2.2.A.13, and 2.2.B.10.  The contractor shall also install a telecommunications system to use the FTS toll-free numbers currently used by the existing contractor (800-433-3243) and (800-621-3115). ED will also provide the contractor with a commercial FTS 2000 number (for application status checks and requests for duplicate SARs) and with two separate toll-free FTS numbers for TDD equipment. 

For all telephone numbers, the contractor shall propose and install the appropriate number of lines and equipment, and the types of equipment (computer terminals or microcomputers, modems, a call counting and distribution system, etc.) needed to handle the expected volume of telephone calls at the beginning of 2.2 Phase B:  Production.  

All connections to the various ED/SFAP databases and systems shall be completed and tested by the contractor in time to ensure the startup of 2.2 Phase B: Production at 8:00 a.m. Eastern time, 91 days after contract award.  ED will provide the information necessary for the contractor to develop to develop training on accessing the central processor database and performing required functions related to the phone log, sending duplicate Student Aid Reports, checking the processing status of an application, etc.  ED will also provide the information necessary for the contractor to develop training in the use of the other ED databases and systems.

Toll-free telephone calls to the DCSIC shall be received by the contractor from the Interactive Voice Response System (IVRS).  The IVRS will be the main component of the ED-DMCS Voice Response Unit Subsystem which provides the DCS regional Service Centers with a mechanized way for quicker response to borrowers with defaulted loans.

The contractor shall install all equipment needed to respond to DCS controlled and non-controlled correspondence by 91 days after contract award.  This includes leasing a Post Office Box from the U.S. Postal Service to receive all DCS non-controlled correspondence.  All aspects of these Tasks must be tested and fully operational to begin 2.2  Phase B:  Production, at 8:00 a.m., Eastern time 91 days after contract award. 

2.1.1  Definition of Project Procedures and Production of Procedures 
          Manual

Upon contract award, the contractor's project director shall review with the COTR all procedures relating to the handling of all calls, inventory of OPE materials to be kept on hand, project organization, responding to DCS controlled and non-controlled correspondence, coordination, and all other tasks specified in this Statement of Work.  The contractor shall submit to ED two complete copies of the procedures manual to be used in achieving the objectives of the contract 60 calendar days after the award of the contract.  ED must review and approve the procedures manual before it may be used by the contractor's staff.  If ED rejects the manual, the contractor shall revise and resubmit two copies within 10 working days.  Upon ED approval, this manual, its supplements and revisions, become the property of the Government. 

2.1.2  Orientation 

ED will require orientation for the contractor.  Although ED will conduct brief sessions with the contractor concerning the provisions of this contract, the contractor's  supervisory staff shall be thoroughly knowledgeable about the Title IV student aid programs and debt collection activities, and must train the contractor's employees in the substantive and technical areas pertaining to these program activities to ensure the startup of 2.2 Phase B:  Production on 91 days after contract award with staff who are knowledgeable and experienced.  ED will designate resource persons who will be available to assist the contractor in understanding SFAP procedures. 

2.1.3  Training

The contractor shall participate in two FSAIC and two DCSIC training sessions that ED will conduct related to the contract's provisions.  ED's training will include, but not be limited to, information about the Title IV student aid programs and debt collection activities, how to disseminate that information via the telephone, and developing high quality responses to DCS correspondence.   ED will designate resource persons to assist the contractor in understanding SFAP procedures.   

The contractor shall ensure that its project staff and supervisory staff are thoroughly knowledgeable about the Title IV student aid programs and debt collection activities by the start of 2.2  Phase B:  Production.  The contractor shall supplement ED's training in the substantive and technical areas pertaining to the Title IV programs and debt collection activities, using any materials provided during 2.1 Phase A.  The contractor shall measure the effectiveness of its Title IV student financial aid and debt collection training by administering to the contractor's mid-level supervisory staff and project staff pre- and post-tests the contractor shall develop and score.  The COTR will approve these tests before the contractor administers them.  The COTR may monitor the administration and scoring of the pre- and post-tests and will review the test results; however, the contractor's project director also shall review the test results to ascertain the need for additional training and testing during 2.1 Phase A and throughout 2.2  Phase B:  Production.

All contractor staff shall receive training relevant to the Privacy Act of 1974, and shall certify, in writing, that he or she has received such training.  The contractor shall measure the training's effectiveness by administering to the contractor's staff pre- and post-tests the contractor shall develop and score.  The COTR may monitor the administration and scoring of the pre- and post-tests and will review the test results to ascertain the need for additional training and testing.

2.1.4  Quality Control Plan
OPE is committed to the concept of quality control (QC) as a means to ensure performance of the highest quality.  We expect our contractors to adopt this philosophy also, and to that end we have included in our Statement of Work certain standards of performance, measurement and analysis, and reporting requirements that must be met by the contractor.

The contractor shall establish a Quality Control Panel to coordinate with its supervisory personnel and ensure that quality is maintained throughout Phases A and B.  Real or potential problems shall be directed to this panel.  The panel shall investigate problem areas, initiating necessary action to ensure that the problems are resolved, and take follow‑up action to ensure that the problems do not recur.

This panel shall establish a schedule for quality assurance (QA) checks, and shall also perform random checks.  Quality assurance checks involve monitoring telephone techniques and staff's knowledge of SFAP and debt collection activities, sampling the accuracy of outgoing responses to DCS inquiries, meeting time frames established within the contract, and testing staff after training updates conducted by the contractor. Staff falling short of prescribed standards must be assigned to other tasks for which they do meet the standards, and given additional training until they can meet the standards for their original tasks. 

The contractor shall submit to ED two complete copies of a QC plan 60 calendar days after the contract is awarded.  The plan shall describe the relationship between overall work flow and the quality control activities.  Quality control stations, or points in the work flow where QC activities and measurements are performed, shall be identified.  The plan shall identify how QC activities are performed at the various stations.  To assist in assessing the adequacy of the QC activities the plan shall include process flow charts that will identify where QC activities will take place.  The quality control plan shall include measurable quality performance standards for each critical service performed.  Additionally, the plan shall describe how quality performance data is collected.  The plan shall also describe both internal reporting procedures as well as procedures for reporting to ED.  

ED will review the contractor's original QC plan within 10 working days after submission.  The plan will be returned to the contractor with ED's comments and/or questions.  The contractor shall submit a refined plan to ED within five working days of receipt.  This refined plan shall include any revisions of details within the contractor's original submission and answer question(s) posed by ED.  When submitted, this plan and its supplements and revisions become the property of the Government.

2.1.5  Equipment Installation

a. Telecommunications Equipment

During 2.1 Phase A, the contractor shall obtain and install the telecommunications equipment necessary to operate the Federal Student Aid Information Center and the Debt Collection Service Information Center as required by this contract.  The U.S. Government shall not furnish any CRT terminals, personal computers, modems, or control units to the contractor for services related to the FSAIC.  However, the Government will furnish the lines that will allow the contractor access to the applicant database maintained by the Central Processing System (CPS).  CPS shall supply file submission access procedures, receipt and compression/decompression software to the contractor.

ED will provide the necessary FTS 2000 telephone lines assigned to the FSAIC and the DCSIC telephone numbers.  The contractor's system must ensure that calls will be answered in the sequence they arrive.   

If the location of the CPS or Federal Family Education Loan (FFEL) databases change during the period of this contract, the contractor must maintain access to two different CPS and FFEL databases, for any period when two different databases exist, and for as long as ED requiries.  This will enable the contractor to respond to all questions during the period when inquiries will relate to applications.  In the past, this overlap has lasted as long as six months.

The contractor shall provide any modems and ancillary equipment needed to connect with the CPS and FFEL databases.  Currently the CPS offers a 19.2 kilobytes-per-second (KBPS) line, and the FFEL offers a 56  KBPS line. 

The contractor shall propose a reliable system for counting and routing telephone calls and equipment necessary to track and monitor completion rates and wait times on all lines.  The contractor shall provide a printer or printers that will be used to print out applicant data to be included with responses to DCS controlled correspondence without tying up the equipment used by the telephone information specialists to view debt collection information in connection with telephone calls. 

The contractor must provide a recorded message on the FSAIC toll‑free number to refer all application status checks, SAR correction checks, and duplicate SAR requests to the commercial number.

The contractor must also provide a recorded message on the FSAIC toll-free number that plays when the Center is closed. 

ED will provide four FTS-2000 lines installed for returning calls to FSAIC and DCSIC inquirers and for conducting contract-related business, and one for communication between the contractor and ED.

The contractor shall install the hardware and software required for providing  message broadcast services so that this task can be implemented by the start of 2.2 Phase B:  Production.  The contractor shall include, in this system setup, the processing of application forms to create a participant database, and shall ensure that this system is available 24 hours per day, seven days a week, except during holidays as specified by ED, or when performing system maintenance.  The system also shall clearly display a warning to customers concerning expected transmission time.

The contractor shall propose the computer equipment necessary to access the 

following ED/SFAP databases, systems, and subsystems in addition to the CPS database:

(1) National Student Loan Data System (NSLDS).  NSLDS is the first national database

 of loan-level information about loans and other financial aid awarded to borrowers under 

 Title IV.  FSAIC and DCSIC contractor staff shall access NSLDS via the Internet.  

The overall purpose of NSLDS is to support ED in a variety of operational and research    functions aimed at improving the administration and delivery of student aid and the efficiency of the Title IV aid programs.

FSAIC and DCSIC contractor staff shall access the NSLDS via the Internet.

(2)  Debt Management Collections Subsystem.  A series of on-line screens is available to collectors and researchers which display data for use in communicating with debtors and updating collection activity on accounts.  Functions the DCSIC contractor staff shall have access to include:  the ability to retrieve account-level information for a specific debtor and the composition of debt types included in that account;  the ability to review and update collection notes;  the ability to update name, address, and telephone numbers;  the ability to review a history of correspondence with the debtor;  the ability to review specific balances and other pertinent information at the debt/loan level;  the ability to search the database for specific accounts by alpha name matches for entire names or some portion thereof;  and the ability to review account information on accounts archived (removed from the database).

(3)  Treasury Offset Subsystem.  This subsystem identifies defaulted accounts which can be certified, via magnetic tape, to the U.S. Department of Treasury for inclusion in its Federal Treasury Offset Program (TOP).  This program is designed for ED to provide certified debts that the Treasury can collect via offset of the debtor's Federal income tax refund, thereby reducing the outstanding balance due to ED.

The subsystem selects accounts and edits them for eligibility for certification.  All debtors who have accounts selected are notified by letter of the intent to certify the account to Treasury.  Debtors may, at that time, contact ED to pay the account in full or to negotiate a repayment schedule.  Accounts on which collection activity is started are deleted from the TOP.  Data on all remaining accounts are sent to Treasury to be matched against Federal income tax refunds.  Amounts which are offset by Treasury are reported back to ED weekly via magnetic tape.  This information is then posted to the database.

This subsystem also involves the receipt of data from guaranty agencies for the inclusion of their defaulted loans in the certification process.  Agency tapes are received at ED's Title IV Student Loan Processing Center, and the data is merged with ED records for certification to Treasury.   Offset information returned from Treasury is then extracted and disseminated to the appropriate agencies.  Access to the Treasury Offset Subsystem is needed for DCSIC contractor staff only.

(4)  Research Subsystem.  The Research Subsystem provides access to individual account and debt level information through online, menu-driven, query functions.  The Customer Information Control System (CICS) screens included in this subsystem allow users to view past, current, and projected financial information.  This subsystem does not allow updates to the database.  The screens provide information such as what debts are owed, what payments and other financial transactions have been applied to accounts, how these financial transactions were applied, history of address updates, data related to the program history of specific debts, account payoff amounts, and history of collection agency referrals.

If ED's current contractor, which currently provides access to these Debt Management and Collection System subsystems, changes during the period of this contract, the subsequent Public Inquiry Contractor must maintain access for up to six months to the two different databases operated by two contractors who may be located in two different areas.  This will enable the contractor to respond to all questions during the period when inquiries come in about old and new Title IV loan accounts.  Access to the Research Subsystem is needed for DCSIC contractor staff only.

During 2.1 Phase A, the contractor shall obtain and install the telecommunications equipment necessary to operate the Debt Management and Collection System.  Connection to the FFEL mainframe will be via Wide-Area Network (WAN).  The U.S. Government shall furnish a 56 KBPS circuit and Digital Service Unit (DSU), with access ports and speeds of 8 KBPS, a Cisco Series 2500 router, and a modem for dial-up capability.  The Network will accommodate both Internet Protocol (IP) and Systems Network Architecture (SNA) communication protocols to support DMCS access and imaging file transfer.  These connections will allow the DCSIC contractor staff access subsystems 2, 3, and 4 previously mentioned.  The contractor shall access other databases as required by ED.

(5)  Information for Financial Aid Professionals (IFAP) Web Site.  IFAP is a free, interactive, on-line service that ED has developed to assist the student financial aid community in accessing important SFA information such as:  SFA Announcements, Federal Registers, the Compilation of Student Financial Aid Regulations,  SFA-developed software, Dear Colleague Letters, and other publications related to the administration of the Title IV programs.  The FSAIC contractor staff shall access the IFAP on line via an Internet browser.  Access to IFAP may not be needed for all FSAIC operators.

(6)  Direct Loan Servicing System (DLSS).  The DLSS provides access to the Direct Loan borrower database via an FTS 2000 line provided by ED.  Access to the Direct Loan borrower database will enable the FSAIC contractor staff to identify the servicer that holds a borrower’s Direct Loan.  The contractor shall refer any inquiries concerning individual loan account information to the appropriate servicer’s toll-free telephone number.  The contractor shall answer general inquiries regarding Direct Loans, such as how to apply or how to determine eligibility.  Access to the DLSS may not be needed for all FSAIC contractor staff.

(7)  Postsecondary Education Participation System (PEPS).  PEPS is a system designed to support OPE in managing and monitoring organizations that have a role in administering the Title IV Student Financial Aid programs and other HEA programs.  PEPS captures, and provides access to, a broad spectrum of information, including:  information that allows the user to determine an organization’s eligibility to participate in HEA programs, information related to an  organization’s level of compliance with ED regulations and the quality of its performance in administering ED programs, default rate monitoring and actions, reviews of audited financial statements, actions taken by ED to protect its financial interests, and general information for use in monitoring and enhancing HEA programs.  FSAIC contractor staff shall assist in these efforts by entering complaint data onto PEPS each time it receives a complaint from students, school employees, parents, and others involved in the Title IV process.  The contractor shall purchase and install a software package called Reach out 7 in order to obtain access to PEPS.   Access to PEPS may not be needed for all FSAIC contractor staff.

The contractor will propose the exact number of lines to be installed at the time 2.1 Phase A begins.  Because the equipment used in this project is costly, the contractor must monitor its use and adjust telephone lines and equipment as volumes fluctuate.  The contractor must report to ED each month the steps taken to ensure that equipment costs have been kept to a minimum.  This report must show the number of telephone lines, computers or microcomputers, long lines, and other equipment in use, removed, or added for the month. Additions or removal of equipment must be approved in advance by ED.  The COTR will grant approval when the contractor provides a justification that relates equipment needs to an actual or projected increase or decrease in volumes.  The contractor has the sole responsibility for working with the equipment vendors to arrange for the installation, maintenance, or removal of equipment, after the change has been approved by ED.  

The contractor must also be responsible for working with equipment vendors and servicing staffs to ensure that equipment functions correctly.  The contractor shall obtain, install and maintain an Interactive Voice Response Unit (IVRU).  The IVRU shall be capable of handling 10,000 calls within a 90 second timeframe.  Callers to the IVRU are to have the option to select an English or 

Spanish script and the system shall also provide automated responses in English or Spanish through voice recognition.  The IVRU must utilize Text-to-Speech synthesizer software that will spell out words it cannot interpret. An IVRU Management Script shall  be developed with contractor flexibility in modifying menu options as requested.  

The system shall be compatible with ED's mainframe computer system and interface with ED's telephone contractor's (SPRINT) equipment.  The contractor shall also design an interface/search to the National Student Loan Data Systems (NSLDS) database via a borrower tracking screen.  The contractor shall ensure that the IVRU interfaces properly with the DCS Voice Message 

support for predetermined/ad hoc calls between the DCS components and determine and provide the number of call conferencing units needed for implementation. Additional features for the IVRU shall include time limits for Total Call Time, Total Referral Time, and response from the caller.  The IVRU must limit incorrect keypad entries from the caller, allow the caller to be transferred to a Customer Service Representative (CSR) or in the event the IVRU detects an error in processing the callers requests.

The installation of hardware, software development, testing and implementation shall be completed by the contractor within sixty (60) days of contract award. The contractor shall include in its software development, an on-line screen to display IVRU Statistics which is accessible to DCS staff.  ED employees must be involved during acceptance and integration testing and implementation of software and procedure changes.  Acceptance testing shall be accomplished at the contractor's site.

The contractor shall within sixty (60) days of contract award, develop a backup plan/procedure for interfacing with ED, the Sprint Telephone Company, etc., during major outages. 

The Contractor shall prepare and deliver to ED within ninety (90) days of contract award, the following:  Detailed design specifications, User and Operations Manuals, Book of Reports, QC Procedures, and Processing  Procedures.  The contractor shall provide training for ED and contractor personnel on how to access the IVRU on-line screen and generate reports within ninety (90) days of contract award.

The contractor shall install a reliable telecommunication routing system on the FSAIC toll-free number.  This system will provide a message that will direct callers either to the toll number (for application status checks and requests for duplicate SARs) or to an information specialist on the toll-free line.  The system will also provide services for callers using rotary telephones.  The system must have a feature that will enable management staff to monitor the telephone calls received over all lines.  The contractor shall propose an Interactive Voice Response System on the toll line for callers checking on the status of an application, and ordering a duplicate SAR.   For quality control purposes, the system must permit contractor supervisory staff to monitor conversations between inquirers and the contractor’s staff without the knowledge of the inquirer or the contractor staff responding to the inquiry. This system must be installed and tested during 2.1 Phase A, and fully functional by the startup date which begins 91 days after contract award.. 

b.  Other Equipment
In addition to the telecommunication equipment, the contractor must obtain the following equipment necessary to perform the work of this contract:

1. Personal Computers (PCs) - The contractor shall obtain a sufficient number of PCs with 

word-processing capability  and printers to handle DCS correspondence and other editorial support tasks that are required.  In addition, the PCs must be configured to access the DMCS mainframe.  At least one of these PCs must be compatible with the word processing software used by DCS.  DCS currently uses Microsoft Word to maintain and update their correspondence. 

2. Copying Machine(s) - The contractor shall obtain a sufficient number of copying machines          necessary to perform the work of this contract.

3. Paper Shredder(s) - The contractor shall obtain a sufficient number of paper shredders for 

use in destroying confidential information on site.  The paper shredders shall be used to destroy controlled letter file copies, and individual response file copies.

4. Facsimile machine(s) - The contractor shall obtain a sufficient number of facsimile

machines necessary to perform the work of this contract.

5. Imaging Equipment - The contractor shall obtain imaging equipment for the processing of

DCS correspondence.

6. Tracking System (Optional) – The contractor shall establish and maintain a Bankruptcy

Tracking System at the DCSIC to log all incoming bankruptcy documentation. The log must have 

capability the to be electronically searched and regularly updated, so that a current status is 

reportable to the Department on a monthly basis.

7. The contractor shall provide, install, maintain, and train the Debt Collection Service with a total

of nine (9) work stations which are compatible with, and provide access to, the correspondence 

tracking system designed by the contractor.  These work stations will be utilized by  ED to track 

and respond to all correspondence of a nature that the contractor has not been trained to respond 

to.  ED will provide the necessary FTS lines to connect the contractor site to the work stations in 

the Debt Collection Service Centers.

2.1.6 Security Requirements

This section defines the computer security requirements the contractor shall meet to 

support the operating environment.  The contractor shall implement all applicable security provisions for personnel, facilities, and the contracting local system used to access ED databases within the contractor's control.

Computer Security Directives

The contractor shall ensure that the local network used for the contract complies with the security requirements in the US Department of Education, Office of Postsecondary Education, Information Technology Security Program (ITSP) Manual and the following :

U. S. Department of Education Standards:

1.  “U.S. Department of Education Information Technology Security Program Handbook #6.”


2.  “U.S. Department of Education Automatic Data Processing 


(ADP) Technical Control Handbook.”


3. “U.S. Department of Education Regulation 34.”



4. “U.S. Department of Education Personnel Security -Suitability 




                   Program, Handbook #11.”

Public Laws.


1.  The “Privacy Act of 1974” (Public Law [PL] 93-579).


2.  The “Freedom of Information Act of 1974” (PL 93-502).


3.  The “Federal Managers” Financial Integrity Act of 1983î 


(PL97-255).


4.  The “Computer Fraud and Abuse Act of 1986” (PL 99-474).


5.  The “Computer Security Act of 1987”  (PL 100-235).


Office of Management and Budget (OMB) Circulars.


1.  OMB Circular No. A-123, (Revised) “Management and 



Accountability and Control.”



2.  OMB Circular No. A-127, (Revised) “Financial Management 



Systems.”

3. OMB Circular No. A-130, Appendix III, “Security of Federal           

Automated Information Systems.”

4.  NIST Special Publication 800-18, "Guide for Developing Security Plans for Information Technology Systems."

     Federal Information Processing Publications (FIPS PUBS).

1. FIPS PUB 11, “Dictionary for Information Processing.”

2. FIPS PUB 41, “Computer Security guidelines for Implementing the Privacy 

Act of 1974.”

3. FIPS PUB 46-2, “Data Encryption Standard (DES).”

4. FIPS PUB 87, “Guidelines for ADP Contingency Planning.”

5.   FIPS PUB 112, “Password Usage.”

Systems Security Requirements

The contractor shall ensure that all proper security safeguards are in place and operational in accordance with the U.S. Department of Education Office of Postsecondary Education Information Technology Security Program  (ITSP) Manual.   These safeguards are required regardless of the hardware and software utilized by the contractor on which sensitive data is processed, transmitted, or stored.  At a minimum, these safeguards shall include the following:

Telecommunications, Encryption and Firewalls:  The contractor shall provide effective security measures to protect the contracting local system used to access ED databases from unauthorized accesses, and external sources, i.e. networks.  Telecommunication lines that transmit sensitive data shall be encrypted.

Identification and authorization:  The contractor shall ensure that the contracting local security system used to access ED databases  provides adequate user identification and authorization functionality.  Identification shall be unique to each individual user, and the security contracting local system used to access ED databases shall limit users to only those classes of information, or systems access, they need to do their jobs.  The contractor 

shall immediately update authorization information for new users and regularly perform updates of the contracting local system used to access ED databases upon termination, reassignment of employees, or changes in job responsibilities.  The access list maintained by the contractor shall be made available to the ED upon request at any time during the period covered by the contract.

Passwords:  In accordance with FIPS PUB 112 “Password Usage”, the following password parameters for the contracting local system used to access ED databases will apply:

The contractor shall utilize a security management process for the contracting local system used to access ED databases capable of managing passwords at least six alphanumeric characters in length and include at least one numeric 

value in the character string.  The password’s length and makeup shall not be shown directly or indirectly on the log-in device.  All passwords shall be encrypted.  Passwords shall be changed at least once every 30 days.  If this is not possible the contractor must explain why and request a waiver of this requirement.

The security contracting local system used to access ED databases shall automatically notify the user that his/her password has expired and of the actions required to acquire a new password.  The security contracting local system used to access ED databases shall not allow users to reuse at least three previous passwords.  Once a password expires, the security contracting local system used to access ED databases shall lock the user’s account and only intervention by the security administrator of the contracting local system used to access ED databases can reinstate access to the system.

Audit:  The contractor shall provide an operating contracting local system used to access ED databases that supports a security management audit trail.  The system shall record, at a minimum, log-on attempts and failures, and applicable commands or other related user activity.  The audit trail will be stored in the contracting local system used to access ED databases or on tape, and will be protected from unauthorized access, modification or destruction.  The security audit trail shall be completely recoverable without data loss.

The COTR is the individual designated by ED to be responsible for overall system security and serves as the single point of contact for security matters related to the contract. 

The COTR’s responsibilities include, but are not limited to:

· 
personnel security for the contract

· 
continuous monitoring of contract security measures

· 
approval of all access forms and clearance requirements

· 
security reviews conducted on the contract system

· 
risk management analysis 

Physical Security:

The contractor shall implement effective physical security safeguards to ensure the protection of ED assets including the computer facilities, equipment, data and personnel.  

Security shall be provided 24 hours per day.  A controlled, limited-access environment 

shall exist in all areas where Government data is maintained, including all loan servicing contractor and subcontractor sites and off-site storage facilities.

The contractor shall comply with the facility security requirements in Chapter 8, and with the minimum security requirements and safeguards in Exhibit 10-A, of the “U.S. Department of Education ADP Security Manual.”  

Personnel Security

Purpose:

Clearance requirements and procedures apply to all contractor and subcontractor staff participating in the design, operation, and during 2.1 Phase A and throughout 2.2  Phase B:  Production of the contract.  These requirements also apply to any contractor or subcontractor staff having access to facilities where ED data is serviced or stored.  Requirements for personnel checks imposed by these policies vary commensurate with the sensitivity of the data handled by the employee, and the risk and magnitude of loss or harm associated with the type of position and access the employee requires to complete his/her assigned duties.

Clearance Requirements:

The project manager is responsible for identifying by name all contract personnel and the contract labor categories of those requiring access to ED systems.  The project manager shall ensure that the required paperwork is properly completed, reviewed for accuracy, and submitted to ED in a timely manner prior to any contract employee starting to work on sensitive parts of the contract.  

Contractor staff shall not be in default on any loan made through ED’s Title IV programs, including, but not limited to, Federal Stafford, PLUS, SLS, Perkins, and Direct loans.

Personnel assigned to duties under this contract will be subject to investigation by ED.  ED’s investigation may include, but will not be limited to, the following :

· Checking for defaulted Title IV loans

· Investigation of criminal record

· Checking references on previous employment

· Checking previous security clearances

Criteria used for determining the personnel security levels for these contract positions are defined in the Department's OPE's  Information Technology Security Manual, Section IV.  These guidelines are based upon the ED’s criteria found in the U.S. Department of 

Education Personnel Security and Suitability Program Handbook #11, Chapter 2, Section VIII.  ED, after reviewing the position duties and related system access, if any, will assign the appropriate clearance levels.   Each security level has limitations as to when a person may begin contract tasks after submitting the proper clearance packages.

Procedures:

Contractor and subcontractor personnel must complete and submit the required government forms based on level of clearance and job that is performed.  A definition of the security levels are as follows:

High Risk (Level 6C) - High risk positions are those positions that have potential for exceptionally serious impact because they involve duties that are especially critical to the ED (for example, project manager and security administrator.)

Moderate Risk (Level 5C) - Moderate risk positions are those positions that have the potential for moderate to serious impact (for example, persons who are responsible for the direction, planning, design, operation, or maintenance of computer systems). 

Low Risk (Level 1C) - Low risk positions are those positions that require access to the computer systems (for example, application programmers.)

Non-Disclosure Statement Positions (NS)- Depending on job responsibility, and any related limited systems access, a signed copy of the Privacy Act Statement and Declaration for Federal Employment (OF-306) may be the only forms required.  Individuals in this category perform duties that are closely monitored and supervised to ensure risk is limited (for example, data entry and documentation specialist.)

Should the COTR NOT require a contractor or subcontractor employee to undergo a background security screening, the following events must occur:

The COTR must be confident that adequate administrative and internal security controls are in place to protect ED assets and information.

    Internal System Controls:  In the process of defining positions personnel controls

    such as least privilege, separation of duties and individual accountability are to be

    established:

                “Least privilege” refers to granting contractor employees only those accesses to

                facilities and ED system they need to perform their official duties.

                Separation of duties” refers to dividing roles and responsibilities so that a 

                single individual cannot subvert or control critical processes.

               “Individual accountability” refers to holding individual users responsible for their

               actions.  Behavior on all the systems must be in accordance with established rules.

These controls must address the requirements as indicated in the OPE Information Technology Security Program Manual and OMB Circular A-130, Appendix III.  These controls and their functionality shall be identified in the contractor's security plan.

The required clearance forms are as follows:

	FORM
	TITLE
	COPIES
	HIGH 

(6C)
	Moderate

(5C)
	LOW 

(1C)
	NS

	OF- 306
	Declaration for Federal Employment
	    2*
	X
	X
	X
	X

	NS
	Non-Disclosure Statement/Privacy Act
	1
	X
	X
	X
	X

	SF-85P
	Questionnaire for Public Trust Positions
	2*
	X
	X
	
	

	SF-85
	Questionnaire for Non-Sensitive Positions
	2*
	
	
	X
	

	FD-258
	Fingerprint Card
	1
	X
	X
	X
	


*  Original and one copy

The following steps are required for submitting employee clearance documents:

A.  The contractor employee without previous clearance shall complete the required forms, as shown in the above table based upon the defined labor categories.  (Note:  EVERY employee assigned to the contract in any way must complete the Non- disclosure/Privacy Act Statement and the OF 306).

1)  The applicant’s labor categories shall be detailed enough to allow the COTR to make a decision that no authorization, need or ability to bypass security controls is involved.  The ability and capability to bypass these controls is a major factor in making any security clearance level determination.
2)  The COTR will require the applicant to fill out a Non-disclosure/Privacy Act Statement and an OF 306 “Declaration for Federal Employment” form.  The COTR will check the applicant’s name and social security number for defaulted Title IV loans.

· If the applicant is identified as being in default, the COTR will forward the information to DCS for appropriate action.  If the applicant is identified as suitable for system access, the applicant’s access will then be determined by ED.

B.  The contractor employee, with current (non-departmental) or previous clearances (including departmental), who is required to obtain a clearance for employment on this contract must complete a letter on contractor letterhead that provides:




Employee’s full name








Date and place of birth




Social Security Number






Type and Level of security clearance




Employer Name (at time of investigation)




Date of investigation




Contract Number








Agency completing the investigation

C.  The contractor employee with a current or previous clearance who requires an upgrade due to a change in labor category or system access may be required to provide additional paperwork.  The COTR will take the issue to the Computer Security Officer (CSO) for a ruling to determine whether any action is necessary.

D.  If a required security clearance is denied by ED, the employee will be ineligible for assignment on this contract.  Additionally, ED will check the NSLDS database each month to ensure that no contractor staff default on a Title IV loan while working on the contract.

Removal of Project Access:

When employees are removed from contract positions for any reason the contractor shall:
· Revoke all access authorizations and notify the COTR of the removal and the

termination date within two working days.  If termination is for cause, immediately revoke system access and follow up by notifying the COTR.

· Retrieve all keys, card keys and badges allowing access to the system

facilities.

· Change the locks or combinations on all locks to sensitive areas to which terminated

employee had access.

· Review with the departing employee their obligation to protect system and

Departmental Privacy Act data and information.

Security Plan:

The contractor shall submit a Security Plan that ensures all applicable ADP security requirements outlined in the OPE Information Technology Security Program Manual are met.  The contractor shall submit to the COTR two complete copies of the plan for review and approval 120 calendar days after the contract is awarded.

The Security Plan must provide documentation on implementing and maintaining the security and Privacy Act requirements for the system.  The Security Plan also must include the controls that are established or that must be developed to ensure that information integrity, availability, and confidentiality are maintained as they apply to the contractor's system.  

The Security Plan is a living document with quarterly or other updates based on changes in government regulations systems.  The contractor shall prepare a security plan in accordance with the OPE Information Technology Security Program Manual and OMB Bulletin 90-08.  Once the security plan is approved by ED, the contractor shall implement the approved security plan.

The plan shall have, at a minimum, the following sections:

· Introduction,

· Computer Security Overview,

· Computer Security Management Approach,

· Computer Operations,

· Data Communication Operations,

· Operating System Security

· Disaster Recovery Planning

· Contingency Planning, and

· Security Auditability.

Additionally, the plan shall incorporate the following:

· Facility layouts,

· Drawings and inspections, 

· Procedures.

Disaster Recovery Plan:

The contractor shall submit to the COTR two copies of a Disaster Recovery Plan within 120 days of contract award for review and approval.  The contractor shall conduct at least one contingency/disaster recovery test per year and provide ED with the results of that test identifying any weaknesses and corrective actions to be taken.  The contractor shall implement the approved Disaster Recovery Plan to ensure continuation of services and functions in the event that a major disaster renders a key operational facility unusable.

The Disaster Recovery Plan shall be prepared in accordance with the guidelines and procedures found in FIPS Pub 87 “Guidelines for ADP Contingency Planning.”

Contingency Planning:

This section of the contractor Security Plan shall include, at a minimum:

· Procedures for responding to each type of disaster,

· Emergency response actions, for central site

· Back-up operations, and

· Recovery operations -- recovery operations will include
information to assure ED that at least 25 percent of
the services under the Public Inquiry Contract are restored
within one working day, 50 percent within 3 working days, and
100 percent within 5 working days.

In addition, the plan shall fully document the following:

· Possible alternate-site location(s).

· Procedures to move to the alternate-site, and

· Procedures to successfully demonstrate the possible alternate-site(s) and its ability to support the contractor requirements.

System Back-up/Disaster Recovery:

The contractor shall provide the hardware, software and procedures for reliable back-up and restoration of data stored at the contractor.  Specific requirements for data back-up/recovery are:

· The back-up system shall be able to fully back-up/restore the 




contractor data files in less than one (1) hour.

· The back-up system shall be able to restore single and       




multiple files.

· Back-up software shall provide extensive error correction and  detection.

· The contractor shall observe the following back-up cycles:

· Back-up files incrementally every day, once per week and 



each month.

· Keep daily back-ups for at least a week.

· Keep weekly back-ups for at least a month.

· Keep monthly back-ups for at least a year.

· The contractor shall provide off-site storage of all 


 back-up data.

All the requirements presented above must be met within the period allowed for 2.1 Phase A.  This

period concludes 90 days after contract award.  The contractor must begin 2.2  Phase B:  

Production, at 8:00 a.m. Eastern time which begins 91 days after contract award. 

2.2  PHASE B:  Production 

In 2.2  Phase B:  Production, the contractor must answer thoroughly and accurately all telephone inquiries and  provide the miscellaneous services described below.   During 2.2 Phase B:  Production, the contractor will incorporate into the procedures manual any revisions or newly established guidelines (when directed by the COTR) for the entire contract award period.  ED staff will provide technical assistance and monitoring at the project during the first 15 working days of the production phase (2.2  Phase B:  Production) to assist in resolving any initial problems.

2.2.A  FEDERAL STUDENT AID INFORMATION CENTER (FSAIC)

2.2.A.1  Responding to Telephone Inquiries at the Federal Student Aid 

Information Center

The contractor shall: 

a) Provide operator assistance on the toll-free information line (1-800-4 FED AID) and a commercial telephone line at the FSAIC seven days a week from 8 a.m. to midnight, Eastern time.  

(Federal holidays are excluded unless prior arrangements have been made with the COTR.)  Changes to this schedule may be necessary to respond to customer demand, including changes to the daily operational hours, as requested by the COTR.  Contractor staff shall record a message, to be played during times when the Center is closed.  The contractor shall also maintain a separate commercial telephone number for calls from foreign countries.

b) Maintain an experienced senior staff for training and monitoring purposes, and employ and provide adequate training for a staff of information specialists to ensure accurate and complete responses to 95% of all inquiries (excluding automated responses provided through an IVRU). 

c) Maintain the staffing and logistical capability to respond to wide fluctuations in volumes of telephone calls from day to day, week to week, and hour to hour in any given day, and the capability to set up queues for callers waiting to speak to an information specialist with queue lengths to be approved by ED staff. 

d) Establish and maintain an Interactive Voice Response Unit (IVRU) on the toll-free line that is accessible 24 hours/7days a week, and will allow callers to identify and select specialized inquiry queues, and, where feasible, provide automated responses to queries that can be input through a telephone keypad.  For instance, the caller might be offered the choice of "help with the application," which would transfer to a queue of information specialists trained in that subject, or "application processing status," which would transfer to an automated system that would report the processing date for the application.  The Department will approve the queues and automated features that the contractor proposes to implement.    

e) Answer and respond to 95% of the calls placed to each public inquiry phone number operated by the FSAIC  with an average call waiting time of no more than 30 seconds.

f) Maintain a commercial phone number to respond to callers who cannot reach the toll-free line (most frequently these calls are received from foreign countries) and a toll-free TDD line for hearing-impaired callers.  

g) Provide sufficient Spanish-speaking staff to respond to Spanish-speaking callers..

h) Maintain the capability to increase and decrease the number of active telephone lines at the FSAIC as call volumes fluctuate, and notify ED staff through the weekly MIS report if the trunk reports indicate incoming calls are blocked for periods totaling 6 minutes or longer during any half-hour increment during the Centers operating hours.  (The contractor shall notify ED staff by e:mail or telephone immediately if the periods of blockage exceed 15 minutes for any half-hour increment.) 

i) Maintain and operate any ancillary equipment and sufficient resources necessary for the telephone staff to view student aid data from the Central Processing System, the National Student Loan Data System, and other systems listed in 2.1.5 and/or student account information from the Virtual Data Center. 

j) Ensure that all vendor-supplied equipment is functioning properly during the FSAIC operating hours, and notify the COTR within one-half hour any time the telecommunications or computer services or equipment are not working and provide a verbal description of plans to resolve the problem(s) that caused the disruption. 

k) Submit, within five working days of the start of any problem that causes the contractor maintained and operated equipment to fail for any consecutive 24-hour period, a written report describing the problem and how it was resolved.

l) Ensure that ED has timely access to FSAIC supervisory staff and shall provide timely responses to requests from TPID staff for any program-related information including, but not limited to, information on individual student files, and information on contractor-provided training and procedures  (defining timely as response to a voice mail or e:mail within 4 hours of a working day, or a return call from a page within 15 minutes).

m) Respond to calls from the Departments student aid application processing contractors on topics that include, but are not limited to, batch number inquiries, application status checks, and application processing dates.

n) Maintain, in database software or groupware approved by the Department, a detailed and up-to-date reference library of standard responses to inquiries received at the FSAIC, including but not limited to consumer issues, application line items, procedures for applying electronically and correcting information and methods of disbursement. This response library may be used as an on-line reference by the staff at the FSAIC and shall be the property of the Department. The reference library of standard responses shall be published on a Web site maintained by the FSAIC and linked to the Department’s Web pages found at www.ed.gov/studentaid

o) Provide for adequate internal quality assurance mechanisms, such as making a customer feedback option available through the IVRU and arranging for ongoing independent quality assessment of a statistically reliable sample of phone responses.  Quality assurance monitoring shall not substitute for monitoring of information specialists by FSAIC for evaluation and training purposes.   

p) Not accept collect calls.  

q) Review and annotate the telephone message log displayed within the CPS inquiry screen each time an applicant's record is accessed.

ED encourages the contractor to propose cost-saving options under this task (i.e., changing answer percentages, wait time, adding automated features, steps to smooth out call peaks and valleys, etc.) and share in the savings which accrue from implementing the options.  The proposed options should not in themselves increase costs to the government.

2.2.A.2  Placing Calls
The contractor shall: 

a) Place calls, using government-provided FTS 2000 lines (within 48 hours of date and time of request), about any topic related to the student aid programs or processes, such as, but not limited to, call-backs regarding application processing problems, to students, parents, Financial Aid Administrators (FAAs), and others involved in the student aid process when directed to do so by the COTR.  Content of the calls will be limited to subjects normally handled by the contractor or for which ED has furnished a script. 

b) Review and annotate the telephone message log displayed within the CPS inquiry

 screen each time an applicant's record is accessed.

c) Provide a written summary of the call as requested by the COTR.

2.2.A.3  Keying Change of Address (COA) and Change of Institution (COI) Requests
The contractor shall:

a) Key into the applicant’s federal student aid record, at the request of the applicant, changes to the applicant’s permanent mailing address, Title IV school codes, and housing codes.  

b) Request the applicant’s Data Release Number (DRN) prior to making the requested change(s), and verify the change(s) with the applicant.

c) Not process changes to an inquirer’s housing code when no institution is listed.

2.2.A.4  Researching Central Processing System Images 
The contractor shall: 

a) Research application image files from the Central Processing System (CPS) database in cases where a toll-free inquirer claims that application data or corrections were not properly entered by the processing center, to determine whether an error was made.

b) Follow the reporting procedure described in 2.2.A.14 any time the information on the application was filled out clearly and unambiguously by the applicant, but was keypunched or imaged incorrectly by the processor.

c) Review scanned images of inquirers’ applications to aid in answering questions and understanding problems with the file, and recommend next steps or courses of action to the inquirer based on this review. 

2.2.A.5  Keying Corrections to Processing Errors

The contractor shall:

Key in corrections (based on research performed in 2.2.A.4) when the error is due to ED or Multiple Data Entry (MDE) contractor errors or problems.

2.2.A.6  Mailing SFAP Publications
The contractor shall:

a) Respond to requests for single or multiple copies, or bulk quantities of publications.

1) comply with industry and U.S. Postal Service mailing and packing standards.

2) mail the requested publications within two working days after receipt of the request.

3) notify the COTR of all requests that exceed the order limits established by TPID 

 within one work day after receiving these requests.

4) provide sufficient storage space to maintain at least a six-month supply of the

 publications needed under this task.   

5) be responsible for obtaining additional storage space  (at no additional cost to ED) if

 publication orders increase.

b) Submit to TPID requests for publications needed in order to replenish the contractor’s supply. ED will arrange to have the requested publications transported to the contractor’s site from ED’s warehousing contractor.

c) Utilize ED-installed postage meters as the method of payment for these mailings.  ED pays directly for postage on these meters.

d) Mail all publication orders  by weight as specified by ED. 

e) Send all publication orders weighing more than 12 oz. by Third Class mail unless otherwise directed by the COTR.

f) Be a Post Office approved mailing contractor.

g) At least 90 percent of the time produce no typographical errors when addressing an envelope or box for mailing.  

2.2.A.7  Typing Address Labels and Documents
The contractor shall:

Type sets of address labels and documents submitted by ED in either handwritten, rough typed draft, or computer printout format, when directed to do so by the COTR.
2.2.A.8   Developing Reports
The contractor shall:

a) Create reports using data provided by ED or by the Call Management System (CMS) used by the contractor (i.e., trunk activity on the phone lines, calls offered, calls answered, call waiting times, etc.).

b) Collect and analyze data, and prepare reports on various aspects of the FSAIC.

c) Prepare these reports when specified to do so by ED.

d) Develop innovative charts and graphs to enhance and illustrate the usefulness of these data and reports.

2.2.A.9  Photocopying Program Materials
The contractor shall:

Photocopy documents such as, but not limited to, Dear Colleague Letters, Fact Sheets, Form Letters, worksheets, and charts.  These photocopied materials are needed in order to respond to requests received on the toll-free line referenced in 2.2.A.1.  ED will supply the contractor with a hard copy or electronic version of the document, and the contractor shall photocopy additional copies as needed.

2.2.A.10  Meeting Management Information System (MIS) Reporting Requirements

The contractor shall maintain information on a Web site accessible to selected ED  offices, including, but not limited to:

a) Data provided at least once a week showing the daily number of calls received, the number answered, the number of calls blocked, the number of calls abandoned while waiting, and the average call waiting time from the end of the introductory message.

b) Data showing the monthly number of calls answered in up to 25 categories to be determined by the contractor and ED staff.

c) A monthly inventory showing the names of publications available at the Information Center, the number ordered, and the number remaining in stock.  For publications that are photocopied at the Center, the inventory will show the quantity reproduced instead of the number ordered.

d) A monthly inventory showing the materials in stock at the Information Center (such as envelopes), and the number used each week and month.

e) Monthly data summarizing the number of calls reporting application processing errors, NSLDS errors, and complaints against lenders, schools, and guarantors.

f) Data showing the results of quality control monitoring conducted by the quality assurance unit.

g) Monthly data showing quantity and cost of items mailed using the postage meters provided by ED.

Weekly data shall be made available on the Web site by noon the Tuesday after the end of the most recent week. Monthly data shall be made available on the Web site five days after the end of the most recent month.  All data will be retrievable as lists by week, month, or year, as well as by customized time period.

The Web pages for search and retrieval of this information shall be in a format designed by the contractor and approved by ED.

The contractor shall also provide in narrative form, weekly and monthly reports noting any continuing problems, status of ongoing projects, and issues awaiting resolution.  The contractor shall provide any other MIS reports that ED requests, generally not to exceed 2 reports per month, one-to- five pages in length.  Provide these reports by the date specified by the COTR.

2.2.A.11  Providing Conference Services

The contractor shall:

a) Plan and coordinate conferences ranging in attendance from a dozen members of a focus group to as many as a thousand financial aid officers, including, but not limited to, making hotel and conference site arrangements, maintaining a database of conference registrants, scheduling mediators and technical experts, providing on-site logistical support, staffing conference registration tables, preparing badges and table tents, arranging for travel and transportation of equipment and materials, and conducting or arranging for an evaluation of the conference upon its completion. 

b) Develop and produce conference scripts, handouts, reference manuals, slide presentations, as well as posters and other public relations materials.

c) Provide computer equipment to be used for demonstrations and hands-on training.

d) Provide for compensation for staff time and travel expenses for trainers or expert presenters on 

student aid topics. 

2.2.A.12  Evaluating Program Aspects and Reporting Findings

The contractor shall:

a) Evaluate aspects of the financial aid programs and provide reports of evaluation findings when specified to do so by the COTR.  Examples of possible evaluation topics include, but are not limited to, financial aid awareness and eligibility among college students and prospective college students, postsecondary student retention rates, and the availability of Internet or other electronic access at high schools and colleges.  Survey instruments disseminated to the public must meet government information collection standards and must be approved through the Department’s information collection clearance process. 

b) Conduct customer service studies and conference evaluations.  Pre-planning for this Task can include conducting research, conducting needs analyses and surveys, and holding meetings and interacting with the aid community to solicit feedback on financial aid issues and problems.

2.2.A.13  Providing Training Updates
The contractor shall:

a) Provide ongoing training and updates to all contractor staff as needed on the training topics covered under 2.1.3.

b) Provide all training covered under 2.1.3 to new staff when hired.

c) Participate in weekly TPID-sponsored conference calls to gain knowledge of recent program changes, and to provide program updates.

d) Develop and administer pre- and post-tests to assess the effectiveness of all training provided to staff.

1) provide samples of these pre-and post-tests, and their results, to the COTR when requested.

     2) assure that employees retain at least 95% of the information learned in the training.

e) Participate in ED-provided or sponsored training (i.e., CPS and NSLDS updates) as requested by the COTR.  ED-provided or sponsored training will not exceed five days per year.

f) Attend conferences or training outside ED as requested by the COTR.

2.2.A.14  Identifying, Keying, and Reporting Customer Complaints 

The contractor shall:

a) Forward via e:mail a brief, written description of any error relating to ED programs or services that is discovered when reviewing the data which generated the complaint, to the appropriate ED staff for handling.  Include the caller’s phone number and other identifying information in these descriptions. The COTR will provide the name and e:mail address of the appropriate ED contact person.

b) Maintain, for each month, a list of pertinent information regarding individual complaints from students and parents along with the contractor's responses.  Provide this list to the COTR when requested.

2.2.A.15  Providing Fax-on-Demand Message Broadcast Services

The contractor shall:

a) Process message broadcast requests for same day distribution when received by the contractor before noon, Eastern time, on regular workdays.

    1) develop and facsimile message broadcasts to enrolled institutions at the direction of ED. 

    ED will provide the appropriate message text for entry into the message broadcast system.

    2) verify the message text, enter the text into the system, then broadcast the message to 

    enrolled institutions.

    3) send message broadcasts during an 11 hour window between the hours of 6:30 PM and

    5:30 AM, Eastern time.

b) Modify the message broadcast participant database once the initial database has been

 established.maintain the message broadcast database by adding, deleting, or updating application

 information as appropriate.

1) incorporate enrollment updates or changes at the request of participants.  Participants will    submit these requests through the toll-free line or by faxing a new or updated enrollment  request to the contractor.

    2) process enrollment or update requests within two working days of receipt of the request.

    3) end a trial broadcast message to each new end user to confirm successful enrollment.

2.2.A.16  Converting Electronic Copies of Publications for Access through the 


   Internet

The contractor shall:

a) Convert electronic versions of Word or WordPerfect documents and publications, such as, but not limited to, Dear Colleague Letters and Fact Sheets, into Internet-accessible formats (including, but not limited to, Hyper-Text Markup Language (HTML)).  Ensure that the converted documents contain links to embedded Graphics Interchange Format (GIF) files that will be provided by ED to the contractor in electronic format along with the original WordPerfect document.  If electronic graphics files do not exist and must be created by scanning print documents, ED will provide the paper document for conversion under 2.2.A.17.

b) Provide the converted file, along with its embedded GIF files, to the COTR within five working days of receipt of the original WordPerfect and GIF files.

c) Provide the files under this Task in the same media in which they were received (e:mail or diskette; ED will provide diskettes for this purpose, if necessary).

2.2.A.17  Converting Images to Graphics Interchange Format (GIF) Files 

The contractor shall:

a) Scan documents containing graphics, forms, charts, or other materials not available in suitable electronic formats, and convert appropriate images contained in these documents to GIF files.  These documents may consist of, but will not be limited to, documents from the contractor's publications distribution area or those received from ED.  Ensure that converted files are of suitable file size and image clarity to allow viewing and printing through popular Internet browsing software.

b) Complete the GIF files within five working days of receipt of the hard copy, and forward them to the COTR, or incorporate them into HTML documents (or documents converted into other formats).  ED will provide diskettes for this purpose, if necessary.
2.2.A.18  Providing Courier Service
The contractor shall:

Provide courier service between ED and its site when requested by the COTR.

2.2.A.19  Maintaining a Quality Assurance Unit

The contractor shall provide for adequate internal quality assurance mechanisms, such as making a customer feedback option available through the IVRU and arranging for ongoing independent quality assessment of a statistically reliable sample of phone responses and other activities identified in the Quality Assurance Surveillance Plan.  The quality assessment will include full-time staff stationed at the call center but provided by an organization independent of the public inquiry contractor.  Quality assurance monitoring shall not substitute for monitoring of information specialists by FSAIC for evaluation and training purposes.

2.2.A.20  Establishing and Operating a Web Site for Bulk Orders (Optional)

Operation of this site shall begin within 90 days of notification by ED that this option is being exercised.

The contractor shall:

a) Develop and maintain a restricted Web site for postsecondary schools and other entities to 

place and to check their orders for bulk applications and publications.

b) Operate the Web site 24 hours a day, 7 days a week with no more than 3 hours of downtime a 

week for maintenance (scheduled for evenings or weekends) and no more than six days of downtime per year because of system failure.

c) Restrict access to the Web site by:   asking users to enter their school or entity number

(numbers provided by ED), or by accepting only users who are directed from the password-protected Web site for the Postsecondary Education Participant System (PEPS).

d) Configure the Web ordering system to accept orders for up to a dozen different products, 

including the Free Application for Federal Student Aid (FAFSA), the Spanish version of the FAFSA, the Student Guide (postsecondary schools only), Funding Your Education (other entities only), and the Spanish version of Funding Your Education.  (Note that these are annual publications, but are available for order for longer than a year, so the system shall accept orders and provide order histories for two different publication years at a time-e.g., schools will still be able to order the 2000-2001 FAFSA for another 9 months when the 2001-2002 FAFSA is issued in October of 2000.)

Postsecondary school orders:

ED will provide to the contractor the OPEID number, school address, and type/control of school for all eligible locations.  This data will be provided to the contractor in Database Format (DBF), either by diskette or through the Internet using File Transfer Protocol, and will be updated every month.

The default shipping address will be the eligible school location associated with the school’ s OPEID number in the PEPS system.  However, the Web ordering system will allow staff at postsecondary schools to specify up to five alternate delivery addresses (for branch campuses) at a time.  (For ED’s reports, orders for these alternate delivery addresses must be attributable to the eligible school’s main OPEID number.)  The system shall also include an order limit function that ED may choose to utilize at any time during the operation of the system.

Orders from high schools and nonprofit entities:

ED will provide to the contractor the mailing list (ML) number and school address for the high schools, libraries, and other nonprofit counseling organizations.  Updates will be provided to the contractor in Database Format (DBF), either by diskette or through the Internet using File Transfer Protocol, and will be updated at least every month.  The shipping address will always be the address associated with the ML number in our system.

e) Provide schools with the option to check their order history through a Web page showing the product name, quantity, shipping address, and mailing date for all orders placed within the prior 12 months.  The Web database shall be updated at least once a week with the actual mailing dates for orders, based on the date provided by the package delivery service showing receipt at its facility.

f) Provide designated EDPUBS and ED staff expanded access to the Web ordering system that will allow the staffperson to make changes to the order data.  The system shall record the source of the original order and any changes (e.g., Web orders placed by the customer, contractor staff, or ED staff, and phone or mail orders placed by ED or contractor staff at a customer’s request).

g) Ensure the Web system produces all of the information needed for labeling of packages preparatory to pickup by a package delivery service selected by ED under a separate contract.  The package delivery service may specify that orders be sorted by up to 12 delivery zones.

h) Configure the Web system to produce reports:

 substantiating the dates and volume of mailings that are billed by the contractor

 showing the total or average number of copies ordered or shipped for a product by date range day, week, month/year, and by entity type (e.g., 4-year private postsecondary, library, 2-year public, etc.)

  showing the average and maximum difference between ordering and shipping dates for a given product for orders taken on a specific day, week, or month

  showing the number of orders or a given product returned owing to bad/incorrect addresses

  showing the number of orders reshipped, and reason (i.e., customer ordering error, error in order system or labeling system, error by delivery service, customer delivery problem) 

  showing the number of orders placed by customer over the Web versus orders placed by ED or contract staff on customer’s behalf with sufficient information  for the contractor to decrement its inventory to reflect orders shipped.

ED staff must have the capability to generate these reports by visiting a password-protected area of the Web site.

i) Ensure the Web ordering system accurately records quantities and addresses, and providescorrect order histories for at least 98% of all orders.

2.2.A.21 Storing and Shipping Student Aid Materials for Bulk Orders (Optional)
Operation of the storage/mailing facility shall begin within 90 days of notification by ED that this option is being exercised.

The contractor shall:

a) Establish and maintain a facility for storing and shipping bulk orders of student aid materials Boxed or packaged materials will be delivered directly to the facility from the printer.  The facility will use ED’s contracted package delivery service to mail the materials.  Materials will be mailed in the original boxes or packages to fill orders received through the Web system established under 2.2.A.20.

b) Place and ship expedited orders using the fastest and most reliable mode of shipment available,when the contractor or ED staff have identified delivery problems based on calls received, and the customer can substantiate that an order was placed on the Web system but not delivered within the specified timeframe.  The contractor shall respond to these urgent requests within one day of the receipt of the request, and record the form of shipment and the reason for reshipment in the Web ordering database.

c) Ship in-stock materials within 3 business days of the Web order date 95% of the  time.

d) Label information completely and accurately for at least 98% of all boxes/packages that are shipped by the contractor.

e) Responsible for the cost of any expedited reshipments or return shipments (from destination) necessary due to contractor error in processing the order through the Web system or in labeling boxes/packages.

2.2.A.22  Responding to Telephone Inquiries for the Office of the Ombudsman 

               (Optional) 

Note: The contractor shall commence operations under the terms of this task within 30 days of notification by ED.

General Overview of the Task

The Office of Student Financial Assistance (OSFA) is requesting customer contact support for the newly established Office of Ombudsman.  The new Ombudsman Office receives, reviews and attempts to resolve informally complaints from borrowers of student loans, and compiles and analyzes data on borrower complaints.

There will be a small staff located at OSFA headquarters that will respond to incoming calls, letters and emails from the public.  Support from the contractor is required to ensure responsiveness.  The majority of contacts will be from student loan borrowers, but it is expected that other entities in the student financial aid community may contact the office for information.  Contacts received by the Ombudsman will be of a high-priority nature.  And, given that the Office will be under close scrutiny by Congress and all members of the student financial aid community, service of the highest quality is imperative.  Staffing should include individuals who possess the analytical, verbal, and writing skills necessary to respond to complex questions in a sensitive and professional manner.

Government Furnished Materials

The OSFA will provide a toll-free number and telephone lines for transmitting the calls to the call center.  The government will provide a case tracking system and server connections from the call center to the server location. Training on the tracking database used will be provided one time at the contractor’s facility.  A user manual and information about the Ombudsman Office will also be provided.

Services to be Performed

The contractor shall receive in-bound toll-free telephone calls to the number for the Office.  Generally, the role of the agent receiving the call will be to determine the nature of the contact, provide the appropriate response, and record the contact and activities in the case tracking system. 

Call Processing

The following categories of information define the anticipated call types and required contractor actions.  Also included is a description of the information that will be recorded in the case tracking system.  When it is determined that the nature of the call falls into the first two categories, the operator shall proceed to transfer the caller via a “warm hand-off” to OSFA’s Public Inquiry Call Center (PIC) at 1-800-4-FEDAID.

1.  General Assistance

Definition:  These are contacts where the customer is looking for general, non-specific, student financial aid information.  Examples of these contacts include, but are not limited to:

Requests for information such as addresses and telephone numbers for other OSFA offices or partners.  Requests for services provided by other OSFA offices or partners (i.e., applying for a consolidation loan; requesting a deferment form; requesting a loan application; general student financial aid information).

Contractor Actions:  Upon determining the nature of the call, the operator shall transfer the call to the PIC after recording the information listed below.

Information Recorded:  For such contacts, basic information shall be recorded.  Examples of the data to be recorded include, but are not limited to, date of contact, contact type, and resource referred to.

2.  Inquiry

Definition:  More complicated loan question on a specific issue that may require research in OSFA databases or with other entities.   An example of this type of contact includes, but is not limited to the following example:

Customer has loans in multiple locations, but is unable to determine all of the loan servicers.  This may require research on NSLDS and with the loan holders to provide a complete list of servicers to the customer.

Contractor Actions: Upon determining the nature of the call, the operator shall transfer the call to the appropriate Department resource or refer the caller to resources outside the Department, such as a lender or collection agency.  Departmental referrals will include, but are not limited to, the Direct Loans Servicing Center, Loan Consolidation Center, Loan Origination Center, and Debt Collection Service.

Information Recorded:  The information recorded shall be the same as listed above under the category of General Assistance.

3.  Problem Resolution

Definition:  These are loan inquiries where the customer has requested assistance in resolving a problem that exists with a loan and the customer has exhausted other avenues of assistance.  These are issues that most likely could be resolved (perhaps with difficulty) by the loan servicer or originator.  However, they may not have received the priority the customer is requesting; nor have they been resolved in the amount of time the customer believes is reasonable.  Examples of such contacts include, but are not limited to:

Customer believes servicer has committed an error on loan account and will not correct the error.  Due to system issues, customer’s disbursement data has been posted very late to the servicer’s account records.  Customer is having problems getting his current servicer to allow loan consolidation; getting his loan fully consolidated, and/or new consolidated loan amount is incorrect customer’s loan has been sold to another servicer and the new servicer cannot be determined from research on NSLDS.

Contractor Actions:  The contractor shall record data promptly in the case tracking system (see below). The operator shall advise the customer of the next steps in the process.  OSFA will issue additional guidance about the next steps.  In general, OSFA anticipates that the Department’s Ombudsman Office staff will provide follow up services.

Information Recorded:  The data elements to be recorded will include, but may not be limited to, customer name, address, SSN, summary description of contact, detailed description, contact type, and telephone number. 

4.  Complaints

Definition:  In some cases, customers may have a complaint that they have taken to all levels in the appropriate organization, but still feel the matter has not been addressed.  In other cases, the organization may have issued a final decision that the customer believes is unfair.  Generally in these cases, the response the caller is reporting appears to be consistent with statutory, regulatory, and policy guidance.   These cases will require working with other entities within the financial aid community or other departmental offices to develop creative solutions that are fair for all parties involved.  Examples include, but are not limited to:

Customer experiences repeated problems with an issue which, with each occurrence, appears to be solved, when it is not.  It may be that a system issue exists, and the customer is dissatisfied with the response and the failure to remedy quickly and permanently the on-going problem.  Current law, regulations, and policy guidance do not appear to result in a reasonable and fair solution.  For example, a school does not report promptly that a borrower has graduated.  When the borrower’s 

loan is finally entered into repayment, the unpaid interest on the loan is capitalized.  Thus, the borrower pays more interest over the life of the loan.  Customer believes a loan servicer has treated him poorly and/or not given the service desired and the customer has already elevated the complaint within the servicing entity and is still dissatisfied.

Contractor Actions:  The contractor shall record data promptly in the case tracking system.  The operator shall advise the customer of the next steps in the process.  OSFA will issue additional guidance about the next steps.  In general, OSFA anticipates that the Department’s Ombudsman Office staff will provide follow up services.

Information Recorded:  The data elements required include, but are not limited to, customer name, address, SSN, summary description of contact, detailed description, contact type, telephone number. 

Case Tracking System

OSFA has developed a database that will enable users to record and track the types of calls received.  Copies of the database will be provided for use by contractor staff to record incoming contacts.  The contractor shall provide desktop PC’s for each call operator.  The case tracking system will be available through the Internet, so the PC’s must include Internet Explorer 4.0 or equivalent version of Netscape Navigator.  As noted above, data required for each call type shall be recorded in the database promptly upon each contact with the customer.

Other Required Duties

For incoming telephone calls, the contractor shall re-direct callers to other OSFA offices or contractors, when it is determined a call is best handled by that other entity.  In the event all available agents are busy, messages will provide the customer with a choice of holding the line until an agent is available (with a wait time estimate), or leaving a message for a later return call.  The contractor shall review the incoming messages on an hourly basis and shall attempt at least one return call within the next hour.  Upon making three unsuccessful attempts to return the call, the contractor shall notify the Ombudsman Office so that additional return call attempts can be made.

The Department will provide the script for the recorded messages for inbound calls.   Further, messages to incoming callers shall also be updated to indicate any reason why the call center would be unable to take calls during normal business hours.

Other Information

Contractor staff shall alert the Office immediately of any service problems or issues that would impede the timely resolution of customer contacts.

The contractor shall have the capability to exchange information with the Ombudsman Office via facsimile, overnight mail, and electronic mail.

The contractor shall: 

a) Respond to incoming calls on the toll-free telephone line (1-877-557-2575) Monday through Friday from 8:30 a.m. to 8:30 p.m., Eastern time.  (Federal holidays are excluded unless prior arrangements have been made with the COTR.)  Changes to this schedule may be necessary to respond to customer demand, including changes to the daily operational hours, as requested by the COTR.  Contractor staff shall record a message, to be played during times when the Center is closed.  

b) Maintain an experienced senior staff for training and monitoring purposes, and employ and provide adequate training for a staff of intake specialists to ensure accurate and complete responses to 95% of all inquiries. 

c) Maintain the staffing and logistical capability to respond to wide fluctuations in volumes of telephone calls from day to day, week to week, and hour to hour in any given day; and, the capability to set up queues for callers waiting to speak to an information specialist with queue lengths to be approved by ED staff. 

d) Answer and respond to 95% of the calls placed to the Ombudsman toll-free number with an average call waiting time of no more than 30 seconds.

e) Provide sufficient Spanish-speaking staff to respond to callers who speak only Spanish.

f) Maintain the capability to increase and decrease the number of active telephone lines as call volumes fluctuate, and notify ED staff through the weekly MIS report if the trunk reports indicate incoming calls are blocked for periods totaling 6 minutes or longer during any half-hour increment during the Center’s operating hours.  (The contractor shall notify ED staff by e-mail or telephone immediately if the periods of blockage exceed 15 minutes for any half-hour increment.) 

g) Ensure that all vendor-supplied equipment is functioning properly during the operating hours specified, and notify the COTR within one-half hour any time the telecommunications or computer services or equipment are not working and provide a verbal description of plans to resolve the problem(s) that caused the disruption. 

h) Submit, within three working days of the start of any problem that causes the contractor maintained and operated equipment to fail for any consecutive 24-hour period, a written report describing the problem and how it was resolved.

i) Ensure that ED has timely access to supervisory staff and shall provide timely responses to requests from Ombudsman Office staff for any program-related information including, but not limited to, information on individual cases, and information on contractor-provided training and procedures  (defining timely as response to a voice mail or e-mail within 4 hours of a working day, or a return call from a page within 15 minutes).

j) Provide for adequate internal quality assurance mechanisms, such as arranging for ongoing independent quality assessment of a statistically reliable sample of phone responses.  Quality assurance monitoring shall not substitute for monitoring of intake specialists by the contractor for evaluation and training purposes.   

k) Review and annotate the Ombudsman Case Tracking System (OCTS) each time a customer calls to request Ombudsman assistance or requests an update on an on-going case.

ED encourages the contractor to propose cost-saving options under this task (i.e., changing answer percentages, wait time, adding automated features, steps to smooth out call peaks and valleys, etc.) and share in the savings which accrue from implementing the options. The proposed options should not in themselves increase costs to the government.

2.2.A.23  Incorporate roll-over changes to the Interactive Voice Response Unit (IVRU)

The contractor shall:  

Incorporate all annual Central Processing System (CPS) roll-over changes to the IVRU system on the toll-free number that allows a caller to check the status of his or her application or request a 

duplicate Student Aid Report.  Included in this roll-over are programming to recognize and handle new screens for cross-referenced records, programming to respond to any new banner messages added to the log-on processes for the CPS database, and the ability to route callers to an operator. Testing shall be performed by the contractor to ensure the system interface has been properly updated.

2.2.A.24  Maintaining and Servicing the Interactive Voice Response Unit

The contractor shall:

Ensure that the government furnished Interactive Voice Response Unit at the Federal Student Aid Information Center is properly and promptly maintained and serviced.  No malfunction of the automated system shall continue for more than a 24-hour period.  If a malfunction occurs, or the system is down for maintenance during the center’s normal operating hours, contractor staff shall respond to incoming calls.

2.2.B  DEBT COLLECTION SERVICE INFORMATION CENTER

This section of the Statement of Work is devoted to support of the Department's Debt Collection Service and their efforts to recover the billions owed the government on defaulted/non-defaulted student loans and in program overpayments. This support consists of responding to customer concerns through the operation of two separate areas that are a toll-free customer service information center and a correspondence unit.

In 2.2  Phase B:  Production, the contractor must answer thoroughly and accurately all telephone and correspondence inquiries, and  provide the miscellaneous services described below.   During 2.2  Phase B:  Production, the contractor will incorporate into the procedures manual any revisions or newly established guidelines (when directed by the COTR) for the entire contract award period.  ED staff will provide technical assistance and monitoring at the project site during the first 15 working days  of  2.2 Phase B:  Production to assist in resolving any initial problems.

2.2.B.1  Operating the Debt Collection Service Information Center (DCSIC)

The contractor shall:

a) Provide operator assistance on the DCSIC toll-free information line (1-800-621-3115) seven days a week from 8 a.m. to midnight, Eastern Time.  Federal holidays are excluded unless prior arrangements have been made with the COTR.

b) Staff the DCSIC with personnel trained in student loan and debt collection laws, regulations, and policy, who are familiar with the DCS Debt Management and Collection System (DMCS) and all reference materials provided by the Department under 2.1 Phase A,  and updated through conference calls, site visits and periodic training updates.

c) Maintain the capability to respond to wide fluctuations in volumes of telephone calls 

from day to day, week to week, and hour to hour in any given day.

d) Answer and adequately respond to customer concerns, at a minimum, 95% of the

calls received, with an average call waiting time of no more than 30 seconds, by accessing and updating the Department's DMCS. The call completion rate shall be based on calls passed to live operators from the IVRS. The calls shall include, but are not limited to, the actual talk time plus any after call work time of the telephone operator to update and note the DMCS system, complete applicable maintenance forms and place any account information on the DCS Regional Service Center logs.

e) Provide sufficient Spanish-speaking staff to respond to Spanish-speaking callers.

f) Ensure that all vendor-supplied equipment is operational at all times, notifying the COTR within an hour of any equipment failure.  The vendor shall also provide, at the time of notification, a verbal description of plans to resolve the problem(s) causing the disruption. In addition, the contractor will, within five (5) working days of the start of any problem that causes the equipment to fail for any consecutive twenty-four (24) hour period, a written report describing the problem and how it was resolved.  

g) Provide callers with all referral information, including, but not limited to the correct telephone number on all calls in which the contractor is not able to adequately respond, is instructed to refer, or where the caller wants to file a complaint against the contractor.

h) Respond within mutually agreed timeframe(s) to requests from DCS staff for any program-related information including, but not limited to, information on individual student borrower files, and information on contractor -provided training and procedures. 

i) Maintain the capability to increase and decrease the number of toll-free lines in the Information Center, as call volumes fluctuate, and also maintain and operate enough ancillary equipment linked to the Department's DMCS database to ensure a ratio of telephone lines to screens.

j) Provide in weekly Management Information System (MIS) reports, a description of any changes needed in the equipment configuration of the Information Center and a request to make these changes.  The contractor will also ensure that ED has immediate access to DCSIC supervisory staff and utilize the FTS 2000 lines noted in 2.1.5 exclusively for contact with ED.

k) Complete and send, via electronic mail, twice a week, a listing of accounts to specific contacts in each of the three DCS regional service centers which require  specialized action by ED. These actions may include, but are not limited to, issuing a refund to a customer, performing an audit adjustment to a borrower's account, and re-opening a closed account. The listing shall contain, at a minimum, the borrowers' account number(s) and action requested.

l) Not accept collect calls.

m) Review and annotate the Collector's Notepad (L102) with information summarizing the conversation and any actions taken as a result of the telephone call.  This task shall take place each time a customer contacts DMCS regardless of the number of times the customer has called.

ED encourages the contractor to propose cost-saving options under this task (i.e., changing answer percentages, wait time, adding automated features, steps to smooth out call peaks and valleys, etc.) and share in the savings which accrue from implementing the options.  The proposed options should not in themselves increase costs to the government.

2.2.B.2  Providing and Maintaining an Interactive Voice Response System (IVRS)
The contractor shall:

a) Establish and maintain an Interactive Voice Response System (IVRS) on the toll-

free line that is accessible 24 hours/7 days a week, ensuring that the IVRS interfaces properly with ED’s mainframe computer system, and will allow callers to identify and select specialized inquiry queues, and where feasible, provide automated responses to queries that can be input through a telephone keypad.

b) Provide IVRS enhancements to handle any new loan or grant types as needed.

c) Retrieve the calls received statistics from the IVRS daily, and pass to the mainframe

 for processing.

d) Perform quick maintenance changes to the voice vocabulary without affecting the

 professionally recorded voice.

    1) Record the entire vocabulary items in both English and Spanish.

    2) Provide remote recording functionality to allow vocabulary changes to be recorded based on

the availability of a telephone in a reasonably quiet area.

e) Ensure that all contractor- supplied equipment is operational at all times, notifying the COTR

within an hour of any equipment failure.  The contractor shall also provide, at the time of notification, a verbal description of plans to resolve the problem(s) causing the disruption.

f) Submit within five (5) working days of the start of any problem(s) that cause(s) the equipment to fail for any consecutive 24 hour period, a written report describing the problem and how it was resolved.

 2.2.B.3  Placing and/or Returning Calls
The contractor shall:

a) Provide the capability to place or return calls, using government provided FTS 2000 lines, about any topic related to the collection of defaulted student loans or processes involved in the Department's collection effort. These calls might include, but are not limited to, call-backs regarding individual borrower accounts, new collection initiatives, or specific outreach programs geared to specific populations of ED's database(s) and perform customer service surveys.  This feature would only be implemented at the direction of the COTR, or their designate.

b) Review and annotate the Collector's Notepad (L102) with information summarizing the conversation and any actions taken as a result of the telephone call.

2.2.B. 4  Receiving, Opening, Sorting, and Scanning DCS  Non-Controlled Correspondence
The contractor shall:

a)  Pick-up all incoming correspondence from the designated P.O. Box on a daily basis, Monday-Friday.

b) Open, review and scan, within 48 hours, all correspondence, to determine if:

    1) The correspondence is of a nature that the contractor has been trained to respond to. The 

contractor will log and scan this correspondence with the date received and description of  borrower's issues, providing the capability to track this correspondence through the contractor's internal processing and final mail-out to the customer. The contractor shall propose a systematic approach to responding to the correspondence by utilizing imaging/scanning technology. The log must have the capability to be electronically searched and regularly updated, so that quality control reviews may be conducted, and a current status is reportable to the Department on a weekly basis, mutually agreed upon by the COTR or their designated representative.

  2) The correspondence is of a nature that the contractor has not been trained to respond to, 

the contractor shall create a tracking system, scan and log this correspondence into an area of the correspondence system that is accessible by DCS staff for appropriate handling. The Department will be responsible for responding to correspondence that is put into these work areas and will ensure that all correspondence is responded to.

2.2.B. 5  Responding to DCS Non-Controlled Correspondence
The contractor shall:

a) Establish and maintain DCS Correspondence Unit with personnel trained in student loan and 

debt collection laws, regulations, and policy, who are familiar with the DMCS and all reference materials provided to the contractor by the Debt Collection Service. Through training provided by the Department under 2.1 Phase A and updated through conference calls, site visits, and periodic training updates, the contractor shall ensure that staffing levels be adequate to respond to all non-contolled inquiries with standard paragraphs, standard (form) letters, and some individual writings, either by mail, facsimile, or Internet within eight (8) working days of receipt.

b) Respond to the large volume of DCS non-controlled correspondence received, which require 

varying degrees of effort to respond.  Some may be responded to with standard (form) letters or standard paragraphs, while others require individual composition.

    1) Respond to general inquiries (i.e. balance inquiries, paid-in-full letters) and disputes without 

 proof, both of which require minimal effort.  In most cases, these types of inquiries may be   

 responded to with a standard (form) letter or standard paragraphs.

    2) Respond to financial statements, credit bureau and mortgage company inquiries, which 

require a higher level of effort.

   3) Respond to disputes with proof, and other correspondence of this nature, which require 

analysis of the documentation provided and, therefore, a more extensive level of effort.

c) Respond to wide fluctuations in volumes of correspondence received from day to day, and

 week to week. There are no current requirements on the DCS Centers to ship on a regular basis,  

 so fluctuations may be as a result of correspondence volumes or DCS priorities.

1) Maintain all DCS standard paragraphs and standard letters, after approval by an appropriate   DCS representative, in a word processing application compatible with the processing application utilized by DCS (currently MS Word).

2) Maintain the most current versions of each paragraph and letter, recommending changes to 

DCS when the contractor identifies any potential language changes.

3) Ensure that any change approved by or submitted by DCS, be updated to the contractor 

 system on the day of receipt.

4) Electronically transfer, using compatible technology, scanned documents to the ED    computer contractor, for association with borrower’s file.  Specific documentation includes     teacher/military cancellation forms, disability forms, death certificates/notices, and any documentation that results in a refund of other adjustment to the customer’s balance.  The current specifications for transmitting scanned documents are a header, scaling must be in 300 DPI and a maximum of 1,500 accounts (multiple documents per account may be transmitted.)

5) Provide semi-annual (due January 15th and July 15th of each calendar year) updates to the 

standard paragraphs and letters, both hard copy and automated versions, to each of the four DCS Centers.

6) Utilize ED-installed postage meters as the method of payment for mailing correspondence.

ED pays directly for postage on these meters.

d) Convert any and all DCS standard paragraphs and letters to Spanish for all correspondence received in Spanish or requested by the customer to be answered in Spanish.

e) Provide in the weekly Management Information System (MIS) reports, a description of any changes needed in the equipment configuration of the Correspondence Unit and a request to make these changes.

f) Maintain and operate, enough ancillary equipment linked to the Department's DMCS database, to ensure that response times are met.

g) Ensure that all vendor-supplied equipment is operational at all times, notifying the COTR within an hour of any equipment failure. The vendor shall also provide, at the time of this notification, a verbal description of plans to resolve the problem(s) causing the disruption.

h) Submit within five (5) working days of the start of any problem(s) that cause(s) the equipment to fail for any consecutive 24-hour period, a written report describing the problem and how it was resolved.

i) Ensure that ED has immediate access to Correspondence Unit supervisory staff, and utilize the FTS 2000 lines noted in 2.1.5, exclusively for contact with ED.

j) Respond, within the agreed upon timeframe, to requests from DCS staff for any program-related information including, but not limited to, information on individual student borrower files and information on contractor-provided training and procedures.

k) Annotate the Collector's Notepad (L102) with information summarizing the written inquiry and the response provided and any other actions taken as a result of the inquiry.

2.2.B.6  Receiving, Scanning, and Responding to DCS Controlled Correspondence
The contractor shall:

a) Establish a process where the contractor shall pick-up from the DCS Washington Service Center, on a daily basis, Monday-Friday, by 12 noon, all controlled correspondence.

b) Open, review and scan, on the date of receipt, all correspondence, to determine if:

1) The correspondence is of a nature that the contractor has been trained to respond to.  The 

contractor will log and scan this correspondence with the date received and description of borrower’s issues, providing the capability to track this correspondence through the contractor’s internal processing and final mail-out to the customer.  The contractor shall propose a systematic approach to responding to the correspondence by utilizing imaging/scanning technology.  The log must have the capability to be electronically searched and regularly updated, so that quality control reviews may be conducted, and a current status is reportable to the Department on a weekly basis, mutually agreed upon by the COTR or their designated representative.

    2) The correspondence is of a nature that the contractor has not been trained to respond to, 

    the contractor shall create a tracking system, scan and log this correspondence into an area of 

    the correspondence system that is accessible by DCS staff for appropriate handling.  The 

    Department will be responsible for responding to correspondence that is put into these work 

    areas and will ensure that all correspondence is responded to.  

c) Staff the DCS Correspondence Unit with personnel who have been trained in student loan and

debt collection laws, regulations, and policy, who are familiar with the DCS Debt Management and Collection System and all reference materials provided to the contractor by the Debt Collection Service in training, provided by the Department under 2.1. Phase A and updated through conference calls, site visits and periodic training updates.  Staffing levels must be adequate to respond to all controlled inquiries with standard paragraphs and standard letters, and some individual writings, either by mail or Internet address, and forward to ED via overnight delivery for approval within five (5) working days of receipt.

d) Ensure that ED approved response is either mailed or forwarded via Internet address to the correspondent immediately upon receipt.

e) Utilize ED-installed postage meters as the method of payment for mailing correspondence.  ED pays directly for postage on these meters.

f) Maintain the capability to respond to wide fluctuations in volumes of controlled correspondence received from day to day, week to week.  See Appendix B for DCS controlled correspondence volumes.

g) Utilize the DCS standard paragraphs and standard letters, after approval by an appropriate DCS representative, along with some individual writings to respond to the controlled correspondence received.

h) Provide in the weekly Management Information System (MIS) reports, a description of any

changes needed in the equipment configuration of the Correspondence Unit and a request to make these changes.

i) Maintain and operate, enough ancillary equipment linked to the Department's DMCS database to ensure that response times can be met.

j) Ensure that all vendor-supplied equipment is operational at all times, notifying the COTR within an hour of any equipment failure. The vendor shall also provide, at the time of this notification, a verbal description of plans to resolve the problem(s) causing the disruption.

k) Submit, within five (5) working days of the start of any problem that causes the equipment to fail for any consecutive 24-hour period, a written report describing the problem and how it was resolved.

l) Ensure that ED has immediate access to Correspondence Unit supervisory staff, and utilize the FTS 2000 lines noted in 2.1.5, exclusively for contact with ED.

m) Respond within mutually agreed upon timeframe, to requests from DCS staff for any program-related information including, but not limited to, information on individual student borrower files, and information on contractor-provided training and procedures. 

n) Annotate the Collector's Notepad (L102) with information summarizing the written inquiry and the response provided and any other actions taken as a result of the inquiry.

o) The contractor shall forward all misdirected mail by overnight express to the appropriate Regional Service Center.

p)  Electronically transfer, using compatible technology, scanned documents, which include both the controlled documents and the response, to the ED computer contractor, for association with borrower’s file.  Currently, the specifications for transmitting scanned documents are a header, scaling at 300 DPI, and a maximum of 1,500 accounts (multiple documents per account may be transmitted).

2.2.B.7  DCS Treasury Offset Program/Administrative Wage Garnishment/Federal Salary Offset Requests for Review/Hearings
The contractor shall:

a) Establish a process where the contractor shall pick-up from the PO Box, on a daily basis, Monday-Friday, by 12 noon, all incoming Treasury Offset Program/Administrative Wage Garnishment/Federal Salary Offset Requests for Review/Hearings.  

b) Establish a process where the contractor shall scan all Requests for Reviews/Hearings received from DCS Headquarters, Regional Service Centers or Collection contractors within 24 hours of receipt. 

c) Staff the DCS Correspondence Unit with personnel trained in student loan and debt collection laws, regulations and policies related to the processing of all Requests for Reviews/Hearings, who are familiar with the DCS Debt Management and Collection System and all reference materials provided to the contractor by the Debt Collection Service in training, provided by the Department under 2.1 Phase A and updated through conference calls, site visits and periodic training updates.  Staffing levels must be adequate to respond to all Requests for Reviews/Hearings with standard paragraphs and standard letters, and some individual writings, either by mail, telephone, or Internet address, within five (5) working days of receipt.

d) Respond to 65% of all Requests for Reviews/Hearings in written form and 30% by telephone.      The remaining 5% consists of in-person Requests for Reviews/Hearings that will be  

 responded/serviced by and at the Regional Service Centers.

e) Establish and maintain a process where the contractor shall forward via overnight delivery to 

 the Regional Service Centers, each Request for Review/Hearing response for review, approval 

 and signature, including written responses to telephone hearings.

f) Maintain the capability to respond to wide fluctuations in volumes of Requests for Reviews/Hearings received from day to day, week to week. 

g) Utilize the DCS standard paragraphs and standard letters, after approval by an appropriate DCS representative, along with some individual writings to respond to the Request for Reviews/Hearings received.

h) Electronically transfer, using compatible technology, scanned documents, which include the hearing requests, documentation, and the response, to the ED computer contractor, for association with borrower’s file.  The current specifications for transmitting scanned documents are a header, scaling must be in 300 DPI and a maximum of 1,500 accounts (multiple documents per account may be transmitted.)

i) Provide in the weekly Management Information System (MIS) reports, a description of any changes needed in the equipment configuration of the Correspondence Unit and a request to make these changes.

j) Maintain and operate, enough ancillary equipment linked to the Department's DMCS database to ensure that response times can be met.

k) Ensure that all vendor-supplied equipment is operational at all times, notifying the COTR within an hour of any equipment failure. The vendor shall also provide, at the time of this notification, a verbal description of plans to resolve the problem(s) causing the disruption.

l) Submit, within five (5) working days of the start of any problem that causes the equipment to fail for any consecutive 24 hour period, a written report describing the problem and how it was resolved.

m) Ensure that ED has immediate access to Correspondence Unit supervisory staff, and utilize the FTS 2000 lines noted in 2.1.5, exclusively for contact with ED.

n) Respond within mutually agreed upon timeframe, to requests from DCS staff for any program-related information including, but not limited to, information on individual student borrower files, and information on contractor-provided training and procedures. 

o) Annotate the Collector's Notepad (L102) with information summarizing the written inquiry and the response provided and any other actions taken as a result of the inquiry.

2.2.B.8  Processing Bankruptcy Documents (Optional)

The contractor shall:

a) Establish and maintain a DCS Bankruptcy Processing Unit with personnel trained in bankruptcy and student loan laws, regulations, and policy, who are familiar with the DCS Debt Management Collection System (DMCS) and all reference materials provided to the contractor by the Debt Collection Service in training, provided by the Department under 2.1 Phase A, and updated through conference calls, site visits and periodic training updates.  Staffing levels must be adequate to review and respond to bankruptcy documentation within five (5) working days of receipt.

b) Search the DMCS to determine if the bankruptcy item involves an account being handled by the DCS.

c) Based upon the bankruptcy chapter, the status of the account in the DMCS, and the age of the loan, perform certain tasks to change the loan status.  This includes the sending of system letters to the bankruptcy court, bankruptcy attorney, and/or the borrower, moving the account to a protective code, recalling the account from the contractor, determining whether or not the loan is dischargeable, and the removal of the balance on the account.

d) Annotate the Collector’s Notepad (L102) for each piece of bankruptcy documentation received, which involves an account, handled by DCS.  Summarize any actions taken as a result of processing the documents.

e) Respond to wide fluctuations in volumes of bankruptcy documentation received from day to day, and week to week. 

f) Maintain and operate, enough ancillary equipment linked to the Department’s DMCS database to ensure that response times are met.

g) Provide in the weekly Management Information System (MIS) report, a description of any changes needed in the equipment configuration of the Bankruptcy Processing Unit and a request to make these changes.

h) Ensure that all vendor-supplied equipment is operational at all times, notifying the COTR within an hour of any equipment failure. The vendor shall also provide, at the time of this notification, a verbal description of plans to resolve the problem(s) causing the disruption.

i) Submit, within five (5) working days of the start of any problem that causes the equipment to fail for any consecutive 24 hour period, a written report describing the problem and how it was resolved.

j) Ensure that ED has immediate access to the Bankruptcy Processing Unit supervisory staff, and utilize the FTS 2000 lines noted in 2.1.5, exclusively for contact with ED.

k) Electronically transfer, using compatible technology, scanned bankruptcy documentation, to the ED computer contractor, for association with borrower’s file.  The current specifications for transmitting scanned documents are a header, scaling must be in 300 DPI and a maximum of 1,500 accounts (multiple documents per account may be transmitted.)

2.2.B.9  Developing DCS Management Information System (MIS) Reports 

The contractor shall maintain information on a Web site, as prescribed in Task 2.2.A.10, accessible to selected ED offices.  This information shall include, but not be limited to:

a) Data provided at least once a week showing the daily number of calls received, the number answered, the number of calls blocked, the number of calls abandoned while waiting, and the average call waiting time from the end of the introductory message.

b) Data provided at least once a week showing the amount of correspondence received (both non-

controlled and controlled), the percentage of correspondence responded to within contract turnaround, and the amount of correspondence pending a response.

c) Monthly data showing the results of quality control monitoring conducted by the quality

 assurance unit.  This report shall also include information on the number of staff, phone lines and

 information on complaints against DCS staff and/or against DCS collection partners.

d) Monthly data showing meter readings from the postage meter provided by ED and other 

postage expenditures.

Weekly data shall be made available on the Web site by noon the Tuesday after the end of the most recent week.  Monthly data shall be made available on the Web site five days after the end of the most recent month.  All data will be retrievable as lists by week, month, or year, as well as by customized time period.

The Web pages for search and retrieval of this information shall be in a format designed by the contractor and approved by ED.

The contractor shall also provide in narrative form, weekly and monthly reports noting any continuing problems, status of ongoing projects, and issues awaiting resolution.  The contractor shall provide any other MIS reports that ED requests, generally not to exceed two reports per month, one to five pages in length.  The contractor shall provide these reports by the date specified by the COTR.

2.2.B.10  Providing Training Updates
The  contractor shall:

a) Provide all training covered under 2.1.3 to new staff when hired.

b) Participate in weekly DCS-sponsored conference calls to gain knowledge of recent program and  

 regulatory changes, policies and procedures, and to provide program updates.

c) Send lead and/or management staff to participate in DCS-sponsored collection conferences at 

DCS offices or off-site locations.  

d) Participate in DCS-provided or sponsored training as requested by the COTR. Topics include, but are not limited to, special initiatives, program changes, and mainframe system screens and enhancements.   

e) Provide ongoing training and updates to all contractor staff on new and updated topics.

f) Constantly update its training program to ensure that it is current.

2.2.B.11  Maintaining a Quality Assurance Unit
The contractor shall provide for adequate internal quality assurance mechanisms, such as making a customer feedback option available through the IVRU and arranging for ongoing independent quality assessment of a statistically reliable sample of phone responses and other activities identified in the Quality Assurance Surveillance Plan.  The quality assessment will include full-time staff stationed at the call center but provided by an organization independent of the public inquiry contractor.  Quality assurance monitoring shall not substitute for monitoring of information specialists by DCSIC for evaluation and training purposes.

2.2.B.12  Identifying and Processing Accounts for Loan Rehabilitation
The contractor shall:

a) Obtain a listing of accounts eligible for monthly Rehabilitation Sales from the appropriate

 DCS regional service center.

b) Review all accounts on the list to determine their suitability for the sale based on established 

 criteria.

c) Attempt to contact borrowers by telephone to obtain their verbal consent to be added to the 

sale, and send appropriate system letters including permission agreements.

d) Review and annotate the Collector’s Notepad (L102) with information summarizing any

 actions taken as a result of contact attempts.

e) Prepare file for Sale for those borrowers who consent to be included in the sale, and add to the 

Rehabilitation Sale Program for the Month.

f) Obtain necessary screen prints and place in a separate folder with signed permission agreement 

from the borrower.

g) Submit folders to designated contractor personnel for verification of all documentation prior to

 submission to ED staff for final review and signature.

h) Review all accounts thirty days after sale for payments or overpayments received.  Prepare and 

submit any refund requests via overnight mail to ED personnel for review and signature.

i) Review and annotate the Collector’s Notepad (L102) with information summarizing all actions

 taken as a result of the Sale.

2.2.B.13 Performing Casework for the Office of the Ombudsman (Optional)

General Overview

The Office of Student Financial Assistance is requesting customer contact support for the Office of Ombudsman.  The Ombudsman Office receives, reviews and attempts to resolve informally complaints from borrowers of student loans, and compiles and analyzes data on borrower complaints.

There is a small staff located at OSFA headquarters that responds to incoming calls, letters, and e-mails from the public.  Support from the contractor may be required to research and resolve complex problems and complaints.  The majority of contacts will be from student loan borrowers, but is expected that other entities in the student financial aid community may contact the office for information.  Contacts received by the Ombudsman are of a high-priority nature, and service of the highest quality is imperative.

Problem/Complaint Resolution

Problems and complaints are cases where the customer has requested the Ombudsmans assistance in resolving a problem that exists with a loan and the customer has exhausted other normal avenues of assistance.  In some cases, customers may have a complaint that they have taken to all levels in the appropriate organization, but still feel the matter has not been addressed.  In other cases, the organization may have issued a final decision that the customer believes is unfair. These cases require working with other entities within the financial aid community or other Department offices to develop creative solutions that are fair for all parties involved.  Examples of such cases include, but are not limited to:

· Customer believes servicer has committed an error on loan account and will not correct the error.

· Customer is having problems getting his current servicer to allow loan consolidation; getting his loan fully consolidated, and/or new consolidated loan amount is incorrect 

· Customers loan has been sold to another servicer and the new servicer cannot be determined from research on NSLDS.

· Customer experiences repeated problems with an issue which, with each occurrence, appears to be solved, when it is not.  It may be that a system issue exists, and the customer is dissatisfied with the response and the failure to remedy quickly and permanently the ongoing problem.

· Customer believes a loan servicer has treated him poorly and/or not given the service desired and the customer has already elevated the complaint within the servicing entity and is still dissatisfied.

Case Assignment and Research
The Office of the Ombudsman will assign cases to the contractor by e-mail or by fax.  Each case will be available to the contractor in the Ombudsman Case Tracking System (OCTS). Upon assignment of a case, the contractor shall thoroughly review and research the facts recorded by the Intake Specialist in the OCTS.   The contractor shall review loan records in the National Student Loan Data System and, depending upon type of loan, may also need to review the Direct Loan Servicing System and the Debt Collection System. The Department will also provide the names and numbers of contacts that it uses to research cases.

Ombudsman Case Tracking System (OCTS)

OSFA has developed a database to record and track all cases received by the Ombudsman Office.  The Department will provide the contractor staff with access to the database.  The case tracking system will be available through the Internet.  To access the database, the contractor must use Internet Explorer 4.0 or an equivalent version of Netscape Navigator.

The contractor shall:

a) Call or e-mail the borrower to discuss the reported complaint or problem with the customer.  During the discussion, the contractor shall ask the questions necessary to ascertain the exact nature of the problem and to determine appropriate steps to resolve the problem.

b) Attempt to contact the customer on the same day that the case is assigned by the Department.  ED will assign cases prior to 3 p.m. Eastern Standard Time.  Upon making three unsuccessful attempts to contact the customer, the contractor shall notify the Ombudsman Office.

To fully research the facts of a case after contacting the borrower, the contractor may be required to contact participants in the Federal Family Education Loan (FFEL) Program, such as guarantors, lenders, servicing centers and collection agencies.  The contractor may also need to contact Department staff or other Department contractors for information about FFEL, Direct Loans, and Perkins Loans.  The Department will advise the contractor of the names and phone numbers of all contacts at agencies and offices.

c) Work very closely with the Office of the Ombudsman to ensure that the disposition of the case and recommended solutions are consistent with the Ombudsmans high quality standards.  Until otherwise instructed by the Department, all cases shall be briefly discussed with the Ombudsman staff before contacting the borrower or other agencies.  Further, the contractor shall review the recommended solution and borrower response to the solution with the Ombudsman staff prior to closing a case. 

d) Carefully, accurately, and completely record all case information, including contacts, in the OCTS.  Consistent with the impartial nature of the Ombudsmans services, the records should be factual and objective.

e) Record case information in the database on the same day that contacts (or attempted contacts) occurs with the customer or other entities. 

f) Ensure staff  possess the analytical, verbal, and written skills necessary to respond to complex loan questions in a knowledgeable, sensitive and professional manner.  Staff shall be experts in the FFEL or DL programs.  Evidence of expertise includes, but is not limited to knowledge of:

· the roles and responsibilities of the various parties that could be involved in making and collecting loans,

· typical problems that borrowers encounter and the best solutions,

· loan terms, conditions, and benefits, and

· loan consolidation.

2.2.B.14  Responding to Correspondence for the Office of the Ombudsman (Optional)

ED may require the contractor to provide assistance in responding to customer requests that come into the Ombudsman Office via letter or e-mail.  Some written inquiries to the Ombudsman Office may require general assistance or are an inquiry of the nature normally responded to by Department (or one of its contractors) and will be forwarded to the appropriate office for response. Referrals may also be made to resources outside the Department, such as a lender or guaranty agency for response. The Ombudsman Office will document the receipt of the inquiry in the case tracking system and may generate a letter to the customer advising that a response will be forthcoming. 

The contractor shall:

a) Have the capability to research the issue described in the customer’s letter and produce an

 appropriate written response to the customer via letter or e-mail. Also, the contractor may be

 requested to draft letters in response to mail that is sent to the Ombudsman Office that is considered controlled mail. 

b) Return draft responses to the Ombudsman Office in an electronic format for final review, 

 signature, and mailing to the customer. Initial draft responses shall be returned to the Ombudsman 

 Office within five business days of receipt. Some of the inquiries may take an extended time for

 research; therefore, exceptions to this timeframe may be granted on an individual basis. 

c) Notify the Ombudsman prior to the end of the initial five-day period if an extension is required.

Further extensions shall also be handled on a case-by-case basis. 

d) Ensure that the draft responses are researched thoroughly, carefully, and are free of   typographical and grammatical errors.

3.0
SPECIAL REQUIREMENTS 

3.1
Confidentiality of Information
The ED contracting officer may, from time to time, identify confidential data that the Government will furnish to the contractor or that the contractor will be expected to gather.

The contractor shall not disclose any confidential information obtained in the performance of this contract.  Any presentation of statistical or analytical materials or reports based on information obtained in the performance of this contract is subject to review by the ED project officer before publication or dissemination.  The COTR will determine whether safeguards of privacy have been observed in the presentation.  

3.2
Facilities and Equipment

Except for Government furnished property, the contractor shall obtain the facilities and equipment necessary to perform the work of this contract.  The contractor shall secure and have in place the facilities and materials by the end of 2.1 Phase A   (Begins on the date the contract is awarded and ends 90 days after contract award.).  Necessary equipment will include all those mentioned in 2.1.5.  Contingency plans must be included for a backup  site and/or for computer service in case of fire, flood, or any other disaster, as well as a plan for implementing a recovery from such a disaster.  

3.3
Storage Space
The contractor shall provide a minimum of 3,000 square feet of floor space to store publications and supplies to respond to the volume of phone calls and correspondence anticipated under this contract.  This is approximately a three month supply of publications.  Any additional space required for storage is at the contractor's expense.  Additionally, storage of documents must provide adequate confidentiality, as well as the security and physical protection commensurate with the nature of the documents.

3.4
Shipments of Publications/Materials to the Contractor's Site


Some OPE publications and materials will be shipped directly to the contractor's site from the printer to respond to the volume of phone calls and correspondence anticipated under this contract.  The contractor shall not refuse any portion of the shipment without first contacting the COTR for approval.

3.5  
Handling Extraneous Material
The contractor shall take inventory of OPE publications and notify the COTR of all obsolete publications on hand at the contract site.  The COTR will instruct the contractor to either shred or prepare the publications for pick up by a paper disposal company selected by ED.

3.6 
Government Work Space Requirements
The contractor shall provide the following space, furniture and access at its work site for an on-site monitor at the DCSIC.  These accommodations shall not be inferior in furnishing or general appearance to those provided to mid-level contract personnel.

1.  A fully enclosed work area with door, of at least eighty square feet, with adequate ventilation heating and lighting, and telephone and electrical outlets adequate to support two phone lines and standard electronic office equipment.  Furthermore, the contractor shall provide custodial services for any space reserved for government use.

   
2.  One standard size desk (at least 28" x 40") with locking drawers.

    
3.  One standard computer desk or hutch.

    
4.  Three chairs:  one desk chair with casters and two fixed chairs.

    
5.  One locking credenza.

    
6.  One small bookshelf (not necessary if computer hutch has multiple       

             shelves). 

    
7.  Use of conference room with multi-line speakerphone, as needed 

             (typically 3 hours a week or less).

    
8.  Use of photocopier and fax machine as needed.


ED will provide a personal computer and any necessary data or 


phone lines.   

3.7
(Optional) Government Work Space Requirements

Upon ED's request, the contractor shall provide work space for an additional on-site monitor for the DCSIC.  Upon ED's request, the contractor shall also provide work space for one FSAIC on-site monitor.  The work space requirements shall be the same as those listed in 3.6 above.  ED will notify the contractor in writing  if and when it intends to exercise any portion of this option. 

3.8
Site Visits 

During periodic site inspections to assess the contractor's performance, the COTR or an ED representative may inspect the contractor's facilities for adequate storage, security, equipment, and work areas. Quality control checks will also be made. While ED will typically provide two working days' advance notice of a site visit, ED reserves the right to make site visits on shorter notice, or on no notice. 

3.9
MDE and Contractor Meeting
The contractor shall meet with Multiple Data Entry (MDE) representatives each time a new MDE contract is awarded.  The purpose of the meeting is to establish contact person(s) and to discuss any problems or concerns that the contractor or MDEs may have or foresee.

3.10
 Transition Period

The contractor shall assist ED in making the transition to another or successor contract, in the event ED terminates this contract,  or in the event another contractor successfully competes for this contract during a later competition. At a minimum, the contractor must do the following during any transition period (transition period begins 60 to 30 days prior to the commencement of 2.2 Phase B:  Production at a new contractor site):


The contractor shall work with ED staff and with staff of the successor contractor to ensure that a smooth and orderly transition occurs.  To provide this assurance, the contractor shall work with all parties to ensure the smooth conversion to another telephone and computer terminal system.  The contractor  must work with ED and the appropriate telephone vendor to inform students if there has been a change in the toll telephone number (for example, by placing a tape on the old numbers for the last 30 days of the contract).  The toll-free telephone numbers currently being used under this contract, are the property of ED's Federal Student Aid Information Center and the Debt Collection Service Information Center.


Should the contract change from one contractor to another successor contractor, the (800) 433-3243 number will remain the property of the FSAIC and (800) 621-3115 will remain with the DCSIC.  The contractor must promptly provide the successor contractor with other materials (such as electronic versions of the DCS standard paragraphs and form letters, or procedural and training manuals) that are essential to performance of the tasks of the public inquiry contract.  Any contractor-owned materials on which Government-owned information is stored will be returned after the successor contractor has had an opportunity to copy the materials and information or convert them to his own type of storage.

b)  No later than 10 working days after completion of the work required under this contract, the contractor shall deliver to an ED site or sites designated by the ED project officer all materials used in the performance of the contract. These materials include all equipment (except leased equipment), computer files, files of correspondence, computer programs and listings, control records, reports, and other data.  Such materials collected by the contractor in the performance of these duties are the property of the Government and must not be used for purposes other than those described in the contract.  No materials collected or developed in the performance of this contract may be released to any party other than the COTR without the prior written consent of the ED contracting officer.  The contracting officer shall notify the contractor of disposal procedures for all Government materials. 

