SECTION B 

schedule of supplies or servicE
B.1 
Description of Services   

The Contractor shall furnish all personnel, facilities, technology infrastructure, supplies, and services required to plan, implement, operate, and manage multi-channel contact center services as specified in Section C, Statement of Work (SOW).   

B.1.1 
Project Start-Up

Charges associated with Project Start-Up shall include one or more of the following:

   a)
Facility and Equipment – Costs incurred to prepare the site and systems at each center to support task requirements, including facility, equipment, supplies and services.

   b)
Initial/Special Training – Labor and supply costs incurred to develop training materials and to conduct training of the initial complement of Information Specialists (ISs) or any additional ISs above the initial complement needed to support task requirements (note that this does not include any training costs for new personnel to replace ISs who leave the project [for example, through attrition training] or for any on-going or refresher training conducted by the Contractor to ensure compliance with performance requirements).

    c)
Knowledge and Content Development – Labor and supply costs incurred to develop and prepare the knowledge base to support task requirements.

    d)
Project Implementation Support – Labor, travel and supply costs incurred in support of start-up activities.

B.1.1.1
Facility and Equipment 

This is a one-time charge to be paid for all facility, equipment, software, supplies and services needed at each center to support task requirements.   The charge includes a fixed base component plus an incremental component.  
B.1.1.2
Initial/Special Training 

This is a one-time charge to be paid for labor and supply costs incurred to develop training materials and train the initial complement of ISs or any additional ISs above the initial complement needed to support task requirements.   The charge can also be applied to any training or related activities directed by the Government to accommodate specific needs.  The charge includes labor and supply costs for course development, training materials, and instructors and the labor costs for Information Specialists attending the training or related activities.  This charge does not apply to any on going or refresher training conductor by the contractor to ensure compliance of performance requirements or training of replacement ISs due to attrition or other causes.  
B.1.1.3
Knowledge and Content Development

This is a one-time charge to be paid for labor and supply costs incurred to develop the knowledgebase to support task requirements.

B.1.1.4
Project Implementation Support

This is a fixed fully burdened hourly charge for technical support needed during project implementation.  This charge shall cover all work performed to make the contact center(s) fully operational, including achieving security certification and accreditation (C&A) on contractor’s information systems in accordance with National Institute of Standards and Technology (NIST) and agency security requirements.  Ongoing support for maintaining the facility and technology infrastructure and compliance with security requirements after C&A is achieved shall be included in Core Project Management and Incremental Project Management Support.  Project Implementation Support functions may consist of support provided by one or more of the following labor groups, as defined in Sections C.3.5.2 through C.3.5.9:
· Site Management

· Program Management

· Technology Management

· Information Systems Security

· Content and Knowledge Management

· Contact/Case Management

· Relationship Management
· Customer Satisfaction Survey
B.1.2
Project Management

This is a fixed charge to be paid for all technical and management services as defined in Section C.3.5 of the Statement of Work, including routine travel, as defined in Section H.15.1, required to support task requirements.  The charge includes a Core Project Management Support component and, if necessary, an Incremental Support component.  Core Project Management Support and Incremental Project Management Support cost components apply only to solutions involving dedicated resources.  Project management support costs for shared or non-dedicated solutions are included in the hourly rate for such solutions.   

B.1.2.1
Core Project Management Support

This is the fixed monthly charge to be paid for all work performed to support the project after the contact center(s) become fully operational, including all non-incremental core project management staff (e.g., Contractor's Project Manager, site manager, technical and security personnel, human resource personnel, administrative personnel, knowledge specialists, etc.), routine travel, and support services required to support task requirements.  Core Project Management Support is the minimum resource level that the contractor has allocated in order to perform all of the project management functions identified in Section C.3.5 for each project complexity level for a dedicated single site solution.  For dedicated solutions involving multiple sites and/or more complex implementation, the Contractor may augment the Core Project Management Support with Incremental Project Management Support identified in Section B.1.2.2 below.  

B.1.2.2
Incremental Project Management Support

This is the fixed hourly charge for incremental support needed to accommodate specialized and unique requirements, or new requirements added subsequent to initial project implementation that require additional resources beyond those provided for under Core Project Management Support.  The support may be ordered as a one-time support for a specialized project or for recurring support to augment the Core Project Management Support.  The incremental support may consist of support provided by one or more of the following labor groups, as defined in Section C.3.5.2 thru C.3.5.9:
B.1.3
Telecommunications Services, Automated Services, and Other Support Services

These are charges for services provided and maintained by the Contractor in support of task requirements for the duration of the performance period.  Charges may include a one-time service initiation or change order charge and a monthly recurring or usage-sensitive charge.  The one-time charge may be a fixed unit rate or hourly labor rate.  The recurring charge may be a monthly charge or usage-sensitive charge based on a fixed unit or hourly labor rate.

B.1.4
Attended Services – Dedicated Solution

These are charges for providing attended services using resources that are dedicated to the specific task.  The requisite skill levels of the Information Specialists utilized to provide the services are those defined in Sections C.3.2 and C.4 respectively.  The "IS Hourly Rate" is the fully burdened fixed unit rate to be paid for each hour of work performed by an IS for a specific task.  The fixed IS Hourly Rate reflects the blended hourly rate for work performed by an IS plus any support personnel (e.g.,  quality monitoring personnel, trainers, etc.) and any recurring costs associated with facility, equipment and software, and maintenance required to support the IS in the performance of task requirements.  

B.1.5
Attended Services – Shared or Non-Dedicated Solution

These are charges for providing temporary or long-term attended services using non-dedicated resources provided and managed by the Contractor.  The fixed unit rate reflects the fully burdened rate for work performed by an IS plus project management and any support personnel (e.g., project and site managers, supervisors, quality monitoring personnel, trainers, etc.) and any recurring costs associated with facility, equipment, and maintenance required to support the IS in the performance of task requirements.  The charges are based on the actual handling time (including call wrap-up time) required for Information Specialists to respond to telephone and e-mail inquiries using prepared scripts/responses.  Content for scripts/responses will be provided by the Government or developed by the Contractor.  The charges are subject to a minimum service charge for specific minimum daily call volume commitment when the project is active.  The minimum service charge shall not apply when the project is in the non-active state.  “Non-active state” is defined as any days that the Government has specified in the task order and/or operating directives as non-business days.  The minimum service charge is calculated based on the minimum daily call volume commitment multiplied by the number of days the project is active during the month.  For tasks that require support beyond normal business hours, the minimum service charge is the aggregate of the service charges for each time period of coverage (Normal Business Hours, Nights, Saturdays and Sundays, Holidays) during the month.    

B.2 
Price tables  

Prices identified in this section represent the ceiling prices for each of the contract items for the two-year base period, and each of the contract’s four (4) two-year option periods.  

The pricing tables also contain Extended Periods.  Each Extended Period is one year in length.  The purpose of the extended periods is to allow the Government to issue a task order, with a maximum performance period of five years, up to the last day of the last contract option period that is exercised
The Contractor may bid a lower price for any contract items in response to a task order request.  The unit prices contained in the price tables below are used to create the one-time and recurring charges for individual task orders.
B.2.1 

Project Start-Up

B.2.1.1
Base Facility and Equipment (For Each Center)
Table B.2.1.1-1 
Base Facility & Equipment - Fewer than 25 Equivalent Workstations

	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	10000
	Phone & TTY Services
	Each
	
	
	
	
	
	
	
	

	10001
	Phone, TTY, Fax, & E-mail Services
	Each
	
	
	
	
	
	
	
	

	10002
	Phone, TTY, Fax, E-Mail, Web Chat Services
	Each
	
	
	
	
	
	
	
	

	10003
	Add Enhanced Quality Monitoring Solution
	Each
	
	
	
	
	
	
	
	


Table B.2.1.1-2 
Base Facility & Equipment – Between 25 – 50 Equivalent Workstations

	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	11000
	Phone & TTY Services
	Each 
	
	
	
	
	
	
	
	

	11001
	Phone, TTY, Fax, & E-mail Services
	Each
	
	
	
	
	
	
	
	

	11002
	Phone, TTY, Fax, E-Mail, Web Chat Services
	Each 
	
	
	
	
	
	
	
	

	11003
	Add Enhanced Quality Monitoring Solution
	Each
	
	
	
	
	
	
	
	


Table B.2.1.1-3 
Base Facility & Equipment – Between 51 – 100 Equivalent Workstations

	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	12000
	Phone & TTY Services
	Each 
	
	
	
	
	
	
	
	

	12001
	Phone, TTY, Fax, & E-mail Services
	Each 
	
	
	
	
	
	
	
	

	12002
	Phone, TTY, Fax, E-Mail, Web Chat Services
	Each 
	
	
	
	
	
	
	
	

	12003
	Add Enhanced Quality Monitoring Solution
	Each
	
	
	
	
	
	
	
	


Table B.2.1.1-4 
Base Facility & Equipment - Between 101 – 250 Equivalent Workstations

	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	13000
	Phone & TTY Services
	Each
	
	
	
	
	
	
	
	

	13001
	Phone, TTY, Fax, & E-mail Services
	Each 
	
	
	
	
	
	
	
	

	13002
	Phone, TTY, Fax, E-Mail, Web Chat Services
	Each 
	
	
	
	
	
	
	
	

	13003
	Add Enhanced Quality Monitoring Solution
	Each
	
	
	
	
	
	
	
	


Table B.2.1.1-5 
Base Facility & Equipment – Over 250 Equivalent Workstations

	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	14000
	Phone & TTY Services
	Each 
	
	
	
	
	
	
	
	

	14001
	Phone, TTY, Fax, & E-mail Service
	Each 
	
	
	
	
	
	
	
	

	14002
	Phone, TTY, Fax, E-Mail, Web Chat Services
	Each 
	
	
	
	
	
	
	
	

	14003
	Add Enhanced Quality Monitoring Solution
	Each
	
	
	
	
	
	
	
	


B.2.1.2
Incremental Facility and Equipment (For Each Center)
Table B.2.1.2-1 
Incremental Facility & Equipment - Fewer than 25 Equivalent Workstations

	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	20000
	Phone & TTY Services
	Each Equivalent Workstation
	
	
	
	
	
	
	
	

	20001
	Phone, TTY, Fax, & E-mail Services
	Each  Equivalent Workstation
	
	
	
	
	
	
	
	

	20002
	Phone, TTY, Fax, E-Mail, Web Chat Services
	Each Equivalent Workstation
	
	
	
	
	
	
	
	

	20003
	Add Enhanced Quality Monitoring Solution
	Each Equivalent Workstation
	
	
	
	
	
	
	
	


Table B.2.1.2-2
Incremental Facility & Equipment – Between 25 – 50 Equivalent Workstations

	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	21000
	Phone, & TTY Services
	Each Equivalent Workstation
	
	
	
	
	
	
	
	

	21001
	Phone, TTY, Fax, & E-mail Services
	Each Equivalent Workstation
	
	
	
	
	
	
	
	

	21002
	Phone, TTY, Fax, E-Mail, Web Chat Services
	Each Equivalent Workstation
	
	
	
	
	
	
	
	

	21003
	Add Enhanced Quality Monitoring Solution
	Each Equivalent Workstation
	
	
	
	
	
	
	
	


Table B.2.1.2-3 
Incremental Facility & Equipment –Between 51 -100 Equivalent Workstations

	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	22000
	Phone & TTY Services
	Each Equivalent Workstation
	
	
	
	
	
	
	
	

	22001
	Phone, TTY, Fax, & E-mail Services
	Each Equivalent Workstation
	
	
	
	
	
	
	
	

	22002
	Phone, TTY, Fax, E-Mail, Web Chat Services
	Each Equivalent Workstation
	
	
	
	
	
	
	
	

	22003
	Add Enhanced Quality Monitoring Solution
	Each Equivalent Workstation
	
	
	
	
	
	
	
	


Table B.2.1.2-4 
Incremental Facility & Equipment – Between 101 – 250 Equivalent Workstations

	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	23000
	Phone & TTY Services
	Each Equivalent Workstation
	
	
	
	
	
	
	
	

	23001
	Phone, TTY, Fax, & E-mail Services
	Each Equivalent Workstation
	
	
	
	
	
	
	
	

	23002
	Phone, TTY, Fax, E-Mail, Web Chat Services
	Each Equivalent Workstation
	
	
	
	
	
	
	
	

	23003
	Add Enhanced Quality Monitoring Solution
	Each Equivalent Workstation
	
	
	
	
	
	
	
	


Table B.2.1.2-5  
Incremental Base Facility & Equipment – Over 250 Equivalent Workstations
	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	24000
	Phone & TTY Services
	Each Equivalent Workstation
	
	
	
	
	
	
	
	

	24001
	Phone, TTY, Fax, & E-mail Services
	Each Equivalent Workstation
	
	
	
	
	
	
	
	

	24002
	Phone, TTY, Fax, E-Mail, Web Chat Services
	Each Equivalent Workstation
	
	
	
	
	
	
	
	

	24003
	Add Enhanced Quality Monitoring Solution
	Each Equivalent Workstation
	
	
	
	
	
	
	
	


B.2.1.3
Initial/Special Training 


B.2.1.3.1
Course Development and Training
Table B.2.1.3-1 
Hourly Rate for Course Development and Training

	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	30000
	Level 1
	Hour
	
	
	
	
	
	
	
	

	30001
	Level 2
	Hour
	
	
	
	
	
	
	
	

	30002
	Level 3
	Hour
	
	
	
	
	
	
	
	

	30003
	Level 4
	Hour
	
	
	
	
	
	
	
	


B.2.1.3.2
Information Specialist (IS)/Supervisor Hourly Rate While In Training

This is the fixed unit rate to be paid for each hour an IS or IS Supervisor is in initial training in preparation of the task.  Separate rates are provided for Normal Business Hours, Nights, Saturdays and Sundays, and Holidays, as defined below.  This rate shall also apply for any training requested by the Government subsequent to the initial training.  
Normal Business Hours are defined as the time period between 7:00 am to 9:00 pm  local time, Monday through Friday, except designated federal holidays.   

Nights are defined as the time period between 12:01 am and 7:00 am  local time on Monday, and between 9:00 pm and 7:00 am  local time, Monday through Friday, except designated federal holidays.
Saturdays and Sundays are defined as the time period between 12:01 am Saturday and 12:01 am Sunday, and between 12:01 am Sunday and 12:01 am Monday  local time respectively.

Holiday hours are defined as the 24 hour period beginning at  12:00 midnight local time  on the day of the holiday.  
Table B.2.1.3.2-1 
Information Specialist (IS) Hourly Rate (In Training) – English – Normal Business Hours

	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	31000
	Level 1
	Hour
	
	
	
	
	
	
	
	

	31001
	Level 2
	Hour
	
	
	
	
	
	
	
	

	31002
	Level 3
	Hour
	
	
	
	
	
	
	
	

	31003
	Level 4
	Hour
	
	
	
	
	
	
	
	

	31004
	Level 5
	Hour
	
	
	
	
	
	
	
	


Table B.2.1.3.2-1.a 
Information Specialist (IS) Hourly Rate (In Training) – English – Nights

	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	31010
	Level 1
	Hour
	
	
	
	
	
	
	
	

	31011
	Level 2
	Hour
	
	
	
	
	
	
	
	

	31012
	Level 3
	Hour
	
	
	
	
	
	
	
	

	31013
	Level 4
	Hour
	
	
	
	
	
	
	
	

	31014
	Level 5
	Hour
	
	
	
	
	
	
	
	


Table B.2.1.3.2-1.b 
Information Specialist (IS) Hourly Rate (In Training) – English – Saturdays and Sundays

	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	31020
	Level 1
	Hour
	
	
	
	
	
	
	
	

	31021
	Level 2
	Hour
	
	
	
	
	
	
	
	

	31022
	Level 3
	Hour
	
	
	
	
	
	
	
	

	31023
	Level 4
	Hour
	
	
	
	
	
	
	
	

	31024
	Level 5
	Hour
	
	
	
	
	
	
	
	


Table B.2.1.3.2-1 .c 
Information Specialist (IS) Hourly Rate (In Training) – English – Holidays

	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	31030
	Level 1
	Hour
	
	
	
	
	
	
	
	

	31031
	Level 2
	Hour
	
	
	
	
	
	
	
	

	31032
	Level 3
	Hour
	
	
	
	
	
	
	
	

	31033
	Level 4
	Hour
	
	
	
	
	
	
	
	

	31034
	Level 5
	Hour
	
	
	
	
	
	
	
	


Table B.2.1.3.2-2 
Supervisory Information Specialist (IS) Hourly Rate (In Training) – English - Normal

	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	32000
	Level 1
	Hour
	
	
	
	
	
	
	
	

	32001
	Level 2
	Hour
	
	
	
	
	
	
	
	

	32002
	Level 3
	Hour
	
	
	
	
	
	
	
	

	32003
	Level 4
	Hour
	
	
	
	
	
	
	
	

	32004
	Level 5
	Hour
	
	
	
	
	
	
	
	


Table B.2.1.3.2-2.a
Supervisory Information Specialist (IS) Hourly Rate (In Training) – English - Nights

	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	32010
	Level 1
	Hour
	
	
	
	
	
	
	
	

	32011
	Level 2
	Hour
	
	
	
	
	
	
	
	

	32012
	Level 3
	Hour
	
	
	
	
	
	
	
	

	32013
	Level 4
	Hour
	
	
	
	
	
	
	
	

	32014
	Level 5
	Hour
	
	
	
	
	
	
	
	


Table B.2.1.3.2-2.b 
Supervisory Information Specialist (IS) Hourly Rate (In Training) – English – Saturdays and Sundays

	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	32020
	Level 1
	Hour
	
	
	
	
	
	
	
	

	32021
	Level 2
	Hour
	
	
	
	
	
	
	
	

	32022
	Level 3
	Hour
	
	
	
	
	
	
	
	

	32023
	Level 4
	Hour
	
	
	
	
	
	
	
	

	32024
	Level 5
	Hour
	
	
	
	
	
	
	
	


Table B.2.1.3.2-2.c 
Supervisory Information Specialist (IS) Hourly Rate (In Training) – English - Holidays

	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	32030
	Level 1
	Hour
	
	
	
	
	
	
	
	

	32031
	Level 2
	Hour
	
	
	
	
	
	
	
	

	32032
	Level 3
	Hour
	
	
	
	
	
	
	
	

	32033
	Level 4
	Hour
	
	
	
	
	
	
	
	

	32034
	Level 5
	Hour
	
	
	
	
	
	
	
	


Table B.2.1.3.2-3  
Information Specialist (IS) Hourly Rate (In Training) – Bi-Lingual – Normal Business Hours
	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	33000
	Level 1
	Hour
	
	
	
	
	
	
	
	

	33001
	Level 2
	Hour
	
	
	
	
	
	
	
	

	33002
	Level 3
	Hour
	
	
	
	
	
	
	
	

	33003
	Level 4
	Hour
	
	
	
	
	
	
	
	

	33004
	Level 5
	Hour
	
	
	
	
	
	
	
	


Table B.2.1.3.2-3.a 
Information Specialist (IS) Hourly Rate (In Training) – Bi-Lingual – Nights
	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	33010
	Level 1
	Hour
	
	
	
	
	
	
	
	

	33011
	Level 2
	Hour
	
	
	
	
	
	
	
	

	33012
	Level 3
	Hour
	
	
	
	
	
	
	
	

	33013
	Level 4
	Hour
	
	
	
	
	
	
	
	

	33014
	Level 5
	Hour
	
	
	
	
	
	
	
	


Table B.2.1.3.2-3 .b 
Information Specialist (IS) Hourly Rate (In Training) – Bi-Lingual – Saturday and Sunday
	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	33020
	Level 1
	Hour
	
	
	
	
	
	
	
	

	33021
	Level 2
	Hour
	
	
	
	
	
	
	
	

	33022
	Level 3
	Hour
	
	
	
	
	
	
	
	

	33023
	Level 4
	Hour
	
	
	
	
	
	
	
	

	33024
	Level 5
	Hour
	
	
	
	
	
	
	
	


Table B.2.1.3.2-3.c 
 Information Specialist (IS) Hourly Rate (In Training) – Bi-Lingual – Holidays
	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	33030
	Level 1
	Hour
	
	
	
	
	
	
	
	

	33031
	Level 2
	Hour
	
	
	
	
	
	
	
	

	33032
	Level 3
	Hour
	
	
	
	
	
	
	
	

	33033
	Level 4
	Hour
	
	
	
	
	
	
	
	

	33034
	Level 5
	Hour
	
	
	
	
	
	
	
	


Table B.2.1.3.2-4  
Supervisory Information Specialist (IS) Hourly Rate (In Training) – Bi-Lingual – Normal Business Hours
	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	34000
	Level 1
	Hour
	
	
	
	
	
	
	
	

	34001
	Level 2
	Hour
	
	
	
	
	
	
	
	

	34002
	Level 3
	Hour
	
	
	
	
	
	
	
	

	34003
	Level 4
	Hour
	
	
	
	
	
	
	
	

	34004
	Level 5
	Hour
	
	
	
	
	
	
	
	


Table B.2.1.3.2-4.a
Supervisory Information Specialist (IS) Hourly Rate (In Training) – Bi-Lingual – Nights
	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	34010
	Level 1
	Hour
	
	
	
	
	
	
	
	

	34011
	Level 2
	Hour
	
	
	
	
	
	
	
	

	34012
	Level 3
	Hour
	
	
	
	
	
	
	
	

	34013
	Level 4
	Hour
	
	
	
	
	
	
	
	

	34014
	Level 5
	Hour
	
	
	
	
	
	
	
	


Table B.2.1.3.2-4.b 
Supervisory Information Specialist (IS) Hourly Rate (In Training) – Bi-Lingual – Saturday and Sunday
	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	34020
	Level 1
	Hour
	
	
	
	
	
	
	
	

	34021
	Level 2
	Hour
	
	
	
	
	
	
	
	

	34022
	Level 3
	Hour
	
	
	
	
	
	
	
	

	34023
	Level 4
	Hour
	
	
	
	
	
	
	
	

	34024
	Level 5
	Hour
	
	
	
	
	
	
	
	


Table B.2.1.3.2-4.c 
Supervisory Information Specialist (IS) Hourly Rate (In Training) – Bi-Lingual – Holidays
	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	34030
	Level 1
	Hour
	
	
	
	
	
	
	
	

	34031
	Level 2
	Hour
	
	
	
	
	
	
	
	

	34032
	Level 3
	Hour
	
	
	
	
	
	
	
	

	34033
	Level 4
	Hour
	
	
	
	
	
	
	
	

	34034
	Level 5
	Hour
	
	
	
	
	
	
	
	


B.2.1.3.3
Knowledge and Content Development

Table B.2.1.3.3 
Knowledge and Content Development Charge

	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	40000
	Level 1
	Hour
	
	
	
	
	
	
	
	

	40001
	Level 2
	Hour
	
	
	
	
	
	
	
	

	40002
	Level 3
	Hour
	
	
	
	
	
	
	
	

	40003
	Level 4
	Hour
	
	
	
	
	
	
	
	


B.2.1.3.4
Project Implementation Support Table 
B.2.1.3.4
Project Implementation Support
	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	50000
	Site Management
	Hour
	
	
	
	
	
	
	
	

	50001
	Program Management
	Hour
	
	
	
	
	
	
	
	

	50002
	Technology Management
	Hour
	
	
	
	
	
	
	
	

	50003
	Information Systems Security
	Hour
	
	
	
	
	
	
	
	

	50004
	Content and Knowledge Management
	Hour
	
	
	
	
	
	
	
	

	50005
	Contact/Case Management
	Hour
	
	
	
	
	
	
	
	

	50006
	Relationship Management
	Hour
	
	
	
	
	
	
	
	

	50007
	Customer Satisfaction Survey
	Hour
	
	
	
	
	
	
	
	


B.2.2

Project Management

Table B.2.2-1   Core Project Management Support (Monthly)

	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	60000
	Level 1
	Each Month
	
	
	
	
	
	
	
	

	60001
	Level 2
	Each Month
	
	
	
	
	
	
	
	

	60002
	Level 3
	Each Month
	
	
	
	
	
	
	
	

	60003
	Level 4
	Each Month
	
	
	
	
	
	
	
	


Table B.2.2-2   Incremental Project Management Support (Monthly)

	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	61000
	Site Management
	Hour
	
	
	
	
	
	
	
	

	61001
	Program Management
	Hour
	
	
	
	
	
	
	
	

	61002
	Technology Management
	Hour
	
	
	
	
	
	
	
	

	61003
	Information Systems Security
	Hour
	
	
	
	
	
	
	
	

	61004
	Content and Knowledge Management
	Hour
	
	
	
	
	
	
	
	

	61005
	Contact/Case Management
	Hour
	
	
	
	
	
	
	
	

	61006
	Relationship Management
	Hour
	
	
	
	
	
	
	
	

	61007
	Customer Satisfaction Survey
	Hour
	
	
	
	
	
	
	
	


B.2.3

One-time Charges for Telecommunicated Services, Automated Services and Other Support Services

Table B.2.3-1
Service initiation Change Order Charges for Telecommunications Services 

	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	70000
	Toll-Free Number
	Each
	
	
	
	
	
	
	
	

	70001
	Telecommunications Access Termination
	Each T-1 Termination 
	
	
	
	
	
	
	
	

	70002
	Telecommunications Access Termination
	Each T-3 Termination
	
	
	
	
	
	
	
	


Table B.2.3-2  Service Initiation/Change Order Charges for Automated Services

	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	71000
	Interactive Voice Response (IVR) Service
	Hour
	
	
	
	
	
	
	
	

	71001
	Voice/Speech Recognition
	Hour
	
	
	
	
	
	
	
	

	71002
	Text-to-Speech
	Hour
	
	
	
	
	
	
	
	

	71003
	Fax-Back/ Fax-on-Demand
	Hour 
	
	
	
	
	
	
	
	

	71004
	Voice Mail
	Each Voice Mail Box
	
	
	
	
	
	
	
	

	71005
	Automated Callback
	Each
	
	
	
	
	
	
	
	

	71006
	Web Callback
	Each
	
	
	
	
	
	
	
	

	71007
	Automated Outbound Dialing Campaign
	Each
	
	
	
	
	
	
	
	

	71008
	Automated Facsimile Service
	Each
	
	
	
	
	
	
	
	

	71009
	Automated E-Mail Delivery
	Each
	
	
	
	
	
	
	
	

	71010
	Hosted On Line Ordering
	Hour
	
	
	
	
	
	
	
	

	71011
	Hosted Web Form
	Hour
	
	
	
	
	
	
	
	

	71012
	Hosted FAQ Service
	Each Database or Group of Databases
	
	
	
	
	
	
	
	

	71013
	Hosted Web Chat
	Hour
	
	
	
	
	
	
	
	


Table B.2.3-3
Service Initiation/Change Order Charges – Other Support Services

	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	72000
	Language Translation Services
	Each
	
	
	
	
	
	
	
	

	72001
	Transcription Services
	Each
	
	
	
	
	
	
	
	

	72002
	Fulfillment Services
	Hour
	
	
	
	
	
	
	
	


B.2.4 Recurring Charges for Telecommunications Services, Automated Services and Other Support Services

Table B.2.4-1
Recurring Charges for Telecommunications Services

	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	80000
	Toll Free Number
	Each 
	
	
	
	
	
	
	
	

	80001
	Toll-Free Telephone Service
	Each Minute
	
	
	
	
	
	
	
	

	80002
	Long-Distance Telephone Service
	Each Minute
	
	
	
	
	
	
	
	


Table B.2.4-2 
Recurring Charges for Automated Services

	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	81000
	IVR Service
	Each Minute
	
	
	
	
	
	
	
	

	81001
	Voice/Speech Recognition
	Each Minute
	
	
	
	
	
	
	
	

	81002
	Text-to-Speech
	Each Minute
	
	
	
	
	
	
	
	

	81003
	Fax-Back/Fax-on-Demand
	Each Successful Page
	
	
	
	
	
	
	
	

	81004
	Voice Mail
	Each Voice Mail Box per Month
	
	
	
	
	
	
	
	

	81005
	Automated Callback
	Each Completed Call
	
	
	
	
	
	
	
	

	81006
	Web Callback
	Each Completed Call
	
	
	
	
	
	
	
	

	81007
	Automated Outbound Dialing Campaign
	Each Successful Call
	
	
	
	
	
	
	
	

	81008
	Automated Fax Delivery
	Each Successful Delivery
	
	
	
	
	
	
	
	

	81009
	Automated E-Mail Delivery
	Each

Successful Delivery 
	
	
	
	
	
	
	
	

	81010
	Hosted On-Line Ordering
	Each Successful Transaction
	
	
	
	
	
	
	
	

	81011
	Hosted Web Form
	Each Form per Month
	
	
	
	
	
	
	
	

	81012
	Hosted FAQ Service – Less than 200,000 page views per month
	Each Database or Group of Databases per Month
	
	
	
	
	
	
	
	

	81012a
	Hosted FAQ Service – Between 200K to 500K page views per month 
	Each Database or Group of Databases per Month
	
	
	
	
	
	
	
	

	81012b
	Hosted FAQ Service – Between 500K to 1,000K page views per month
	Each Database or Group of Databases per Month
	
	
	
	
	
	
	
	

	81012c
	Hosted FAQ Service – Between 1,000K to 1,500K page views per month
	Each Database or Group of Databases per Month
	
	
	
	
	
	
	
	

	81012d
	Hosted FAQ Service – Over 1,500K page views per month
	Each Database or Group of Databases per Month
	
	
	
	
	
	
	
	

	81013
	Hosted Web Chat
	Each per Month
	
	
	
	
	
	
	
	


Table B.2.4-3
Recurring Charges for Other Support Services

	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	82000
	Transcription Service
	Hour
	
	
	
	
	
	
	
	

	82001
	Fulfillment Services
	Hour
	
	
	
	
	
	
	
	

	82002
	Language Translation Service - Telephone
	Hour
	
	
	
	
	
	
	
	

	82003
	Language Translation Service - Written
	Word
	
	
	
	
	
	
	
	


B.2.5
Attended Services (Dedicated Solution) - Information Specialist (IS) Hourly Rate

This is the fully burdened fixed unit rate to be paid for each IS hour worked.  The hourly rate includes the blended labor costs of IS and relevant support personnel (e.g., quality monitoring personnel, trainers, human resources personnel, etc.) required to meet task requirements.  Separate rates are provided for normal business hours, nights, Saturdays and Sundays, and federal holidays (see Section B.2.1.2.2 for definitions). 

Table B.2.5.1-1  
IS Hourly Rate – Normal Business Hours (English)

	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	90001
	Level 1
	Hour
	
	
	
	
	
	
	
	

	90002
	Level 2
	Hour
	
	
	
	
	
	
	
	

	90003
	Level 3
	Hour
	
	
	
	
	
	
	
	

	90004
	Level 4
	Hour
	
	
	
	
	
	
	
	

	90005
	Level 5
	Hour
	
	
	
	
	
	
	
	


Table B.2.5.1-2 
IS Hourly Rate – Normal Business Hours (Bi-Lingual) 

	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	90011
	Level 1
	Hour
	
	
	
	
	
	
	
	

	90012
	Level 2
	Hour
	
	
	
	
	
	
	
	

	90013
	Level 3
	Hour
	
	
	
	
	
	
	
	

	90014
	Level 4
	Hour
	
	
	
	
	
	
	
	

	90015
	Level 5
	Hour
	
	
	
	
	
	
	
	


Table B.2.5.2-1
Supervisory IS Hourly Rate – Normal Business Hours (English)
	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	91001
	Level 1
	Hour
	
	
	
	
	
	
	
	

	91002
	Level 2
	Hour
	
	
	
	
	
	
	
	

	91003
	Level 3
	Hour
	
	
	
	
	
	
	
	

	91004
	Level 4
	Hour
	
	
	
	
	
	
	
	

	91005
	Level 5
	Hour
	
	
	
	
	
	
	
	


Table B.2.5.2-2
Supervisory IS Hourly Rate – Normal Business Hours (Bi-Lingual)

	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	91011
	Level 1
	Hour
	
	
	
	
	
	
	
	

	91012
	Level 2
	Hour
	
	
	
	
	
	
	
	

	91013
	Level 3
	Hour
	
	
	
	
	
	
	
	

	91014
	Level 4
	Hour
	
	
	
	
	
	
	
	

	91015
	Level 5
	Hour
	
	
	
	
	
	
	
	


Table B.2.5.3-1 
IS Hourly Rate - Nights (English)

	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	92001
	Level 1
	Hour
	
	
	
	
	
	
	
	

	92002
	Level 2
	Hour
	
	
	
	
	
	
	
	

	90003
	Level 3
	Hour
	
	
	
	
	
	
	
	

	92004
	Level 4
	Hour
	
	
	
	
	
	
	
	

	92005
	Level 5
	Hour
	
	
	
	
	
	
	
	


Table B.2.5.3-2 
IS Hourly Rate - Nights (Bi-Lingual)

	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	92011
	Level 1
	Hour
	
	
	
	
	
	
	
	

	92012
	Level 2
	Hour
	
	
	
	
	
	
	
	

	92013
	Level 3
	Hour
	
	
	
	
	
	
	
	

	92014
	Level 4
	Hour
	
	
	
	
	
	
	
	

	92015
	Level 5
	Hour
	
	
	
	
	
	
	
	


Table B.2.5.4-1 
Supervisory IS Hourly Rate Nights (English)
	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	93001
	Level 1
	Hour
	
	
	
	
	
	
	
	

	93002
	Level 2
	Hour
	
	
	
	
	
	
	
	

	93003
	Level 3
	Hour
	
	
	
	
	
	
	
	

	93004
	Level 4
	Hour
	
	
	
	
	
	
	
	

	93005
	Level 5
	Hour
	
	
	
	
	
	
	
	


Table B.2.5.4-2
Supervisory IS Hourly Rate – Nights (Bi-Lingual)

	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	93011
	Level 1
	Hour
	
	
	
	
	
	
	
	

	93012
	Level 2
	Hour
	
	
	
	
	
	
	
	

	93013
	Level 3
	Hour
	
	
	
	
	
	
	
	

	93014
	Level 4
	Hour
	
	
	
	
	
	
	
	

	93015
	Level 5
	Hour
	
	
	
	
	
	
	
	


Table B.2.5.5-1
IS Hourly Rate – Saturdays and Sundays (English)
	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	94001
	Level 1
	Hour
	
	
	
	
	
	
	
	

	94002
	Level 2
	Hour
	
	
	
	
	
	
	
	

	94003
	Level 3
	Hour
	
	
	
	
	
	
	
	

	94004
	Level 4
	Hour
	
	
	
	
	
	
	
	

	94005
	Level 5
	Hour
	
	
	
	
	
	
	
	


Table B.2.5.5-2
IS Hourly Rate – Saturdays and Sundays (Bi-Lingual)
	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	94011
	Level 1
	Hour
	
	
	
	
	
	
	
	

	94012
	Level 2
	Hour
	
	
	
	
	
	
	
	

	94013
	Level 3
	Hour
	
	
	
	
	
	
	
	

	94014
	Level 4
	Hour
	
	
	
	
	
	
	
	

	94015
	Level 5
	Hour
	
	
	
	
	
	
	
	


Table B.2.5.6-1
Supervisory IS Hourly Rate – Saturdays and Sundays (English)
	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	95001
	Level 1
	Hour
	
	
	
	
	
	
	
	

	95002
	Level 2
	Hour
	
	
	
	
	
	
	
	

	95003
	Level 3
	Hour
	
	
	
	
	
	
	
	

	95004
	Level 4
	Hour
	
	
	
	
	
	
	
	

	95005
	Level 5
	Hour
	
	
	
	
	
	
	
	


Table B.2.5.6-2
Supervisory IS Hourly Rate – Saturdays and Sundays (Bi-Lingual)
	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	95011
	Level 1
	Hour
	
	
	
	
	
	
	
	

	95012
	Level 2
	Hour
	
	
	
	
	
	
	
	

	95013
	Level 3
	Hour
	
	
	
	
	
	
	
	

	95014
	Level 4
	Hour
	
	
	
	
	
	
	
	

	95015
	Level 5
	Hour
	
	
	
	
	
	
	
	


Table B.2.5.7-1
IS Hourly Rate – Holidays (English)

	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	96001
	Level 1
	Hour
	
	
	
	
	
	
	
	

	96002
	Level 2
	Hour
	
	
	
	
	
	
	
	

	96003
	Level 3
	Hour
	
	
	
	
	
	
	
	

	96004
	Level 4
	Hour
	
	
	
	
	
	
	
	

	96005
	Level 5
	Hour
	
	
	
	
	
	
	
	


Table B.2.5.7-2
IS Hourly Rate – Holidays (Bi-Lingual)
	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	96011
	Level 1
	Hour
	
	
	
	
	
	
	
	

	96012
	Level 2
	Hour
	
	
	
	
	
	
	
	

	96013
	Level 3
	Hour
	
	
	
	
	
	
	
	

	96014
	Level 4
	Hour
	
	
	
	
	
	
	
	

	96015
	Level 5
	Hour
	
	
	
	
	
	
	
	


Table B.2.5.8-1
Supervisory IS Hourly Rate – Holidays (English)
	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	97001
	Level 1
	Hour
	
	
	
	
	
	
	
	

	97002
	Level 2
	Hour
	
	
	
	
	
	
	
	

	97003
	Level 3
	Hour
	
	
	
	
	
	
	
	

	97004
	Level 4
	Hour
	
	
	
	
	
	
	
	

	97005
	Level 5
	Hour
	
	
	
	
	
	
	
	


Table B.2.5.8-2
Supervisory IS Hourly Rate – Holidays (Bi-Lingual)
	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	97011
	Level 1
	Hour
	
	
	
	
	
	
	
	

	97012
	Level 2
	Hour
	
	
	
	
	
	
	
	

	97013
	Level 3
	Hour
	
	
	
	
	
	
	
	

	97014
	Level 4
	Hour
	
	
	
	
	
	
	
	

	97015
	Level 5
	Hour
	
	
	
	
	
	
	
	


B.2.6
QA Personnel Multiplier

The QA Personnel Multiplier is a factor to be applied to the IS and IS Supervisor hourly rate to calculate the effective hourly rate for IS and IS Supervisors when task requirements require the Contractor to provide a solution with IS to QA personnel ratio that is above or below the average requirement.  This multiplier is to be used only for dedicated solutions.

Table B.2.6
QA Personnel Multiplier
	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	98001
	Low
	X Factor
	
	
	
	
	
	
	
	

	98002
	Average
	X Factor
	1.00
	1.00
	1.00
	1.00
	1.00
	1.00
	1.00
	1.00

	98003
	High
	X Factor
	
	
	
	
	
	
	
	


B.2.7
Shared or Non-Dedicated Telephone Inquiry Response Solution - Information Specialist (IS) Hourly Rate

The charges are based on the actual handle time required for Information Specialists to respond to telephone inquiries using prepared scripts/response provided by the Government.  The fixed unit rate reflects the fully burdened unit rate for work performed by an IS plus any support personnel (e.g., program and project management, supervisors, quality monitoring personnel, trainers, etc.) and any recurring costs associated with facility, equipment, and maintenance required to support the IS in the performance of task requirements for a specific daily work volume commitment. For billing purposes, the actual handle time (including wrap-up time) of all calls during the month shall be totaled and rounded up to the nearest hour.  The call handle time shall not include time spent waiting in queue or listening to automated messages.

 Table B.2.7-1  IS Hourly Rate (Shared or Non-Dedicated Telephone Inquiry Response Solution – English (Normal Business Hours)
	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	99001
	4 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99002
	8 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99003
	12 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99004
	24 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99005
	48 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99006
	96 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99007
	192 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99008
	384 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99009
	576 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	


Table B.2.7-1.a
IS Hourly Rate (Shared or Non-Dedicated Telephone Inquiry Response Solution – English (Nights)
	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	99011
	4 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99012
	8 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99013
	12 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99014
	24 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99015
	48 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99016
	96 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99017
	192 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99018
	384 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99019
	576 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	


Table B.2.7-1.b  IS Hourly Rate (Shared or Non-Dedicated Telephone Inquiry Response Solution – English (Saturdays and Sundays)
	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	99021
	4 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99022
	8 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99023
	12 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99024
	24 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99025
	48 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99026
	96 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99027
	192 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99028
	384 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99029
	576 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	


Table B.2.7-1.c
IS Hourly Rate (Shared or Non-Dedicated Telephone Inquiry Response Solution – English (Holidays)
	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	99031
	4 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99032
	8 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99033
	12 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99034
	24 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99035
	48 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99036
	96 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99037
	192 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99038
	384 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99039
	576 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	


Table B.2.7-2  IS Hourly Rate (Shared or Non-Dedicated Telephone Inquiry Response Solution – Bi-Lingual (Normal Business Hours)
	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	99041
	4 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99042
	8 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99043
	12 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99044
	24 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99045
	48 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99046
	96 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99047
	192 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99048
	384 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99049
	576 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	


Table B.2.7-2.a
IS Hourly Rate (Shared or Non-Dedicated Telephone Inquiry Response Solution – Bi-Lingual (Nights)
	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	99051
	4 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99052
	8 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99053
	12 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99054
	24 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99055
	48 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99056
	96 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	`

99057
	192 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99058
	384 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99059
	576 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	


Table B.2.7-2.b  IS Hourly Rate (Shared or Non-Dedicated Telephone Inquiry Response Solution – Bi-Lingual (Saturdays and Sundays)
	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	99061
	4 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99062
	8 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99063
	12 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99064
	24 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99065
	48 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99066
	96 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99067
	192 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99068
	384 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99069
	576 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	


Table B.2.7-2.c
IS Hourly Rate (Shared or Non-Dedicated Telephone Inquiry Response Solution – Bi-Lingual (Holidays)
	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	99071
	4 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99072
	8 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99073
	12 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99074
	24 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99075
	48 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99076
	96 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99077
	192 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99078
	384 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99079
	576 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	


B.2.8
Shared or Non-Dedicated E-Mail Inquiry Response Solution - Information Specialist (IS) Hourly Rate

The charges are based on the actual handling time required for Information Specialists to respond to e-mail inquiries using prepared scripts/response provided by the Government.  The fixed unit rate reflects the fully burdened unit rate for work performed by an IS plus any support personnel (e.g., program and project management, supervisors, quality monitoring personnel, trainers, etc.) and any recurring costs associated with facility, equipment, and maintenance required to support the IS in the performance of task requirements for a specific daily work volume commitment.  For billing purposes, the actual time expended by ISs in responding to e-mail inquiries during the month in support of specific task requirements shall be totaled and rounded up to the nearest hour.  
Table B.2.8-1
IS Hourly Rate (Shared or Non-Dedicated E-Mail Inquiry Response Solution) - English

	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	99101
	4 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99102
	8 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99103
	12 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99104
	24 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99105
	48 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99106
	96 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99107
	192 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99108
	384 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99109
	576 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	


Table B.2.8-2
IS Hourly Rate (Shared or Non-Dedicated E-Mail Inquiry Response Solution) – Bi-Lingual
	CLIN
	Service Description 
	Unit of Issue
	Base Period
Yr 1 / 2
	Option Period 1
Yr 3 / 4
	Option Period 2

Yr 5 / 6
	Option Period 3

Yr 7 / 8
	Option Period 4

Yr 9 / 10
	Extended

Period 1
	Extended

Period 2
	Extended

Period 3

	99201
	4 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99202
	8 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99203
	12 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99204
	24 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99205
	48 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99206
	96 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99207
	192 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99208
	384 Hours/Day
	Each Hour
	
	
	
	
	
	
	
	

	99209
	576 Hours/Day
	Each Hour
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