
STATEMENT OF WORK
FOR HELP DESK (PART-TIME) SUPPORT SERVICES

I. STATEMENT OF WORK
The purpose of this requirement is to obtain nationwide on-site Information Technology (IT) Support Services for the successful operation of the U.S. Department of Agriculture (USDA), Office of Inspector General (OIG), Information Technology Division’s function. The contractor performance will be monitored and measured against the established performance standards described in this Statement of Work (SOW).
A. Background

USDA/OIG has approximately 650 employees nationwide.  The regional and headquarter offices are joined into a Wide Area Network (WAN) through Multiprotocol Label Switching Virtual Private Network (MPLS VPN) technology and Digital Subscriber lines (DSL).  WAN maintenance and support is conducted in Washington, D.C. and Kansas City, MO.  In addition, OIG has more than forty sub-offices and residencies that are integrated into the WAN.  OIG uses all laptops with Windows XP operating systems, MS Office Suite and Outlook email.  Maintenance and improvement to the LAN requires the support of IT services in the area of general IT support.

Headquarters       - 	Washington, DC
Regional Offices   
· Beltsville, MD
· Atlanta, GA
· Chicago, IL
· Temple, TX
· Kansas City, MO
· Oakland, CA

B. Objective and Scope

The objective is to provide all necessary personnel to perform on-site Help Desk support services. USDA/OIG requires on-site Help Desk support, Part-Time/ 4 hours per day; 5 days a week (CLIN 0001 - 0005) at the following five (5) OIG locations: Beltsville, MD; Chicago, IL; Oakland, CA; Atlanta, GA; and Temple, TX, from the date of the award through September 30, 2016.  (USDA OIG requires only one part-time contract person at each location.)

The Contractor may occasionally be required to perform Help Desk services at other USDA/ OIG offices located nationwide, as deemed necessary by OIG. Contractor personnel must have a valid driver’s license and infrequently travel may be required to other USDA /OIG offices.

C. CLIN 0001- 0005 HELP DESK

The contractor shall maintain a Help Desk to receive customer service complaints and inquiries at OIG’s Regional offices. This help desk will serve as the Contractors primary point of contact for all incoming calls.

The contract person at the Help Desk shall perform routine IT system maintenance and daily operation support, including but not limited to the following: 

· Installing Software updates;
· Desktop equipment moves (i.e., personal computers and printers);
· Installing and removing hardware components and software;
· Packaging, identifying extraneous equipment for storage or reassignment;
· Sanitizing equipment;
· Disconnecting and reconnecting cables;
· Documenting processes of work;
· Tracking and responding to service calls via e-mail, telephone calls, faxes and direct contact;
· Hardware and software trouble shooting,

Hardware troubleshooting as defined in this requirement involves the Contractor investigating hardware problems. If the hardware problem(s) is not due to equipment failure, then the Contractor shall resolve the problem.

Software troubleshooting as defined in this requirement involves the Contractor investigating software problems. If the software problem(s) is not due to a ‘software bug’, the Contractor shall resolve the problem. All Help Desk support will be coordinated through OIG/HQ IT Staff.

· Servers, printers and peripherals operation support when directed by HQ/IT staff;
· Workstations serving including virus checks/scans and removal;
· Daily system backups
· Provides assistance to users in using standard office automation tools and local applications;
· Assistance in technology rollouts;
· Compile weekly status reports; and
· Track status of all reported problems and schedules maintenance activities.
Service Calls- The Contractor shall receive assignments directly from the Contracting Officer’s Technical Representative (COTR), by Help Desk telephone calls, walk-ins from OIG customers, emails, faxes as well as Remedy tickets.  The name of the COTR and alternate COTR shall be provided to the Contractor at the time of award.  During the absence of the COTR, the Contractor shall receive calls from the alternate COTR.
Each Regional office has 1 phone designated to the contractor to receive Help desk calls.
Service Call Tracking- The Contractor shall log all requests for assistance via telephone calls, faxes, and direct contact with end-users by entering it into the Remedy system.
Initiation and Completion of Service Tickets- The Contractor shall initiate and close out all service tickets in the Remedy system.
Contractor Point of Contact for Hardware Repair- The contractor shall respond, investigate and resolve users IT operational problems (i.e., hardware/software, system administration, etc.). The Contractor shall determine and notify the COTR or designee if and when a hardware failure has occurred.
Anti-virus Software Installation- The Contractor shall install, configure and maintain on all OIG personal computers (PCs) including laptops and servers, the standard agency anti-virus software and other virus software as requested by COTR.
Virus Tracking- The Contractor shall respond to the existence of any new system viruses and record the virus in the Remedy system, notify the COTR, and eradicate all viruses immediately.
End-User Hardware/Software Configuration Requirements- The Contractor shall implement hardware and software configurations based upon OIG Standards and user requirements and document this information in the ARGOS system and/or on OIG’s SharePoint site.
Special Projects- The Contractor shall perform special projects to correct system performance to move equipment to disconnect and reconnect network cabling to remove excess cable and to add/install new or modified hardware/software. 
Problem Resolution Time- The Contractor shall respond to all request, except for priority personnel, for service within 2 working hours after receiving the call for assistance. The Contractor shall resolve all problems within 8 working hours of (a) the initial physical response to the user request, or (b) the time at which the Contractor is required to respond (as defined below). The Contractor shall attempt to resolve the end-user’s problem at the time of arrival. If additional materials are required, The Contractor shall advise the end-user of the situation and estimated time of return to solve the problem. The Contractor shall notify the COTR within 2 hours. Resolution is defined as, but not limited to:
· Restoration of a failed;
· Requested assistance provided to the users
· Equipment failure reported to the maintenance contractor and maintenance service request initiated;
· Software package questions answered or software vendor hot line assistance enabled; ad
· Problem analysis completed, documented and problem resolved.
Priority Personnel- The Contractor shall verbally notify priority personnel within 15 minutes and for all other call within 30 minutes that the Contractor acknowledges the service call.
Priority Personnel, as stated below, are to be given priority over all other calls. The Contractor shall physically respond to request from priority personnel within 1 working hour after Help Desk receives call. The Contractor shall resolve all problems within 4 working hours of (a) the initial physical response to the end-user request, or (b) the time at which the Contractor is required to respond (as defined blow).
Multiple priority calls will be handled in chronological order. Request to reprioritize a call should be directed to the COTR for resolution. The COTR, when notified by the Contractor, will determine priority of calls for assistance when the volume exceeds the ability of the Contractor to meet the performance deadline.
Priority personnel includes; Inspector General (IG), Deputy Inspector General (DIG), Assistant Inspector General (AIG), Special Agent in Charge (SAC), and Regional Inspector General (RIG). Priority personnel by name and location will be provided at the time of award.
Response to Emergency Conditions- he Contractor shall respond immediately to emergency conditions defined below. An emergency situation shall take precedent over priority calls from priority personnel. The Contractor shall notify the COTR immediately upon notification of the following emergency
A complete system crash (a server which supports multiple users, a key staff personnel computer, a local area network, for example);
A loss of capability or functionality associated with installation or a software/hardware upgrade or new version (which negatively affects users’ ability to continue to work, for example);
A security breach; and
A loss of capability due to fire or water damage;
Equipment Moves- The Contractor shall assist within-building equipment moves or disconnecting/reconnecting cabling.
In-House Accessible Data Cabling Replacement- The Contractor shall check in-house data cabling when it is considered to be an operational problem and advise the COTR of faulty cabling needing replacement within 30 minutes of identifying the problem.
Standard Peripheral Equipment Cable Replacement. The Contractor shall identify and notify the COTR of faulty standard peripheral equipment cables when they are considered an operational problem.
II. DELIVERABLES

The Contractor shall prepare and submit the following status reports to the COTR. Required deliverable are as follows:

A. Weekly Status Report

The Help Desk contractor shall participate in weekly LAN Administrator meetings to discuss trouble tickets, outstanding problems and unresolved difficulties encountered and needing resolution as well as proposed resolutions.

The number of tickets opened and closed;
The number of tickets unopened;
Number of calls answered
Problems and difficulties encountered; and problems needing resolution by COTR

III. Performance Standards:
	Performance
	How Measured

	Availability
	Number of hours of service available divided by the number of hours in the support period, per month.

	Responsiveness
	The number of calls answered or called back divided by the total number of calls received by the Help Desk

	Quality
	Professional Competence & Courtesy by the Help Desk



IV. PERFORMANCE EXPECTATION

The performance expected under this statement of work by the contractor will be monitored by OIG. Performance that does not meet the requirement for one (1) month period will require the contractor to provide a written plan for improvement to the COTR. If substantial performance is not improved, the contractor shall be subject to termination procedures. 

V. QUALITY CONTROL

The Contractor shall be solely responsible for the supervision, management, and inspection of its employees under this SOW.

The Contractor is responsible for controlling the quality of all services provided under this SOW. In compliance with FAR 52.246-4 “INSPECTION OF SERVICE- FICED PRICES”, the Contractor shall provide a quality control plan that contains, as a minimum, the items in Section 6 to the Contracting Officer (CO) and COTR.

· Quality Control Plan- The quality control plan shall include:
(1.) A description of the inspection system to cover all services listed in this SOW. The description shall include specifics as to the areas to be inspected on a scheduled and unscheduled basis, frequency of inspections, and the title and organization placement of the inspectors.

(2.) A description of the methods to be used for identifying and preventing defects in the quality of service performed.

(3.) A description of the records to be kept to document inspections and corrective or preventive actions taken.

· Inspection Records- The records of inspections shall be kept and made available to the CO when requested, throughout the contract performance period and for the period after contract completion until final settlement of any claims under this BPA.

VI. PERIOD OF PERFORMANCE

The period of performance under this SOW shall be for one base year, effective on or about January 01, 2012 through December 31, 2012, with four (4) renewable optional periods, from January 01, 2012 through December 31, 2016.

The agency shall conduct an annual review of this BPA to determine the continuing need for the services to be provided by the contractor

VII. PLACE OF PERFORMANCE

USDA/OIG Office(s) identified in each delivery order placed by CO.

VIII. SCHEDULE OF WORK

Commencement of Work- Work under the SOW shall commence within fifteen (15) calendar days after issuance of an order by the CO.

IX. KEY PERSONNEL

A. The Contractor shall identify in the technical proposal the key personnel at the technical expertise level assigned to the task order. Any subsequent changes in key personnel from those in the technical proposal must be approved in advance by OIG/COTR.

B. During the first ninety (90) days of performance, the Contractor shall make no substitutions of key personnel unless the substitution is necessitated by illness, death, or termination of employment. The Contractor shall notify the Contracting Officer within 15 calendar days after the occurrence of any of these events and provide the information requires by paragraph (c) below. After the initial 90-day period, the Contractor shall submit the information required by paragraph (c) to the Contracting Officer at least 15 days prior to making any permanent substitutions.


C. The Contractor shall provide a detailed explanation to the circumstances necessitating the proposed substitutions, complete resumes for the proposed substitutes, and any additional information requested by the Contracting Officer. Proposed substitutes should have comparable qualifications to those of the persons being replaced. The Contracting Officer will notify the Contractor within 15 calendar days after receipt of all requires information of the decision of substitutions. The task order will be modified to reflect any approved changes of key personnel.
Contractor Personnel
Prior to performing work under this contract; Contract Personnel shall be required to pass a National Criminal Information Background Check. OIG will provide the Contractor with the necessary forms to be completed for the background check and obtain the background check for the Contractor.
Contractor personnel assigned to the help desk will be required to complete and submit two (2) FD-258 (fingerprint print cards) and a 176T FPS Form (Statement of Personal History for Contract and Child care Personnel) not later than two (2) weeks post award; or submit evidence of favorable adjudication of the same or higher security clearance (no older than 5 years) to the COTR.  Personnel previously cleared for work at USDA shall provide their clearance date to the COTR for verification.
Contractor personnel will be notified via e-mail if a discrepancy arises during this process, any negative discrepancies will require feedback and documentation to the COTR within 72 hours after notification.  Failure to provide this information or to gain a favorable determination will result in the Contractor personnel being terminated from this task.
The Contractor shall be solely responsible for the supervision, management and inspection of its employees. The Contractor will monitor and ensure its employees meet the requirements of the SOW.
Hours of Operation
Contract employees shall perform the services required Monday through Friday, 4 hours per day, beginning flexibly from 8:00 AM to 9:00 AM until 12:00 to 1:00 PM< except Federal Government Holidays. COTR will approve work schedules.
Billing Procedures
The Contractor shall be paid for all hours worked at the hourly rate defined in the price proposal. The Government will not pay for holidays. Payment of individual(s) working eighty hours or less during a two week billing periods shall be made at the regularly hourly rate. Payment of individual(s) working in excess of eighty (80) hours during a two week billing period shall be considered overtime and billed at the proposed overtime rate. No overhead or any other fee.
Office Closures
The Contract employees are not expected to report to work for period of time that the government offices are officially closed. Arrangement will be made by the COTR for the Contract employee to remain available for support in the event that some OIG offices are open and fully operationally. The Contract employee shall respond to e-mail and phone calls during this period.
Delay Arrivals and Early Releases
If a delay arrival is announced for the government, the Contract employees are expected to make reasonable efforts to get to the site as close to the regularly scheduled time as conditions permit.
If a Contract employee is already working at the time an early dismissal is announced, (e.g., snow, leave, holiday-eve dismal), the COTR will determine which contract employee, if any must remain on-the-job or may be excused early.
Planned Absences
Planned vacation time, anticipated sick, scheduled training, or other leave over one week must be reported in advance of the leave to the COTR. The Contractor shall take the appropriate steps to assure that the agreed-upon level of performance is maintained notwithstanding the periodic and infrequent absence of the Contractor Personnel due to illness, vacation, resignation, termination, training, or any other cause. The Contractor shall submit procedures for dealing with unplanned absences.
Government-Contractor Relationships
The Government and the Contractor understand and agree that the support services to be delivered under this SOW by the Contractor are non-personal services and the parties recognize and agree that no employer-employee relationships exists or will exist under the contract between the Government and the Contractor and/or between the Government and the Contractor’s employees. It is, therefore, in the best interest of the Government to afford the parties a full and complete understanding of their respective obligations.
Contractor personnel under this SOW shall not:
Be placed in a position where they are directly appointed to their position as a contract employee by a Federal employee, or are under the supervision, direction ro evaluation of a federal employee;
Be placed in a policy making position; or
Be placed in a position of supervision, direction, or evaluation over Government personnel, or supervision or direction of personnel of other contractors, OR BECOME AN INEGRAL PART OF A Government organization.
The services to be performed under this SOW do not require the contractor or its employees to exercise personal judgment and discretion on behalf of the Government.
Rules, regulation, directions, and requirements issued by the government under their responsibility for good order, administration, and security are applicable to all personnel who enter a Government installation. This is not to be construed or interpreted to establish any degree or government control inconsistent with a non-personal services contract.
X. CONTRACTOR STAFF QUALIFICATIONS

The minimum experience requirement in this category includes: (i) have good skills in reading, writing, and speak English; (ii) effective listening and communication skills and (iii) the following minimum suggested qualification:

· 4 years of significant experience supporting an automation effort in a helpdesk and troubleshooting capacity;
· 5 years hands-on experience with Office Automation products to include Word processing, spreadsheet, database, Email products, and Internet Browsers;
· 1 year experience providing IT related training; 
· Experience and strong troubleshooting skills for desktop/laptop configurations, TCP/IP, network connectivity, and Windows desktop operating systems;
· 3 years experience with a proficiency in drafting documents using a word processor and in the use and creation of databases and spreadsheets;
· Demonstrated ability to define and resolve computer/printer malfunctions via telephone and email; and
· Any additional hands-on desktop and/or help desk support experience, and certifications (i.e., A+, MCSE).

XI. CONTRACTING ADMINISTRATION DATA

A. Contracting Officer:

· The Contracting Officer is the only official who can:
· Assign additional work within the general scope of the Work Statement;
· Issue a change as defined in the contract article entitled “Changes-Fixed Price- Alternate Ill” (FAR 52.243-01);
· Cause an increase or decrease in the total contract price or change the time required for the contract performance;
· Change any of the expressed terms, conditions or specifications of the contract.

B. Contract Administrative

All contractual administration will be carried out by the Contracting Officer. Communications pertaining to contractual administrative matters shall be addressed to the Contracting Officer at the following address:

USDA, Office of Inspector General
Attn: Linda Josey
Procurement Management Branch
Room 40-E, J.L Whitten Federal Bldg.
1400 Independence Ave., SW
Washington, DC 20250
Telephone No. (202) 720-5931

C. Contracting Officers Technical Representative (COTR)

The performance required herein shall be subject to the technical direction of the Contracting Officer’s Technical representative (COTR).

The COTR is not authorized to perform, formally or informally, any of the following actions:

· Promise, awards, agree, or execute any contract, contract modification, or notice of intent that changes or may change this contract;
· Waive or agree to modification of delivery schedule;
· Make any final decision on any contract schedule
· Make any final decision on any contract matter subject to the “Dispute Clause”;
· Terminate, for any reason, the Contractor’s right to proceed; and
· Obligate in any way, the payment of money by the Government. Only a warranted Contracting Officer is authorized to obligate funds on this or any other contract actions.
The Contractor shall immediately notify the Contracting Officer in writing if the COTR has taken an action (or fails to take action) or issue direction (written or oral) that the Contractor considers to exceed the above limitation.

The COTR for this task order is:
(to be determined) is designated as the Contracting Officer Technical Representative (COTR), and (to be determined) is designated as the Alternate COTR for this contract.  However the COTR has no authority to change any element of the statement of work.  The COTR may be contacted on ________.
The COTR is responsible for maintaining liaison with the Contractor and for inspecting and accepting the deliverables under the contract. The COTR will provide technical direction on contract performance. Technical direction includes:
A. Direction to the Contractor whish assists him/her in accomplishing the Statement of Work (SOW).
B. Monitors the Contractor’s technical performance deficiencies. The COTR inspects and approves all deliverables.
(i) Technical direction must be within the contract SOW. The COTR does not have the authority to issue technical direction which (1) institutes additional work outside the scope of the contract; (2) constitutes a change as defined in the “Changes” clause; (3) causes an increase or decrease in the estimated cost of the contract; (4) alters the period of performance; or (5) change any of the other express terms or conditions of the contract.
(ii) On all matters that pertain to the contract terms the Contractor must communicate with the Contracting Officer. Whenever, in the opinion of the Contractor the COTR requests effort outside the scope of the contract, the Contractor should so advise the COTR. If the COTR persists and there still exists a disagreement as to proper contractual coverage, the Contracting Officer shall be notified immediately, preferable in writing if time permits. Proceeding with work without proper contractual coverage could result in nonpayment or necessitate submission of a contract claim.
(iii) The COTR will be designed on the authority of the Contracting Officer. A letter of designation shall be issue to both the COTR and the Contractor setting forth in full responsibilities and limitations of the COTR.

XII. DISSEMINATION OF INFORMATION

Information generated under the work contemplated by this contract shall not be disseminated too any group, organization or individual other than the addresses shown on the delivery order, unless approved by the contracting officer.

XIII. INDEMNIFICATION

The contractor shall save and hold harmless and indemnify the Government against any and all liability claims, and cost of whatsoever kind and nature for injury to or death of any person or persons and for loss or damage to any Contractor property or property owned by a third party occurring in connection with or in any way incident to or arising out of the occupancy, use, service, operation or performance of work under the terms of this contract, resulting in whole or in part from the acts or omissions of the Contractor, any subcontractor, or any employee, agent or representative of the Contractor or subcontractor.

Nothing in the above paragraph shall be considered to prelude the Government from receiving the benefits of any insurance the Contractor may carry, which provides for the indemnification of any loss or destruction of, or damages to property in the custody and care of the Contractor shall do nothing to prejudice the Government’s right to recover against third parties for any loss, destruction of, or any damage to Government property, and upon the request of the contracting officer shall,  at the Governments expense, furnish the Government all reasonable assistance and cooperation (including assistance in the prosecution of suit and the execution of instruments of assignments in favor of the Government) in obtaining recovery.

The Government shall not be liable for any injury to the Contractors personnel or damage to the Contractors property unless such injury or damage is due to negligence on the part of the Government and is recoverable under the Federal Torts Claims Act, or pursuant to other Federal statutory authority.

XIV. ADVERTISING AND N EW RELEASES

The contractor and anyone working on the Contractors behalf shall agree no to refer to awards in commercial advertising or in connection with commercial advertising; media or news releases or connection with media or news releases, in such manner as to state or imply that the product or service provided is endorsed or preferred by the Federal Government, or is so considered by the Government to be superior to other products or services. Should any references to such equipment or services appear in any news or media release or commercial advertising issued by or on behalf of the Contractor without prior written authorization from the contracting officer, the Government may implement remedies available under the provisions of this contract and in addition, may require the Contractor to cause a retraction of such reference. 

XV. ORGANIZATIONAL CONFLICTS OF INTEREST

A. The Contractor warrants that, to the best of the Contractors knowledge and belief. There were no relevant facts or circumstances which could give rise to an organizational conflict of interest, as defined in FAR Subpart 9.5/ or that the Contractor has disclosed all such relevant information.
B. The Contractor agrees that if an actual or potential organizational conflict of interest is discovered after award of an order, the Contractor will make full disclosure in writing to the contracting officer. This disclosure shall include a description of actions the Contractor has taken or propose to take, after consultation with the Contracting Officer, to avoid, mitigate or neutralize the actual or potential conflict.
C. The Government may terminate this contract for convenience, in whole or in part if it deems such termination necessary to avoid an organization conflict of interest. If the Contractor was aware of a potential organizational conflict after award and did not disclose or misrepresented relevant information to the contracting officer, the Government may terminate the contract for default, debar the Contractor from the Government contracting, or pursue such other remedies as may be permitted by law or the contract.
D. The Contractor further agrees to insert provisions that shall conform substantially to the language of this clause, including this paragraph (d), in any subcontract or consultant agreement hereunder.

XVI. CONFIDENTIALITY OF INFORMATION (AGAR 452.224-70 FEB 1988)

A. Confidential information, as used in this clause, means 91) information or data of a personal nature proprietary about an individual, or (2) information of data submitted by or pertaining to an institution or organization.
B. In addition to the types of confidential information described in (a)(1) and 92) above, information which might require special consideration with regard to timing of its disclosure may derive from studies or research, during public disclosure of primarily invalidated findings could create an erroneous conclusion which might threaten public health or safety if acted upon.
C. The contracting officer and the Contractor may, by mutual consent, identify elsewhere in this contract specific information and/or categories of information which the Government will furnish to the Contractor or that the Contractor is expected to generate which is confidential. Similarly, the contracting officer and the Contractor may, by mutual consent, identify such confidential information from time to time during the performance of the contract. Failure to agree will be settled pursuant to the “Disputes” clause.
D. If it is established that information to be utilized under this contract is subject to the privacy Act, the Contractor will follow the rules and procedures of disclosure set forth in the Privacy Act of 1974, 5 U.S.C. 552(a), and implementing regulations and policies, with respect to systems of records determined to be subject to the Privacy Act.
E. Confidential information, as defined in (a)(1) and (2) above, shall not be disclosed without the prior written consent of the individual, institution or organization.
F. Written advance notice of at least 45 days will be provided to the contracting officer of the Contractors intent to release findings of studies of research, which have the possibility of adverse effects on the public or the Federal agency, as described in (b) above. If the contracting officer does not pose any objections in writing within the 45-day period, the Contractor may proceed with disclosure. Disagreements not resolved by the Contractor and Contracting Officer will be settled pursuant to the “Disputes” clause.
G. Whenever the Contractor in uncertain with regard to the proper handling of material under the contract, or if the material in question is subject to the Privacy Act or is confidential information subject to the provisions of this clause, the Contractor shall obtain a written determination from the contracting officer prior to any release, disclosure, dissemination or publication.
H. The provisions of paragraph (e) of this clause shall not apply when the information is subject to conflicting or overlapping provision in other Federal, state or local laws.

XVII. RESTRICTIONS AGAINST DISCLOSURE

A. The Contractor agrees, in the performance of this contract, to keep all information contained in source documents or other media furnished by the Government in the strictest confidence. The Contractor also agrees no to publish or otherwise divulge such information in whole or in part, in any manner or form, nor to authorize or permit others to do so, taking such reasonable measures as are necessary to restrict access to such information to perform the work provided herein, i.e., on a “need to know” basis. The Contractor agrees to immediately notify in writing, the Contracting Officer, in the event that the Contractor determined or has reason to support a breach of this requirement.
B. The Contractor agrees not to disclose any information concerning work under this contract to any persons or individual unless prior written approval is obtained from the Contracting Officer. The Contractor agrees to insert the substance of this clause in any consultant agreement or subcontract hereunder.

XVIII. NON-DISCLOSURE FORM

Within 5 working days after notification of award, the Contractor shall submit to the OIG contracting officer via fax on (202) 690-1282, one executed copy of a non-disclosure agreement, (Attachment 1), for each employee assigned to work with documents, data, and other information acquired in the performance of this contract. The contractor agrees to include similar requirements in any subcontracts which it may enter into regarding or supporting work under this contract and furnish the contracting officer one copy of each subcontractor employee’s nondisclosure agreement within 5 working days after its execution. Each OIG non-disclosure agreement must be signed by an authorized Contractor administrator.

The contractor will report to the OIG Contracting Officer any breach of confidence by any persona s soon as the breach is known.

A non-disclosure agreement, whether submitted prior to or after the award of this contract, shall be binding with regard to information obtained at any time throughout the period of performance of this contract. All non-disclosure agreements are binding indefinitely unless released by a duty authorized official of the OIG. A Contractor or subcontractor employee whose employment is continuous need not execute a new agreement if his assignment to work related to this contract terminates but later resumes.

Any deviation from provisions of this clause is attributable to the Contractor or to persons allowed on the Contractor’s premises constitutes a material break of confidentiality and may be sufficient ground for default. Further, the Contractor agrees to hold the Government harmless in the amount of any judgment against the United States resulting from such a breach. At the comptroller general’s option, the Contractor shall assign all of his rights of action against any person to the United States. Disclosure in violation of the privacy procedures also may involve the imposition of criminal penalties.

To the extent this contract provides for the operation, on behalf of the OIG, of the system of records to accomplish an agency function, it shall be subject to the requirements of any OIG order or regulations pertaining to privacy procedures.

The terms “data”, “documents”, “records”, and “information” as used in this clause means any and all data, documents, records, or information which is not generally available to the public but does not include confidential business information, which is governed by this clause.

The Contractor, the Contractor’s employees, subcontractors and subContractor’s employees shall be subject to the same restrictions in the use and access of the data, documents, records and information as is required by OIG and its employees in the use and access to such data and information.

XIX. TRAVEL

The Contractor shall NOT be reimbursed for local travel within the local commuting areas associated with this SOW.

The Contractor will be advised of the dates and location of travel as soon as the information becomes available. The request for Travel Authorization must be completed with signature prior to traveling.

Travel expenses must be pre-approved in writing by the COTR and invoiced separately with all required documentation. The Contractor shall provide copies of expense reports, including recipients, attached to each invoice that includes travel.

OIG shall reimburse the Contractor for travel and lodging expenses in accordance with the Federal Travel Regulation. Reimbursement for lodging and meals shall not exceed the current per diem rate for the applicable locality.

XX. INSPECTOR AND ACCEPTANCE

A. The COTR or the COTR’s duly authorized representative will inspect and accept the services and/or supplies to be provided under this task order.
B. Inspection and acceptance will be performed at:

U.S. Department of Agriculture
Office of Inspector General
1400 Independence Ave., SW
Washington, DC 20250

C. Inspection of Services:
D. Definition. “Services,” as used in this clause, includes services performed, workmanship, and material furnished or utilized in the performance of services
E. The Government has the right to inspect and test all services called fro by the contract, to the extent practicable at all times and places during the term of the contract. The Government shall perform inspections and tests in a manner that will not unduly delay the work.
F. If any of the services do not conform with contract requirements, the Government may require the Contractor to perform the services again in conformity with contract requirements, at no increase in contract amount. When the defects in services cannot be corrected by repeating performance, the government may (1) require the Contractor to take necessary action to ensure that future performance conforms to contract requirements and (2) reduce the contract price to reflect the reduced value of the services performed.

G. If the Contractor fails to promptly perform the services again or to take the necessary action to ensure future performance in conformity with contract requirements, the Governments may (1) by contract or otherwise, perform the services and charge to the Contractor any cost incurred by the Government that is directly related to the performance of such service or (2) terminate the contract for default.

XXI.  SUBMISSION OF INVOICES

In accordance with the Prompt Payment Act, Public Law 97-117, to constitute a proper invoice, the invoice must include the following minimum information and/or attached documentation.

· Name of the business concern and invoice date;
· Contract/Delivery order Number(s), or other authorization for delivery of property or services
· Vendor Identification Number (VID);
· Description of services and dates upon which services were rendered;
· Payment terms;
· Name, Title, phone number and complete mailing address of responsible official to whom payment is to be sent;
· Total charges for the billing period;
· Name and hours of effort expended by each individual during the billing period;
· Cumulative expenditures through the billing period; and
· Statement signed by a responsible official of the concern substantially similar if not identical to the following:
“I certify that the services above have been performed in accordance with the contract and personnel, hours and/or other costs are correct and have not been previously billed. I understand that falsification may subject me to criminal and civil penalties.”



Contractor’s Signature

XXII. PAYMENTS

The contractor’s invoices shall be approved for payment upon acceptance of services.

All payments will be made in accordance with the Prompt Payment Act Public Law 97-11.

Electronic Funds Transfer

Payment is available under the Direct Deposit/Electronic Funds Transfer (DD/EFT) program in accordance with Public Law 92-366 for directing payments electronically to accounts at designated financial institutions.

The U.S. Department of Agriculture, National Finance Center (NFC) utilizes the Vendor Express system to directly deposit into a vendor’s designated back accounts the Governments payment for goods and services provided to a federal agency. In order to attain payment via the electronic funds transfer, vendors must be already enrolled with an assigned Vendor Express Identification Number or you may request an enrollment package by contacting NFC on 1-800-421-0323. It takes approximately 203 weeks to complete the enrollment process at NFC.

XXIII. STANDARDS OF CONDUCT

The Contractor shall be responsible for maintain satisfactory standard of employee competence, conduct appearance and integrity and shall be responsible for taking such disciplinary action with respect to his employees as may be necessary.

The Contracting Officer may require dismissal of employees which are deemed incompetent, careless, insubordinate, unsuitable or otherwise objectionable to the U.S. Government at any time during the life of this contract.

XXIV. WORK ORDER. (AUG 189)- ALTERNATE I (FAR 52.242-15 Stop-APR 1984)

A. The Contracting Officer may, at any time, by written order to the Contractor, require the Contractor to stop all, or any part, of the work called for by this contract for a period of 90 days after the order is delivered to the Contractor, and for any further period to which the partied may agree. He order shall be specifically identified as a stop-work order issued under this clause. Upone receipt of the order, the Contractor shall immediately comply with its terms and take all reasonable steps to minimize the incurrence of costs allocable to the work covered by the order during the period of work stoppage. Within a period of 90 days after a stop-work is delivered the Contractor, or within any extensions of that period to which the parties shall agrees, the Contracting Officer shall either-                                                                                                     

(1) Cancel the stop work; or

(2) Terminate the work covered by the order as provided  in the Termination clause of this contract.

B. If a stop-work order issued under this clause is cancelled or the period oof the order or any extension thereof expires, the Contactor shall resume work. The Contracting Officer shall make an equitable adjustment in the delivery schedule, the estimated cost, the fee, or a combination thereof, and in any other terms of the contract that may be affected, and the contract shall be modified, in writing, accordingly, if-

(1) The stop-work order results in an increase in the time required for, or in the Contractor’s cost properly allocable to, the performance of any part of this contract; and
(2) The Contractor asserts its right to the adjustment within 30 days after the end of the period of work stoppage; provided that, if the Contracting Officer decides the facts justify the action, the Contracting Officer may receive and act upon the claim submitted at any time before final payment under this contract.

C. If a stop-work order is not canceled and the work covered by the order is terminated for the convenience of the Government, the Contracting Officer shall allow reasonable costs resulting from the stop-work order in arriving at the termination settlement.

D. If a stop-work order is not canceled and the work covered by the order is terminated for default, the Contracting Officer shall allow, by equitable adjustment or otherwise, reasonable costs resulting from the stop-work order.  
                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                             
XXV. GOVERNMENT DELAY OF WORK (FAR 52.242-17 APR 1984)

A. If the performance of all or any part of the work of this contract is delayed or Interrupted (1) by an act of the Contracting Officer in the administration of this contract that is not expressly or impliedly authorized by this contract, or (2) by a failure of the Contracting Officer to act within the time specified in this contact, or within a reasonable time if not specified, an adjustment (excluding profit) shall be made for any increase in the cost of performance of this contract caused by the delay or interruption and the contract shall be modified in writing accordingly. Adjustment shall also be made in the delivery or performance dates and any other contractual term or condition affected by the delay or interruption. However, no adjustment shall be made under this clause for any delay or interruption to the extent that performance would have been delayed on interrupted by any other cause, including the fault or negligence of the Contractor, on for which an adjustment is provided or excluded under any other term or condition of this contract.

B. A claim under this clause shall not be allowed-

(1) For any costs incurred more than 20 days before the Contractor shall have notified the Contracting Office in writing of the act or failure to act involved; and
(2) Unless the claim, in an amount stated, is asserted in writing as soon as practicable after the termination of the delay or interruption, but not later that the day of final payment under the contract.
(End of clause)
XXVI. TYPE OF CONTRACT. 
The Government anticipated award of a firm-fixed Labor Hour contract for this requirement.
XXVII. EVALUATION OF OPTIONS (52.217-5 JULY 1990)

Except when it is determined in accordance with FAR 17.208© not to be in the Government’s best interest, the Government will evaluate offers for award purposes by adding the total price for all options to the total price for the basic requirement. Evaluation of options will not obligate the Government to exercise the option(s).

XXVIII. OPTION TO EXTEND THE TERM OF THE CONTRACT (52.217-9 MAR 2000)

(a) The Government may extend the term of this contract by written notice to the Contractor within 5 days; provided that the Government gives the Contractor a preliminary written notice of its intent to extend at least 60 days before the contract expires. 
(b) If the Government exercises this option, the extended contract shall be considered to include this option clause.
(c) The total duration of this contract including the exercise of any options under this clause, shall not exceed 46 months
(End of clause)



Section 508 Program Need
Requirements for accessibility based on Section 508 of the Rehabilitation Act of 1973 (29 U.S.C. 794d) are determined to be relevant for the following program need: "Call Center Services."
Section 508 Deliverable Requirements 
The activity to be performed relates to or requires the use of EIT. Section 508 must be considered as a requirement for Call Center Service outputs/deliverables to ensure that it considers specific Section 508 accessibility requirements. Further, Call Center Service outputs/deliverables should not adversely affect accessibility features of existing EIT technologies.  Technical standards from 36 CFR part 1194 Subpart B have been determined to apply to this acquisition. Solicitation respondents must describe how their background and experience will enable them to at least meet those technical provisions identified as applicable in the attached Government Product/Service Accessibility Template (GPAT).

Functional performance criteria from 36 CFR part 1194 Subpart C have been determined to apply to this acquisition. Solicitation respondents must describe how their background and experience will enable them to at least meet those functional performance criteria identified as applicable in the attached Government Product/Service Accessibility Template (GPAT).

Information, documentation, and support requirements from 36 CFR part 1194 Subpart D have been determined to apply to this acquisition. Solicitation respondents must describe how the information, documentation, and support proposed for Call Center Service outputs/deliverables will meet at least those information, documentation, and support requirements identified as applicable in the attached Government Product/Service Accessibility Template (GPAT).
Section 508 Evaluation Factors 
Responses to this solicitation will only be considered for award after it has been determined that the proposal adequately addresses the requirements for Section 508.  Only proposals which contain adequate information to document their responsiveness to the Section 508 requirements (e.g. accessibility capabilities and past performance) will be eligible for any additional merit consideration.
Section 508 Acceptance Criteria 
Call Center Service outputs/deliverables resulting from this solicitation will be accepted based in part on satisfaction of identified Section 508 requirements for accessibility.  Call Center Service outputs/deliverables must include a completed GPAT, a sample of which is included as a part of this solicitation.

Call Center outputs/deliverables should meet applicable accessibility requirements and should not adversely affect accessibility features of existing EIT technologies. 




Government Product Accessibility Template for Call (Contact/Help Desk) Center Services
[bookmark: _Toc271205357]Summary
· Column one involves consideration of all the Sections of the Standard that may apply to any deliverable.  The total number of provisions within each Section of the Standard is shown in parentheses.  
· Column two identifies the total number of provisions that typically apply to a deliverable of this type.  Some of these may not be features of the vendor’s deliverable.  Conversely, others not noted may be features of the vendor’s deliverable.  If the deliverable involves consideration of additional features, the accessibility of these features must also be considered.
· Column three is for general notes about the Sections of the Standard.  Some apply to all deliverables and some are specific to the deliverable.
· Column four is a summary of the vendor’s response to applicable provisions and additional deliverable features from the Sections of the Standard.
· Column five is where the vendor can note explanations for any of the preceding columns, e.g. there are differences between expected applicable provisions and actual product features.

	CFR 1194 Standard Sections
	Total Number of Possible Applicable Provisions
	Notes
	Total Number of Supported Provisions
	Please explain

	
	
	
	Fully
	Partial
	Not
	

	Section 1194.21 Software Applications and Operating Systems (12 provisions) 
	0
	Software applications are typically internal to the operation of the Call Center.
	
	
	
	

	Section 1194.22 Web-based Internet and Intranet Information and Applications 
(16 provisions)
	16
	Call Centers can include web-based chat or similar applications.
	
	
	
	

	Section 1194.23 Telecommunications Products
(14 provisions) 
	2
	Both provisions relate to auto attendant and interactive voice response.
	
	
	
	

	Section 1194.24 Video and Multi-media Products 
(5 provisions)
	0
	
	
	
	
	

	Section 1194.25 Self-Contained, Closed Products 
(13 provisions)
	0
	
	
	
	
	

	Section 1194.26 Desktop and Portable Computers
(4 provisions)
	0
	
	
	
	
	

	Section 1194.31 Functional Performance Criteria 
(6 provisions)
	6
	Functional performance criteria always apply.
	
	
	
	

	Section 1194.41 Information, Documentation and Support
(3 provisions)
	3
	Call Center Services require reports, documents, presentations, etc in electronic formats.  These must be accessible.
	
	
	
	


Subpart B -- Technical Standards 
Note: If there is a possibility that the provision applies, the default value is “Yes”.  

· Column one is the full text of the provision from the Standard.
· Column two documents the agency’s accessibility requirement based on common characteristics of the EIT deliverable.  Place a Yes or No in this column based on program need and actual characteristics of your expected deliverable (i.e., Is this provision seen as applicable to the expected deliverable?)
· Column three provides explanatory information about the provision to help both the agency in determining applicability and the vendor in providing accessibility information. 
· Column four is for the vendor to check off whether the deliverable meets, partially meets or does not meet the specific provision.
· Column five is for the vendor to provide an explanation of how the deliverable meets or does not meet the specific provision.  It is also an opportunity to explain why a deliverable does not have an applicable feature or why it has a feature that was not identified as applicable.
Section 1194.21 Software applications and operating systems

	Provision Text 
	Applicable 
	Notes
	How does the EIT meet this requirement? 
	Please explain

	(a) When software is designed to run on a system that has a keyboard, product functions shall be executable from a keyboard where the function itself or the result of performing a function can be discerned textually.
	No
	
	__Fully
__Partially
__No
	

	(b) Applications shall not disrupt or disable activated features of other products that are identified as accessibility features, where those features are developed and documented according to industry standards. Applications also shall not disrupt or disable activated features of any operating system that are identified as accessibility features where the application programming interface for those accessibility features has been documented by the manufacturer of the operating system and is available to the product developer.
	No
	
	__Fully
__Partially
__No
	

	(c) A well-defined on-screen indication of the current focus shall be provided that moves among interactive interface elements as the input focus changes. The focus shall be programmatically exposed so that Assistive Technology can track focus and focus changes.
	No
	
	__Fully
__Partially
__No
	

	(d) Sufficient information about a user interface element including the identity, operation and state of the element shall be available to Assistive Technology. When an image represents a program element, the information conveyed by the image must also be available in text.
	No
	
	__Fully
__Partially
__No
	

	(e) When bitmap images are used to identify controls, status indicators, or other programmatic elements, the meaning assigned to those images shall be consistent throughout an application's performance.
	No
	
	__Fully
__Partially
__No
	

	(f) Textual information shall be provided through operating system functions for displaying text. The minimum information that shall be made available is text content, text input caret location, and text attributes.
	No
	
	__Fully
__Partially
__No
	

	(g) Applications shall not override user selected contrast and color selections and other individual display attributes.
	No
	
	__Fully
__Partially
__No
	

	(h) When animation is displayed, the information shall be displayable in at least one non-animated presentation mode at the option of the user.
	No
	
	__Fully
__Partially
__No
	

	(i) Color coding shall not be used as the only means of conveying information, indicating an action, prompting a response, or distinguishing a visual element.
	No
	
	__Fully
__Partially
__No
	

	(j) When a product permits a user to adjust color and contrast settings, a variety of color selections capable of producing a range of contrast levels shall be provided.
	No
	
	__Fully
__Partially
__No
	

	(k) Software shall not use flashing or blinking text, objects, or other elements having a flash or blink frequency greater than 2 Hz and lower than 55 Hz.
	No
	
	__Fully
__Partially
__No
	

	(l) When electronic forms are used, the form shall allow people using Assistive Technology to access the information, field elements, and functionality required for completion and submission of the form, including all directions and cues.
	No
	
	__Fully
__Partially
__No
	


Section 1194.22 Web-based intranet and Internet information and applications
	Provision Text 
	Applicable 
	Notes
	How does the EIT meet this requirement? 
	Please explain

	(a) A text equivalent for every non-text element shall be provided (e.g., via “alt”, “longdesc”, or in element content).
	Yes
	
	__Fully
__Partially
__No
	 

	(b) Equivalent alternatives for any multimedia presentation shall be synchronized with the presentation.
	Yes
	
	__Fully
__Partially
__No
	 

	(c) Web pages shall be designed so that all information conveyed with color is also available without color, for example from context or markup.
	Yes
	
	__Fully
__Partially
__No
	 

	(d) Documents shall be organized so they are readable without requiring an associated style sheet.
	Yes
	
	__Fully
__Partially
__No
	 

	(e) Redundant text links shall be provided for each active region of a server-side image map.
	Yes
	
	__Fully
__Partially
__No

	 

	(f) Client-side image maps shall be provided instead of server-side image maps except where the regions cannot be defined with an available geometric shape.
	Yes
	
	__Fully
__Partially
__No
	 

	(g) Row and column headers shall be identified for data tables.
	Yes
	This requirement does not apply to tables used strictly for layout.
	__Fully
__Partially
__No
	 

	(h) Markup shall be used to associate data cells and header cells for data tables that have two or more logical levels of row or column headers.
	Yes
	
	__Fully
__Partially
__No
	 

	(i) Frames shall be titled with text that facilitates frame identification and navigation
	Yes
	This requirement is also addressed in provisions 1194.21(k) and 1194.25(i).
	__Fully
__Partially
__No
	 

	(j) Pages shall be designed to avoid causing the screen to flicker with a frequency greater than 2 Hz and lower than 55 Hz.
	Yes
	This requirement is also addressed in provisions 1194.21(k) and 1194.25(i).

This requirement is also addressed in provisions 1194.21(k) and 1194.25(i).
	__Fully
__Partially
__No
	 

	(k) A text-only page, with equivalent information or functionality, shall be provided to make a web site comply with the provisions of this part, when compliance cannot be accomplished in any other way. The content of the text-only page shall be updated whenever the primary page changes.
	Yes
	This should only be used as a last resort.
	__Fully
__Partially
__No
	 

	(l) When pages utilize scripting languages to display content, or to create interface elements, the information provided by the script shall be identified with functional text that can be read by Assistive Technology.
	Yes
	
	__Fully
__Partially
__No
	 

	(m) When a web page requires that an applet, plug-in or other application be present on the client system to interpret page content, the page must provide a link to a plug-in or applet that complies with Section1194.21(a) through (l). 
	Yes
	
	__Fully
__Partially
__No
	 

	(n) When electronic forms are designed to be completed on-line, the form shall allow people using Assistive Technology to access the information, field elements, and functionality required for completion and submission of the form, including all directions and cues. 
	Yes
	This requirement is also addressed in provision 1194.21(l).
	__Fully
__Partially
__No
	 

	(o) A method shall be provided that permits users to skip repetitive navigation links. 
	Yes
	
	__Fully
__Partially
__No
	 

	(p) When a timed response is required, the user shall be alerted and given sufficient time to indicate more time is required.
	Yes
	This requirement is also addressed in provision 1194.25(b).
	__Fully
__Partially
__No
	 


Section 1194.23 Telecommunications products
	Provision Text 
	Applicable 
	
	How does the EIT meet this requirement? 
	Please explain

	(a) Telecommunications products or systems which provide a function allowing voice communication and which do not themselves provide a TTY functionality shall provide a standard non-acoustic connection point for TTYs. Microphones shall be capable of being turned on and off to allow the user to intermix speech with TTY use.
	No
	
	__Fully
__Partially
__No
	

	(b) Telecommunications products which include voice communication functionality shall support all commonly used cross-manufacturer non-proprietary standard TTY signal protocols.
	No
	
	__Fully
__Partially
__No
	

	(c) Voice mail, auto-attendant, and interactive voice response telecommunications systems shall be usable by TTY users with their TTYs.
	Yes
	Call Centers often include interactive voice response and auto attendant.
	__Fully
__Partially
__No
	

	(d) Voice mail, messaging, auto-attendant, and interactive voice response telecommunications systems that require a response from a user within a time interval, shall give an alert when the time interval is about to run out, and shall provide sufficient time for the user to indicate more time is required.
	Yes
	Call Centers often include interactive voice response and auto attendant.
	__Fully
__Partially
__No
	

	(e) Where provided, caller identification and similar telecommunications functions shall also be available for users of TTYs, and for users who cannot see displays.
	No
	
	__Fully
__Partially
__No
	

	(f) For transmitted voice signals, telecommunications products shall provide a gain adjustable up to a minimum of 20 dB. For incremental volume control, at least one intermediate step of 12 dB of gain shall be provided.
	No
	
	__Fully
__Partially
__No
	

	(g) If the telecommunications product allows a user to adjust the receive volume, a function shall be provided to automatically reset the volume to the default level after every use.
	No
	
	__Fully
__Partially
__No
	

	(h) Where a telecommunications product delivers output by an audio transducer which is normally held up to the ear, a means for effective magnetic wireless coupling to hearing technologies shall be provided.
	No
	
	__Fully
__Partially
__No
	

	(i) Interference to hearing technologies (including hearing aids, cochlear implants, and assistive listening devices) shall be reduced to the lowest possible level that allows a user of hearing technologies to utilize the telecommunications product.
	No
	
	__Fully
__Partially
__No
	

	(j) Products that transmit or conduct information or communication, shall pass through cross-manufacturer, non-proprietary, industry-standard codes, translation protocols, formats or other information necessary to provide the information or communication in a usable format. Technologies which use encoding, signal compression, format transformation, or similar techniques shall not remove information needed for access or shall restore it upon delivery.
	No
	
	__Fully
__Partially
__No
	

	(k)(1) Products which have mechanically operated controls or keys shall comply with the following: Controls and Keys shall be tactilely discernible without activating the controls or keys.
	No
	
	__Fully
__Partially
__No
	

	(k)(2) Products which have mechanically operated controls or keys shall comply with the following: Controls and Keys shall be operable with one hand and shall not require tight grasping, pinching, twisting of the wrist. The force required to activate controls and keys shall be 5 lbs. (22.2N) maximum.
	No
	
	__Fully
__Partially
__No
	

	(k)(3) Products which have mechanically operated controls or keys shall comply with the following: If key repeat is supported, the delay before repeat shall be adjustable to at least 2 seconds. Key repeat rate shall be adjustable to 2 seconds per character.
	No
	
	__Fully
__Partially
__No
	

	(k)(4) Products which have mechanically operated controls or keys shall comply with the following: The status of all locking or toggle controls or keys shall be visually discernible, and discernible either through touch or sound.
	No
	
	__Fully
__Partially
__No
	


Section 1194.24 Video and multimedia products
	Provision Text 
	Applicable 
	Notes
	How does the EIT meet this requirement? 
	Please explain

	(a) All analog television displays 13 inches and larger, and computer equipment that involves consideration of analog television receiver or display circuitry, shall be equipped with caption decoder circuitry which  appropriately receives, decodes, and displays closed captions from broadcast, cable, video-tape, and DVD signals. As soon as practicable, but not later than July 1, 2002, widescreen digital television (DTV) displays measuring at least 7.8 inches vertically, DTV sets with conventional displays measuring at least 13 inches vertically, and stand-alone DTV tuners, whether or not they are marketed with display screens, and computer equipment that involves consideration of DTV receiver or display circuitry, shall be equipped with caption decoder circuitry which appropriately receives, decodes, and displays closed captions from broadcast, cable, videotape, and DVD signals.
	No
	
	__Fully
__Partially
__No
	 

	(b) Television tuners, including tuner cards for use in computers, shall be equipped with secondary audio program playback circuitry.
	No
	
	__Fully
__Partially
__No
	 

	(c) All training and informational video and multimedia productions which support the agency's mission, regardless of format, that contain speech or other audio information necessary for the comprehension of the content, shall be open or closed captioned.
	No
	
	__Fully
__Partially
__No
	 

	(d) All training and informational video and multimedia productions which support the agency's mission, regardless of format, that contain visual information necessary for the comprehension of the content, shall be audio described.
	No
	
	__Fully
__Partially
__No
	 

	(e) Display or presentation of alternate text presentation or audio descriptions shall be user-selectable unless permanent.
	No
	
	__Fully
__Partially
__No
	 


Section 1194.25 Self-contained, closed products
	Provision Text 
	Applicable 
	Notes
	How does the EIT meet this requirement? 
	Please explain

	(a) Self contained products shall be usable by people with disabilities without requiring an end-user to attach Assistive Technology to the product. Personal headsets for private listening are not Assistive Technology.
	No
	
	__Fully
__Partially
__No
	 

	(b) When a timed response is required, the user shall be alerted and given sufficient time to indicate more time is required. 
	No
	
	__Fully
__Partially
__No
	 

	(c) Where a product utilizes touchscreens or contact-sensitive controls, an input method shall be provided that complies with Section1194.23 (k) (1) through (4).
	No
	
	__Fully
__Partially
__No
	 

	(d) When biometric forms of user identification or control are used, an alternative form of identification or activation, which does not require the user to possess particular biological characteristics, shall also be provided.
	No
	
	__Fully
__Partially
__No
	 

	(e) When products provide auditory output, the audio signal shall be provided at a standard signal level through an industry standard connector that will allow for private listening. The product must provide the ability to interrupt, pause, and restart the audio at anytime.
	No
	
	__Fully
__Partially
__No
	 

	(f) When products deliver voice output in a public area, incremental volume control shall be provided with output amplification up to a level of at least 65 dB. Where the ambient noise level of the environment is above 45 dB, a volume gain of at least 20 dB above the ambient level shall be user selectable. A function shall be provided to automatically reset the volume to the default level after every use.
	No
	
	__Fully
__Partially
__No
	 

	(g) Color coding shall not be used as the only means of conveying information, indicating an action, prompting a response, or distinguishing a visual element.
	No
	
	__Fully
__Partially
__No
	 

	(h) When a product permits a user to adjust color and contrast settings, a range of color selections capable of producing a variety of contrast levels shall be provided.
	No
	
	__Fully
__Partially
__No
	 

	(i) Products shall be designed to avoid causing the screen to flicker with a frequency greater than 2 Hz and lower than 55 Hz.
	No
	
	__Fully
__Partially
__No
	 

	(j) (1) Products which are freestanding, nonportable, and intended to be used in one  location and which have operable controls shall comply with the following: The position of any operable control shall be determined with respect to a vertical plane, which is 48 inches in length, centered on the operable control, and at the maximum protrusion of the product within the 48 inch length on products which are freestanding, non-portable, and intended to be used in one location and which have operable controls.
	No
	
	__Fully
__Partially
__No
	 

	(j)(2) Products which are freestanding, nonportable, and intended to be used in one location and which have operable controls shall comply with the following: Where any operable control is 10 inches or less behind the reference plane, the height shall be 54 inches maximum and 15 inches minimum above the floor.
	No
	
	__Fully
__Partially
__No
	 

	(j)(3) Products which are freestanding, nonportable, and intended to be used in one location and which have operable controls shall comply with the following: Where any operable control is more than 10 inches and not more than 24 inches behind the reference plane, the height shall be 40 inches maximum and 15 inches minimum above the floor.
	No
	
	__Fully
__Partially
__No
	 

	(j)(4) Products which are freestanding, nonportable, and intended to be used in one location and which have operable controls shall comply with the following: Operable controls shall not be more than 24 inches behind the reference plane.
	No
	
	__Fully
__Partially
__No
	 


Section 1194.26 Desktop and portable computers
	Provision Text 
	Applicable 
	Notes
	How does the EIT meet this requirement? 
	Please explain

	a) All mechanically operated controls and keys shall comply with Section1194.23 (k) (1) through (4).
	No
	
	__Fully
__Partially
__No
	 

	(b) If a product utilizes touchscreens or touch-operated controls, an input method shall be provided that complies with Section1194.23 (k) (1) through (4).
	No
	
	__Fully
__Partially
__No
	 

	(c) When biometric forms of user identification or control are used, an alternative form of identification or activation, which does not require the user to possess particular biological characteristics, shall also be provided.
	No
	
	__Fully
__Partially
__No
	 

	(d) Where provided, at least one of each type of expansion slots, ports and connectors shall comply with publicly available industry standards.
	No
	
	__Fully
__Partially
__No
	 


Subpart C -- Functional Performance Criteria
Section 1194.31 Functional performance criteria
	Provision Text 
	Applicable 
	Notes
	How does the EIT meet this requirement? 
	Please explain

	(a) At least one mode of operation and information retrieval that does not require user vision shall be provided, or support for Assistive Technology used by people who are blind or visually impaired shall be provided.
	Yes
	
	__Fully
__Partially
__No
	 

	(b) At least one mode of operation and information retrieval that does not require visual acuity greater than 20/70 shall be provided in audio and enlarged print output working together or independently, or support for Assistive Technology used by people who are visually impaired shall be provided.
	Yes
	
	__Fully
__Partially
__No
	 

	(c) At least one mode of operation and information retrieval that does not require user hearing shall be provided, or support for Assistive Technology used by people who are deaf or hard of hearing shall be provided.
	Yes
	
	__Fully
__Partially
__No
	 

	(d) Where audio information is important for the use of a product, at least one mode of operation and information retrieval shall be provided in an enhanced auditory fashion, or support for assistive hearing devices shall be provided.
	Yes
	
	__Fully
__Partially
__No
	 

	(e) At least one mode of operation and information retrieval that does not require user speech shall be provided, or support for Assistive Technology used by people with disabilities shall be provided.
	Yes
	
	__Fully
__Partially
__No
	 

	(f) At least one mode of operation and information retrieval that does not require fine motor control or simultaneous actions and that is operable with limited reach and strength shall be provided.
	Yes
	
	__Fully
__Partially
__No
	 


Subpart D -- Information, Documentation, and Support
Section 1194.41 Information, documentation, and support
	Provision Text 
	Applicable 
	[bookmark: _Toc252881022]Notes
	How does the EIT meet this requirement? 
	Please explain

	(a) Product support documentation provided to end-users shall be made available in alternate formats upon request, at no additional charge.
	Yes
	If Web-based information, documentation, and support are requested, provisions from Section 1194.22 Web-based intranet and internet information and applications apply.

Three provisions from 1194.24 Video and multimedia may also apply if information, documentation, and support are provided via video or multimedia production.
	__Fully
__Partially
__No
	 

	(b) End-users shall have access to a description of the accessibility and compatibility features of products in alternate formats or alternate methods upon request, at no additional charge.
	Yes
	If Web-based information, documentation, and support are requested, provisions from Section 1194.22 Web-based intranet and internet information and applications apply.

Three provisions from 1194.24 Video and multimedia may also apply if information, documentation, and support are provided via video or multimedia production.
	__Fully
__Partially
__No
	 

	(c) Support services for products shall accommodate the communication needs of end-users with disabilities. 
	Yes
	If Web-based information, documentation, and support are requested, provisions from Section 1194.22 Web-based intranet and internet information and applications apply.

Three provisions from 1194.24 Video and multimedia may also apply if information, documentation, and support are provided via video or multimedia production.
	__Fully
__Partially
__No
	 














