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Section B — Supplies or Services and Prices/ Costs

B.1. COST OF BASE YEAR AND CPTI ONS

The services listed in Section C below of this contract are priced on
the basis of a base year and four one year options. The contractor
shall insert prices below for each period of performance |isted

Base Year 0001 Call Center QOperations Cost
0002 Facilities — Lease Cost
0003 Facilities — Utilities Cost
0004 Facilities — Additional Costs
0005 Fee
Tot al Base Year Costs and Fee

Option Year 1 0001 Call Center QOperations Cost
0002 Facilities — Lease Cost
0003 Facilities — Wilities Cost
0004 Facilities — Additional Costs
0005 Fee
Total Option Year 1 Costs and Fee

Option Year 2 0001 Call Center Operations Cost
0002 Facilities — Lease Cost
0003 Facilities — Uilities Cost
0004 Facilities — Additional Costs
0005 Fee
Total Option Year 2 Costs and Fe

Option Year 3 0001 Call Center Operations Cost
0002 Facilities — Lease Cost
0003 Facilities — Wilities Cost
0004 Facilities — Additional Costs
0005 Fee
Total Option Year 3 Costs and Fee

Option Year 4 0001 Call Center Operations Cost
0002 Facilities — Lease Cost
0003 Facilities — Wilities Cost
0004 Facilities — Additional Costs
0005 Fee
Total Option Year 4 Costs and Fee

Total (Base Year and All Option Years including fee)

B.2 TRAVEL

Estimated travel expenses shall be shown separately. Travel expenses
for contractor personnel nust have prior Agency approval and will be
rei nbursed in accordance with FAR 31.205-46, Travel Costs, and in
accordance with the Federal Travel Regulations at 41 CF. R Part 301

B.3. AGENCY TRAVEL
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Estimated travel for Agency enployees to the proposed call center site
will be added to proposed costs and fees for eval uati on purposes. The
agency anticipates 42 trips per year to the call center site selected
by the contractor. This is based on history gathered from our existing
call center in Cunberland, Maryland. Travel costs to this relatively
nearby call center are expected to be nearly $13,000 per year. In
order to fulfill its fiduciary duty to the participants and
beneficiaries of the TSP, the agency will evaluate offers including
reasonabl e agency travel costs. The agency will construct travel
assum ng the agency office in Washington, D.C. as the point of trip
origination and conclusion. Airfares will be cal culated using the
travel costs negotiated by GSA for its “Airline City Pairs” program
whi ch can be found at http://apps.fss.gsa.gov/citypairs/search/. In
those instances were no city pair exists, a 14 day nonrefundable fare
will be used for estinmating purposes. Hotel costs and neals will be
cal cul ated using the established per diemrates which can be found at
http://ww. gsa.gov. Car rental rates will be cal culated using the

m dsi ze vehicle rate | ocated at

http://ww. sddc. arny. m | / CONTENT/ 657/ donesti c. pdf. For shorter

di stances, travel will be calculated at the established Privately Omned
Vehicl e M| eage Rei nbursenment rate found at http://ww. gsa.gov. Al
travel will be assuned to occur during normal business hours, however

| onger trips involving hours beyond nornmal business hours will have

t hose additional hours included at the agency average hourly locality
rate established as a G5-13 Step 5 for Washington D.C. |ocated at

htt p: // wwv. opm gov/ oca/ 05t abl es/ i ndexGS. asp.

Section C — Description/ Specifications/Wrk Statenent

A. 1. | NTRODUCTION The Federal Retirenment Thrift |nvestnent Board
(FRTIB, TIB, or Agency) adninisters a retirenent savings and i nvestnent
pl an for Federal enployees called the Thrift Savings Plan (TSP). The
TSP was established by the Federal Enpl oyees’ Retirenent System Act of
1986 (FERSA), and is codified primarily at 5 U S.C. 8§ 8351 and 8401-
8479. The TSP offers Federal enpl oyees the sane type of savings and
tax benefits that many private sector corporations offer their

enpl oyees under 401(k) plans. The TSP currently has over 3.4 million
participants, with assets of over $152 billion

A. 2. In 2003, the Agency inplenented an autonated TSP record keeping
syst em whi ch noved the TSP from a nonthly-val ued plan to a daily-val ued
pl an. The new system and daily val uation increased the nunbers of
calls and participant inquiries, which were partially offset by a
change in the loan program To ensure a full-response capability for
calls from TSP participants and beneficiaries, the Agency awarded a
contract in 2004 to establish a parallel call center to handle half of
the call volunme and provide total coverage in the event of a disaster
or work interruption at its primary call center located at the
Department of Agriculture’s National Finance Center (NFC) in New

O'| eans, LA

A.3. At the direction of the Board, the Agency has begun to conduct

full and open conpetition for all of its support services. The next
phase for call center support services is to request proposals for the
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current call center operation in New Ol eans to ensure the best support
at the lowest cost to the participants and beneficiaries. Included
with the call center functions are the closely-related functions of
responding to witten correspondence fromparticipants and
beneficiaries and fulfillnment services related to partici pant
inquiries.

A 4. Therefore, the Agency requires a contractor to establish a cal
center and to provide responses to witten correspondence and limted
fulfillment functions in an area of the country that would be 250 mles
fromthe existing call center located in Cunberland, MD. This new cal
center woul d provide coverage of all calls in the event of a disaster
that affects the Cunberland call center operations. Qherw se, the new
call center will handle 50% of daily phone traffic and 100% of the
written correspondence. A key elenent of the Agency's operating plan
is for each of these centers have the ability to provide 100% di saster
recovery and service interruption relief for the other site.

A.5. The Agency intends for this contract to provide a governnent -
owned, contractor operated (G0CO operation. That is, the Agency will
directly provide for the facility and utilities, conputer workstations,
custom software applications, required servers, required tel ephone and
data lines, etc. The contractor will provide the labor required to
operate and nanage the call center and witten correspondence/
fulfillment services. The contractor will also provide facility
managenment and naintain the property.

A.6. The location of the facility is up to the Oferor, as long as it
is 250 mles from Cunberl and, MD and space is available to be | eased by
the Agency. An O feror may propose space currently operated by the

O feror as a call center if the additional space required for the
Agency's operations can be | eased separately. An Oferor shall not
propose forei gn owned property.

B.1. SCOPE. The Agency is soliciting proposals fromqualified firns
possessi ng t he background and expertise necessary to provi de externa
call center support and witten correspondence handling services. The
Agency requires a supplier that will provide phone coverage (at | east
10 hours a day, 5 days a week) while naintaining a superior service

| evel , strong customer service, and accurate, tinmely reporting.

B.2. The Agency will utilize the new call center to conpl enent the
current call center in Cunberland, MD. The Agency is seeking a cal
center that has experienced and professional agents. The service
representatives will respond to incomng calls that concern (but are
not limted to):

Account Mai nt enance

Loan | ssuances and Repaynents
Wt hdrawal |nfornation
Servi ce Requests

The five nbst conmmon subcategories of call types include:

Loan status (29%
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Loan policy questions (14%

Loan repaynent questions (11%
Status/ account information (10%
Request for forns (10%

B.3. Routine witten correspondence and fulfillnment requests from Pl an
partici pants and beneficiaries are expected to be handl ed by the
contractor in accordance with procedures provided by the Agency. Most
routi ne correspondence can be handl ed t hrough out going tel ephone calls
or standard witten responses. Non-routine correspondence wll be
forwarded to the Agency for processing.

B.4. The following is a summary of the responsibilities of the agency
and the O feror:

The Agency will be responsible for

Providing the facility

Installation, maintenance, and repair of al
equi pnent

Connecti ng tel ephone and Internet |ines
Uilities

Instal |l ati on, maintenance, and nodification of
sof tware and prograns

O fice furnishings

The O feror will be responsible for

= Proposing a facility to be used
» Providing the labor to operate and nmanage a cal
center
= (perational maintenance of the equi pnent and software
= Maintaining the grounds and facilities
= Ofice and building supplies

C. 1. DESCRI PTION OF WORK TO BE PERFORMED Interested O ferors nust
respond to all portions of the QUESTI ONNAI RE FOR EXTERNAL CALL CENTER
SERVI CES, Attachnment A, thereby providing a conprehensive business
solution to the Board. |If an Oferor believes that its capabilities
are limted to specific portions of the solicitation s requirenents,
the Oferor should so state; however, this will adversely affect your
chances for award.

C.2. Oferors are expected to handle incoming calls, witten
correspondence, and nmanual fulfillment requests generated by calls and
correspondence. A snall percentage of transactions will require an
out bound call to conplete. The tinme required to nmake these calls is
included in the time estimates in the tables below. Al transactions
are handl ed Monday t hrough Friday, with the exception of the follow ng
hol i days:

New Year' s Day
Martin Luther King' s Birthday
Presi dent’ s Day
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Menori al Day

| ndependence Day (July 4)
Labor Day

Col unbus Day

Veteran’s Day (Novenber 11)
Thanksgi vi ng Day

Chri st mas Day

C.3 Oferors are expected to handle 30% of the TSP s total call vol une
for the first nonth of the contract, 40% for the second nonth, and 50%
for the third nonth and beyond. Call volune estimates for the first
twel ve nonths of this contract are included in the table bel ow

Mont h Esti mated | % of Call Tot al Aver age
Tot al Vol urme to Cal | Handl e
Cal | O feror Volume to |Tine
Vol une O feror (m nut es)
Cct ober 2005 149, 281 30 44,784 6.0
Novenber 2005 | 154, 289 40 61, 716 5.8
Decenber 2005 | 144,681 50 72,341 5.6
January 2006 148, 777 50 74, 389 5.4
February 2006 |132,792 50 66, 396 5.3
Mar ch 2006 146, 380 50 73, 190 5.1
April 2006 155, 671 50 77, 836 5.1
May 2006 161, 386 50 80, 693 4.9
June 2006 150, 935 50 75, 468 4.9
July 2006 152, 595 50 76, 298 4.9
August 2006 135,772 50 67, 886 4.9
Sept enber 129, 184 50 64, 592 4.9
2006
The O feror is expected to answer 90% of these calls within 20 seconds,

and 2% or |ess of the phone calls should receive a busy signal

Pl ease note that under nornal operating circunstances the OQferor wll
be expected to handle only that volune indicated in the columm | abel ed
“Total Call Volume to Offeror”. The O feror nust, however, be able to
handl e total programtraffic (as indicated in the colum | abel ed
“Estimated Total Call Volune”) within 24 hours of notification of a

di saster or service interruption at the Cunberland site. Further, the
above vol unes are based on past experience and nmay change due to the

i mpl ement ati on of new progranms (e.g., the introduction of life cycle
funds and changes in open season rules).

For the four option years of this contract, the Oferor should assune
an annual call growh rate of 5 percent and should anticipate handling
50 percent of the total programtraffic.

C. 4. The parallel call center wll
The estimated percent of cal

be open from Monday t hrough Friday.
vol urre received by day is:
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Day of Wek Percent of Phone
Traffic

Monday 25

Tuesday 22

Wednesday 19

Thur sday 17

Fri day 17

C. 5. The current call center coverage is from7:00 AMto 9:00 PM ET.
The O feror is to provide phone coverage during these hours for at

| east ten hours per day, with the actual hours to be determ ned upon
i ssuance of contract. Current call volume percents by interval

t hroughout the day are:

Time Interval Avg Percent of Phone
Begi nni ng at Traffic
7:00 am 0.61
7:30 0.96
8: 00 1.95
8:30 2.81
9: 00 4.25
9: 30 4.88
10: 00 5.53
10: 30 5.87
11: 00 5.55
11: 30 5.88
12: 00 pm 5.43
12: 30 5.27
1. 00 5.37
1:30 5.35
2: 00 5.43
2:30 5. 40
3:00 5.08
3:30 5. 06
4: 00 4.68
4: 30 3.95
5: 00 2.61
5:30 2.14
6: 00 1.55
6: 30 1.22
7: 00 1.01
7:30 0. 86
8: 00 0.71
8: 30 0.59

C.6. The Oferor will process witten inquiries received from
participants and beneficiaries, as well as provide manual fulfill nment
services for requests received via witten correspondence and the

tel ephone. Al witten correspondence is inmaged prior to processing,
so the agents will be working fromimages rather than paper

a. These witten inquires include, but are not linmted to,
general questions regarding the TSP program benefits and account
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activity; requests fromfinancial institutions regarding transferring
funds to and fromthe TSP, requests for forns, publications,

repl acenents for participant statenents or IRS Form 1099-Rs, etc. The
Oferor nust also forward requests for appropriate corrective action
for problens identified with the various other conponents of the TSP
System (e.g., requesting a replacenent for a |ost disbursenment or
correction of a data entry error) and track this activity (using
Agency-provided e-formfunctionality and case managenent tracki ng

systenj.

b. Responses can be via recorded tel ephone calls, using standard
letters or forms, or other Agency-approved nethods. The Oferor nmay be
asked to fax or mail the responses to the participants. Al inquiries
nust be tracked and recorded in either the participant service
representative application or in the i magi ng system Perfornance
reports must be provided nonthly. (Performance standards are provided
in Attachment B and may be expanded.)

C.7. The Oferor will be expected to handle 100% of witten
correspondence fromthe first nonth of production operations through
the end of the contract. The projected volunme of witten
correspondence for the first twelve nonths of the contract is as
fol | ows:

Mont h Esti mat ed Aver age
Total Witten |Time to
Correspondence | Conpl et e
Vol unme (m nut es)

Cct ober 2005 5,945 17

Novenber 2005 5, 400 16

Decenber 2005 6, 267 15

January 2006 6, 889 13

February 2006 6, 124 12

March 2006 7,379 11

April 2006 4,525 10

May 2006 5, 456 10

June 2006 5,091 10

July 2006 5,698 10

August 2006 6, 667 10

Sept enber 2006 |3, 767 10

The average tine to conplete these transactions includes all tine
required for research and resol ution, including rmaki ng outbound calls
when necessary. The O feror is expected to conplete 90% of witten
correspondence within five days of receipt.

For the four option years of this contract, the Offeror should assune
an annual witten correspondence growh rate of 2 percent per year

C.8. Many requests for fulfillment nmaterials can be automatically
conpl eted via the system However, approxi nmately 0.85% of phone calls
and 25% of witten correspondence yield fulfillnment requests that nust
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be manual ly conpleted by the Oferor. Fifty-seven percent of these are
fulfilled via fax. This requires the agent to print out a docunent and
manual ly feed it, along with a cover sheet, through the fax nachine.
Forty-three percent of fulfillment is conpleted via paper and the US
mail. Conpletion of these transactions typically involves the printing
of a formletter, the selection of pre-printed material to acconpany
the letter, stuffing the materials into an envel ope, running the

envel opes through mnetering equi pnent, and ensuring daily pick-up of the
envel opes by the U S. Postal Service.

C. 9. The expected volume of manually generated fulfillment materials
that rmust be conpleted by the Oferor is as foll ows:

Mont h Esti mat ed Total Vol une
of Manual |y Generated
Ful fill ment Requests
Cct ober 2005 1, 867

Novenber 2005 1,875

Decenber 2005 2,182

January 2006 2,355

February 2006 2,095

March 2006 2,467
April 2006 1, 793
May 2006 2,050
June 2006 1,914
July 2006 2,073
August 2006 2,244

Sept enber 2006 |1, 491

For the four option years of this contract, the Oferor should assune
an annual growh rate of 3 percent for manually generated ful fill ment
requests.

C. 10. The Agency has an established Quality Assurance Program
(including both a call nonitoring conponent and a call satisfaction
survey conponent) which the Oferor nust incorporate into its quality
assurance activities. A copy of the Quality Assurance Programis

provi ded as Attachnent C, and includes guidelines on the nunber of
calls that the Oferor nust nonitor per agent. A copy of the script
for the call satisfaction survey is provided as Attachnment D. The
Oferor is required to conplete a statistically significant sanple that
is generally between 100 and 200 surveys per nonth.

C.11. The Oferor nust devel op and maintain an el ectroni ¢ know edge
managemnent dat abase (preferably with key word search capabilities).
The Agency will assist in the popul ation of the database by providing
program i nformati on, Questions and Answers, etc.; however, the Oferor
will need to add naterial as necessary. (The Agency has a formal
process in place for process and procedure approvals).

C.12. Al phone and witten inquiries will be conpleted using
t el ephones and personal conputer workstations supplied by the Agency
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for each call center enployee. The Agency wi |l provide naintenance for
the conputers, but the Oferor is expected to nonitor enployee usage to
ensure that the conputers are cared for properly and are used solely
for TSP purposes.

C.13. The Oferor will be provided with equi pnent that will record
100% of incom ng and outgoing calls. The Agency will maintain the
equi prent, and the Offeror is expected to store one nonth of tapes on-
site and all other tapes safely and securely off-site for the life of
the contract.

C. 14. The Oferor nust denonstrate the capability to provide training
on-site. The Board will provide “Train the Trainer” services for
program and application training, after which the Oferor will be fully
responsi ble for conpleting this training. The Oferor is expected to
provide routine conputer-related skills training for all associates
assigned to the phones, along with custoner service skills training.
This training nust be subnmitted to and approved by the Board.

C.15. The Oferor nust denonstrate the ability to accurately forecast

vol ure and handle tinme demand for calls, witten correspondence, and
fulfillment requests.

Section D — Packagi ng and Mar ki ng
Not appl i cabl e.
Section E — Inspection and Acceptance

E. 1. 52.252-2 dauses Incorporated By Reference (Feb 1998)

This contract incorporates one or nore clauses by reference, with the
same force and effect as if they were given in full text. Upon request,
the Contracting Officer will nake their full text available. Al so, the
full text of a clause nmay be accessed el ectronically at this address:

http://ww. acgnet. gov/far/

52.246-3 | nspection of Supplies-Cost-Rei nbursenent (May 2001)
52.246-5 I nspection of Services-Cost-Rei nbursenent (Apr 1984)

Section F — Deliveries or Perfornance

F.1. 52.252-2 O auses Incorporated By Reference (Feb 1998)

This contract incorporates one or nore clauses by reference, with the
sane force and effect as if they were given in full text. Upon request,
the Contracting Officer will make their full text available. Al so, the
full text of a clause may be accessed electronically at this address:

http://ww. acgnet. gov/far/

52.242-15 Stop-Wrk Order (Aug 1989) Alternate | (Apr 1984)
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F. 2. DELIVERABLES The O feror shall provide nonthly progress reports
that summarize significant acconplishnents and statistics for each

cal endar nonth. Additional nmanagenent reports (e.g., actual daily call
vol unes, call durations, service factors attai ned, hang-ups, and other
statistics) that would al so be provided by the Oferor are shown in
Attachnment E. The offeror will devel op and deliver a know edge

dat abase as described in paragraph C 11 and provide quarterly updates.

F.3. PERFORMANCE Period of performance. The termof this contract is
one year, with four one-year renewabl e options.

F.4. Place of performance. The site (and all associates assigned to
the tel ephones) selected to handle these calls nust be within the
United States, defined for this purpose as the 50 states and the
District of Colunbia. The site should be at |least 250 mles from
Cunberl and, MD so as to function as a disaster recovery option if the
Cunberland site is for any reason incapacitated.

F.5. Language. English is the only | anguage to be supported for this
pr ogr am

F. 6. Hours of operation. Under nornal conditions, the Offeror will be
expected to operate at least ten hours daily between 7:00 AM Eastern
Time and 9: 00 PM Eastern Tine from Monday through Friday. The actual
start and stop tine will be determined at the tinme of contract award.
At any tinme when coverage for the Cunberland site is required, however,
the O feror will be expected to cover the phones from 7: 00 AM Eastern
Time until 9:00 PM Eastern Tine, Monday through Friday.

Section G — Contract Adm nistrati on Data

G 1. CONTRACTUAL | NFORVATI ON

Contractual interpretation and assistance nay be obtai ned by
cont acti ng:

Federal Retirenent Thrift |nvestnent Board
1250 H Street, N W, Suite 200
Washi ngt on, DC 20005-3952

Attn: Robert Battershy
Phone: (202) 942-1693
E- Mai | : RBATTER@ sp. gov

G 2. CONTRACTI NG CFFI CER S TECHNI CAL REPRESENTATI VE

a. The Contracting O ficer hereby designates the bel ow naned
i ndividual as the Contracting Officer's Techni cal Representative
(COIR) .
Nane: (To be conpleted at tinme of award)
Addr ess: Federal Retirenment Thrift |nvestnent Board

1250 H Street, N W, Suite 200
Washi ngt on, DC 20005- 3952
Phone: (To be conpleted at tine of award)
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The COTR is responsible for administering the performance of work
under this contract. |In no event, however, wll any
under st andi ng, agreenent, nodification, change order, or other
matter deviating fromthe terns of this contract be effective or
bi ndi ng upon the Agency unless fornalized by proper contractua
docunents executed by the Contracting Oficer. The COIR is
responsi ble for:

1. Monitoring the Contractor's progress, including the
surveill ance and assessnent of perfornmance, and
reconmendi ng to the Contracting Oficer changes in
requi renents;

2. Interpreting the scope of work;

3. Perform ng i nspections and acceptances required by this
contract; and,

4, Assisting the Contractor in the resolution of technica
probl ems encountered during the performance of the
contract.

The Contracting Officer is responsible for directing any changes
in the ternms, conditions, or anmounts cited in the contract.

In order for the Contractor to rely upon gui dance fromthe COIR
t he gui dance nust:

1. Be consistent with the description of work set forth in the
contract;
2. Not constitute new assignments of work or a change to the

expressed terns, conditions, or specifications incorporated
into the contract;

3. Not constitute a basis for an extension to the period of
performance or contract delivery schedul e; and,

4. Not constitute a basis for any increase in the contract
cost .

The COTR may be changed by the Agency at any tine wthout prior
notice to the Contractor. Witten notice to the Contractor will
be given by the Contracting Oficer to effect any change in COIR

If in the opinion of the Contractor, any instruction or direction
i ssued by the COTR is not provided for in any of the provisions
of the Contract, the Contractor shall not proceed but shal

notify the Contracting Oficer in witing within five (5) working
days after the receipt of any such instruction or direction and
shal |l request the Contracting Oficer to nodify the contract
accordingly. Upon receiving such notification fromthe
Contractor, the Contracting Oficer shall issue an appropriate
contract nodification or advise the Contractor in witing that,
in his/her opinion, the technical direction is within the scope
of this clause and does not constitute a change under the Changes

Page 12



O ause of the contract. The Contractor shall thereupon proceed
i medi ately with the direction given.

g. Afailure of the parties to agree upon the nature of the
instruction or direction or upon the contract action to be taken
with respect thereto shall be subject to the provisions of the
contract clause titled "D sputes.”

G 3. SUBM SSI ON OF | NVA CES

I nvoi ces submitted for paynent shall conformto the follow ng
requi renents:

a. Al'l invoices nust contain contractor’s ElI N nunber.
b. Al invoices nust contain a “remt to” address.
c. Submt all invoices to:

Federal Retirenent Thrift |nvestnent Board
1250 H Street, N W, Suite 200

Washi ngton, DC 20005-3952

Attn: Ofice of Accounting

G 4. SUBM SSI ON OF AUDI TED FI NANCI AL STATEMENTS

Each year of the contract the Oferor will subnmit audited financia
statenments to the FRTIB s Ofice of Accounting

G 5. | NCORPCRATI ON OF CONTRACTOR S PROPGCSAL

It is understood and agreed that the Contractor shall, in neeting the
requi renents of this contract, performthe work in accordance with its
proposal to the Board provi ded however, that to the extent that any
provi sions of the Causes set forth herein are in conflict or

i nconsi stent with any provisions of said proposal, the provisions of
this contract shall be controlling and shall supersede the provisions
of said proposal

G 6. ORDER OF PRECEDENCE

The order of precedence for interpretation of the terns, conditions and
requi renents of this contract shall be as follows:

Section A of the contract;

Sections B, C, E, F, G and H of the contract;
Section | of the contract; and,

Contractor's proposal, as clarified and anended.

Qoo

Section H — Special Contract Requirenents

H 1l Security. Al staff nust be US. citizens or resident aliens
with current, valid green cards. Al staff assigned to work on this
proj ect must undergo and pass a basic security check including a
crimnal and financial background check. A copy of each conpleted
background check nust be provided to the Agency before staff will be
provi ded access to the systens and data. The infornmation/data for this

Page 13



wor k nust be protected in accordance with the Privacy Act. Adequate
physi cal security (i.e., restricted access) mnmust be provided for the
work area(s) and conputer roon(s). The Oferor mnust provide for
shreddi ng any and all docunents containing a social security nunber or
other Privacy Act information

H 2. GOVERNMENT FURN SHED MATERI AL (GFM

H2.1. Facility. In addition to the facility itself, the Agency will
provide all hardware and software required for the facility as G-M

i ncluding the network and connectivity. For details see Attachnent F.
Any connectivity to the dedi cated network provided by the Agency from
the O feror must be fully discussed in the appropriate section(s) of
the responses to the questions in Attachment A.  Furniture, if
required, will be provided by the Agency. Administrative support

equi pment (such as a fax machi ne, copier, and shredder) w Il be

provi ded by the Agency as necessary. The Oferor will be expected to
nmanage the network, servers, workstations, telephones, and all other
provided GFM The O feror will be authorized to purchase from GSA
schedul e contracts when such purchases are advantageous to the Agency.

H 3. Train the Trainers. The Board will provide Thrift Savings Pl an
(TSP) program and aut omat ed TSP system operations training to the

O feror’s training personnel to enable initial and foll ow on training
of service representatives.

H 4. BUSI NESS PRACTI CES AND CONTRACT REQUI REMENTS

It is expected that the practices described by the Contractor inits
response to the Request for Proposals shall be enployed inits
performance of the requirenents of Section C of the contract. Witten
notice nust be received in advance by the Contracting O ficer for
approval of any changes to these practices.

H 5. ADVERTI SI NG AND RELEASI NG OF | NFORVATI ON

The contractor rmust not publicize, advertise, or otherw se announce its
sel ection by the Agency without the prior witten approval of the
Agency. Also, the Contractor may not release information or report on
its performance under the contract without the prior witten approval

of the Agency.

H 6. KEY PERSONNEL

a. The Contractor nust include in its proposal, by nanme and
capacity, the key personnel to be assigned to performand carry out
all phases of work under this contract. The Contractor’s key
personnel include the follow ng:

Nare Capacity
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b. The individual s nanmed above are consi dered key personnel and are
essential for the successful conpletion of all work assigned under
this contract. In the event any individual on the Iist of key
personnel is to be renoved or diverted fromthis contract, the
Contractor nmust (1) notify the Contracting Oficer; (2) supply
witten justification as to why the individual (s) is being renoved
or diverted; and, (3) provide resune of the proposed substitute or
repl acenent including the education, work experience, etc., of each
new person for Agency approval. Al notifications and ot her

i nformati on nust be subnitted to the Contracting Oficer at |east 14
cal endar days in advance of the action.

c. The Contractor nust not, under any circunstances, renove or

di vert key personnel unless prior witten authorization has been
granted by the Contracting Officer. The person replacing the key
person nust have the sane or higher qualifications and experience as
t he person repl aced.

H 7. REI MBURSEMENT CF TRAVEL EXPENSES

Travel expenses incurred under this contract and invoiced nay not
exceed the applicable Federal Travel Regul ations.

H 8. CONFI DENTI AL | NFORVATI ON

Al information provided to the Contractor is confidential and is
subject to the Privacy Act. The Contractor and contractor personne
shall maintain this information in strict confidence and shall not

di sclose this information, or information obtained as the result of its
performance of this contract, to any person or entity, other than

enpl oyees of the contractor or of the Board, without the prior witten
approval of the Board.

Section | — Contract d auses

52.252-2 d auses |ncorporated By Reference (Feb 1998)

This contract incorporates one or nore clauses by reference, with the
sane force and effect as if they were given in full text. Upon request,
the Contracting Officer will make their full text available. Al so, the
full text of a clause nmay be accessed electronically at this address:

http://ww. acgnet. gov/far/

(End of clause)

52.202-1 Definitions. (Jul 2004)

52.203-3 Gatuities. (Apr 1984)

52.203-5 Covenant Agai nst Contingent Fees. (Apr 1984)

52.203-6 Restrictions on Subcontractor Sales to the CGovernnent.

(Jul 1995)
52.203-7 Anti-Ki ckback Procedures. (Jul 1995)
52.203-8 Cancellation, Rescission, and Recovery of Funds for Illega

or Inproper Activity. (Jan 1997)
52.203-10 Price or Fee Adjustnment for Illegal or |nproper Activity.
(Jan 1997)
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52.203-12 Linmtation on Paynents to Influence Certain Federal
Transactions. (Jun 2003)

52.204-4 Printed or Copied Doubl e-Si ded on Recycled Paper. (Aug 2000)

52.204-7 Central Contractor Registration. (Cct 2003)

52.209-6 Protecting the Governnment’s Interest Wien Subcontracting with
Contractors Debarred, Suspended, or Proposed for Debarnent.
(Jan 2005)

52.215-2 Audit and Records - Negotiation. (Jun 1999)

52.215-8 O der of Precedence - Uniform Contract Format. (Cct 1997)

52.215-14 Integrity of Unit Prices. (Cct 1997)

52.215-21 Requirenment for Cost or Pricing Data or Information Q her
Than Cost or Pricing Data Mdifications. (Cct 1997) Alternate
IV (Cct 1997)

52.216-7 Al lowabl e Cost and Paynent. (Feb 2002)

52.216-8 Fixed Fee. (Mar 1997)

52.216-10 Incentive Fee. (Mar 1997)

52.217-8 Option to Extend Services. (Jan 1999)

52.222-2 Paynment for Overtime Prem uns. (Jul 1990)

52.222.3 Convict Labor. (Jun 2003)

52.222.21 Prohibition of Segregated Facilities. (Feb 1999)

52.222-26 Equal Qpportunity. (Apr 2002)

52.222-35 Equal Opportunity for Special Disabled Veterans, Veterans of
the Vietnam Era, and Qther Eligible Veterans. (Feb 2001)

52.222-36 Affirmative Action for Wirkers with Disabilities. (Jun 1998)

52.222-37 Enpl oyment Reports on Special D sabled Veterans, Veterans of
the Vietnham Era, and Qther Eligible Veterans. (Feb 2001)

52.222-41 Service Contract Act of 1965, As Amended. (May 1989)

52.222-49 Service Contract Act-Place of Performance - Unknown.
(May 1989)

52.223-6 Drug-Free Wrkplace. (May 2001)

52.223-10 Waste Reduction Program (Aug 2000)

52.224-1 Privacy Act Notification. (Apr 1984)

52.224-2 Privacy Act. (Apr 1984)

52.225-13 Restrictions on Certain Foreign Purchases. (Feb 2003)

52.227-3 Patent Indemity. (Apr 1984)

52.227-14 Rights in Data - General. (Jun 1987)

52.227-17 Rights in Data - Special Wrks. (Jun 1987)

52.227-18 Rights in Data - Existing Wrks. (Jun 1987)

52.228-7 Insurance - Liability to Third Persons. (Mar 1996)

52.230-2 Cost Accounting Standards. (Apr 1998)

52.230-3 Disclosure and Consistency of Cost Accounting Practices.
(Apr 1998)

52.230-6 Administration of Cost Accounting Standards. (Jan 1999)

52.232-17 Interest (Jun 1996)

52.232-20 Limtation of Cost (Apr 1984)

52.232-22 Linmtation of Funds (Apr 1984)

52.232-23 Assignnment of dains (Jan 1986)

52.232-25 Pronpt Paynment (COct 2003) Alternate | (Feb 2002)

52.232-33 Paynent by El ectronic Funds Transfer-Central Contractor
Regi stration (Cct 2003)

52.233-1 Disputes (Jul 2002) Alternate | (Dec 1991)

52.233-3 Protest after Award (Aug 1996) Alternate | (Jun 1985)

Applicable Law for Breach of Contract daim(Cct 2004)

52.237-2 Protection of Governnent Buildings, Equipnent, and Vegetation
(Apr 1984)

52.237-3 Continuity of Services (Jan 1991)

52.239-1 Privacy or Security Safeguards (Aug 1996)
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52.242-1 Notice of Intent to Disallow Costs (Apr 1984)

52.242-3 Penalties for Unall owabl e Costs (May 2001)

52.242-4 Certification of Final Indirect Costs (Jan 1997)

52.242-13 Bankruptcy (Jul 1995)

52.243-2 Changes- Cost - Rei nbur senment (Aug 1987) Alternate |1 (Apr 1984)

52.244-2 Subcontracts (Aug 1998) Alternate Il (Aug 1998)

52.244-5 Conpetition in Subcontracting (Dec 1996)

52.244-6 Subcontracts for Commercial Itens (Dec 2004)

52.245-1 Property Records (Apr 1984)

52.245-5 CGovernment Property (Cost-Rei nbursenent, Tine-and-Materi al
or Labor-Hour Contracts) (May 2004)

52.245-19 CGovernnent Property Furnished "As Is" (Apr 1984)

52.246-25 Limtation of Liability-Services (Feb 1997)

52.249-6 Termination (Cost-Reinbursenent) (May 2004)

52.249- 14 Excusabl e Del ays (Apr 1984)

52.251-1 Governnment Supply Sources (Apr 1984)

52.253-1 Conputer Cenerated Forms (Jan 1991)

52.222-39 Notification of Enployee Ri ghts Concerning Paynent of Union
Dues or Fees. (Dec 2004)

a) Definition. As used in this clause-

"United States" neans the 50 States, the District of Colunbia, Puerto
Ri co, the Northern Mariana |Islands, Anmerican Sanpa, GQuam the U S
Virgin |Islands, and Wake I sl and.

(b) Except as provided in paragraph (e) of this clause, during the term
of this contract, the Contractor shall post a notice, in the formof a
poster, inform ng enpl oyees of their rights concerning union nmenbership
and paynent of union dues and fees, in conspicuous places in and about
all its plants and offices, including all places where notices to

enpl oyees are custonarily posted. The notice shall include the
following information (except that the information pertaining to
Nat i onal Labor Rel ations Board shall not be included in notices posted
in the plants or offices of carriers subject to the Railway Labor Act,
as anended (45 U. S.C. 151-188)).

Notice to Enpl oyees. Under Federal |aw, enployees cannot be required to
join a union or nmaintain nenbership in a union in order to retain their
jobs. Under certain conditions, the law pernmits a union and an enpl oyer
to enter into a union-security agreenent requiring enpl oyees to pay

uni form periodic dues and initiation fees. However, enpl oyees who are
not uni on nmenbers can object to the use of their payments for certain
purposes and can only be required to pay their share of union costs
relating to collective bargaining, contract adm nistration, and

gri evance adj ustnent.

If you do not want to pay that portion of dues or fees used to support
activities not related to collective bargai ning, contract

adm ni stration, or grievance adjustnent, you are entitled to an
appropriate reduction in your paynent. |If you believe that you have
been required to pay dues or fees used in part to support activities
not related to collective bargaining, contract adm nistration, or

gri evance adjustment, you nmay be entitled to a refund and to an
appropriate reduction in future payments.

For further information concerning your rights, you nay wi sh to contact
the National Labor Relations Board (NLRB) either at one of its Regiona
offices or at the follow ng address or toll free nunber
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Nat i onal Labor Rel ations Board
D vision of Information

1099 14th Street, N W
Washi ngt on, DC 20570
1-866-667-6572

1- 866- 316- 6572 (TTY)

To |l ocate the nearest NLRB office, see NLRB' s website at
http://ww. nlrb. gov.

(c) The Contractor shall conply with all provisions of Executive O der
13201 of February 17, 2001, and related inplenmenting regulations at 29
CFR part 470, and orders of the Secretary of Labor.

(d) In the event that the Contractor does not conply with any of the
requi renents set forth in paragraphs (b), (c), or (g), the Secretary
may direct that this contract be cancelled, term nated, or suspended in
whol e or in part, and declare the Contractor ineligible for further
CGovernnent contracts in accordance with procedures at 29 CFR part 470
Subpart B-Conpliance Eval uations, Conplaint |nvestigations and

Enf orcenent Procedures. Such other sanctions or renedi es nay be inposed
as are provided by 29 CFR part 470, which inplements Executive O der
13201, or as are otherw se provided by | aw.

(e) The requirenent to post the enployee notice in paragraph (b) does
not apply to-

(1) Contractors and subcontractors that enploy fewer than 15 persons;
(2) Contractor establishnments or construction work sites where no union
has been formally recogni zed by the Contractor or certified as the
excl usi ve bargaining representative of the Contractor's enpl oyees;

(3) Contractor establishnments or construction work sites located in a
jurisdiction nanmed in the definition of the United States in which the
| aw of that jurisdiction forbids enforcenment of union-security

agr eenent s;

(4) Contractor facilities where upon the witten request of the
Contractor, the Departnent of Labor Deputy Assistant Secretary for
Labor - Managenent Prograns has waived the posting requirenents with
respect to any of the Contractor's facilities if the Deputy Assistant
Secretary finds that the Contractor has denonstrated that-

(i) The facility is in all respects separate and distinct from
activities of the Contractor related to the performance of a contract;
and

(ii) Such a waiver will not interfere with or inpede the effectuation
of the Executive order; or

(5) Wirk outside the United States that does not involve the

recrui tnment or enploynent of workers within the United States.

(f) The Departnent of Labor publishes the official enployee notice in
two variations; one for contractors covered by the Railway Labor Act
and a second for all other contractors. The Contractor shall -

(1) Obtain the required enpl oyee notice poster fromthe Division of
Interpretations and Standards, O fice of Labor-Minagenent Standards,

U S. Departnent of Labor, 200 Constitution Avenue, NW Room N 5605,
Washi ngt on, DC 20210, or fromany field office of the Departnent's

O fice of Labor-Minagenent Standards or Office of Federal Contract
Conpl i ance Prograns;

(2) Downl oad a copy of the poster fromthe Office of Labor-Mnagenent
St andards website at http://ww. ol ns. dol . gov; or

(3) Reproduce and use exact duplicate copies of the Departnent of
Labor's official poster.
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(g) The Contractor shall include the substance of this clause in every
subcontract or purchase order that exceeds the sinplified acquisition
threshol d, entered into in connection with this contract, unless
exenpted by the Departnent of Labor Deputy Assistant Secretary for
Labor - Managenent Prograns on account of special circunmstances in the
nati onal interest under authority of 29 CFR 470.3(c). For indefinite
guantity subcontracts, the Contractor shall include the substance of
this clause if the value of orders in any cal endar year of the
subcontract is expected to exceed the sinplified acquisition threshold.
Pursuant to 29 CFR part 470, Subpart B-Conpliance Eval uati ons,
Conpl ai nt I nvestigati ons and Enforcenent Procedures, the Secretary of
Labor may direct the Contractor to take such action in the enforcenent
of these regulations, including the inposition of sanctions for
nonconpl i ance with respect to any such subcontract or purchase order

If the Contractor becones involved in litigation with a subcontractor
or vendor, or is threatened with such invol venent, as a result of such
direction, the Contractor may request the United States, through the
Secretary of Labor, to enter into such litigation to protect the
interests of the United States.

52.222-42 Statenent of Equivalent Rates for Federal Hres. (May 1989)

In conpliance with the Service Contract Act of 1965, as anended, and
the regul ations of the Secretary of Labor (29 CFR part 4), this clause
identifies the classes of service enpl oyees expected to be enpl oyed
under the contract and states the wages and fringe benefits payable to
each if they were enpl oyed by the contracting agency subject to the
provisions of 5 U S. C. 5341 or 5332.

This Statenment is for Information Only:
It is not a Wage Determ nation

Enpl oyee C ass |Monetary Wage- Fringe Benefits

Section J — List of Attachnments

ATTACHVENT A - QUESTI ONNAI RE FOR EXTERNAL CALL CENTER SERVI CES
ATTACHVENT B - TSP PROGRAM PERFCORVANCE STANDARDS
ATTACHVENT C - QUALITY ASSURANCE PROGRAM DOCUMENTS
ATTACHVENT D - CUSTOVER SATI SFACTI ON SURVEY PROGRAM SCRI PT
ATTACHVENT E - SAMPLE REPORTS

F

ATTACHVENT F — CALL CENTER NETWORK (GFM

Section K — Representations, Certifications, and O her
Statenents of O ferors
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K. 1. 52.204-8 Annual Representations and Certifications.

(a)(1) If the clause at 52.204-7, Central Contractor Registration, is
included in this solicitation, paragraph (b) of this provision applies.
(2) If the clause at 52.204-7 is not included in this solicitation, and
the Oferor is currently registered in CCR, and has conpl eted the ORCA
electronically, the Oferor may choose to use paragraph (b) instead of
conpl eting the corresponding individual representations and
certifications in the solicitation. The Oferor shall indicate which
option applies by checking one of the foll owi ng boxes:

[ 1 (i) Paragraph (b) applies.

[ ] (ii) Paragraph (b) does not apply and the Offeror has conpl eted the
i ndi vidual representations and certifications in the solicitation

(b) The O feror has conpleted the annual representations and
certifications electronically via the Online Representati ons and
Certifications Application (ORCA) website at http://orca. bpn.gov. After
reviewi ng the ORCA dat abase information, the Oferor verifies by

subm ssion of the offer that the representations and certifications
currently posted el ectronically have been entered or updated within the
last 12 nonths, are current, accurate, conplete, and applicable to this
solicitation (including the business size standard applicable to the
NAI CS code referenced for this solicitation), as of the date of this
offer and are incorporated in this offer by reference (see FAR 4.1201);
except for the changes identified below [Oferor to i nsert changes,

i dentifying change by clause nunber, title, date]. These anended
representation(s) and/or certification(s) are also incorporated in this
offer and are current, accurate, and conplete as of the date of this

of fer.

FAR C ause # Title Dat e Change

Any changes provided by the Oferor are applicable to this
solicitation only, and do not result in an update to the
representations and certifications posted on ORCA

Section L — Instructions, Conditions, and Notices to
Oferors

L.1. SUBM SSION OF PROPCSAL The O ferer must provide an original and
five (5) copies of the technical proposal and an original and three (3)

copies of the price proposal. Audited financial statenents for the

| ast three years nust be submitted with each copy of the technica
proposal. Cost/price data shall not be included in the technica
proposal . The price proposal nust be submtted under a separate cover.

This will be a best val ue award.

a. Techni cal Proposal. The technical proposal nmust be linmted to 50
pages (text to be single spaced, no less than 10-pitch font), 8-1/2" X
11" white paper (no less than 20 I b. copy paper). Any pages beyond the
51st will not be reviewed (resunes are excluded fromthe page count).

Attachnment A provides all the questions you are required to answer in
your technical proposal. Present your conprehensive response to the
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questions based on information contained in this Statenment of Wrk.
Expl ai n your approach to establishing all aspects of the new cal

center, as well as location(s). Al questions should be addressed
conpl etely and concisely and in the order presented in Attachnment A

If an alternative nethod is proposed to a requirenent, provide the
proposed change and the rationale. Appendices should be used prudently
and only when a detailed response is inpractical. Anbiguous statenents
such as “all reasonable efforts.” will not be acceptable

b. Cost/Price Proposal. Mist be Iimted to 25 pages (see further
speci fications in paragraph a. above).

1. ldentify the schedule of fees as it relates to the services
to be provided. The cost structure should indicate cost of
services and include a cost breakout for any optional program
conponents avail abl e.

2. |If space is to be |leased back to the Agency fromthe
O feror the | ease costs and any additional cost (other than
| ease costs) associated with the space nust be clearly

indicated in the pricing proposal. Property Managenent and
Mai nt enance costs nust be clearly indicated in the pricing
proposal. dearly indicate any infrastructure of furnishings

that would be included in the lease if applicable. Applicable
utility rates should al so be specifi ed.

3. Provide all prices (start-up and ongoi ng) associated with
your services. List any and all costs and provi de an

expl anation for the basis of the cost (e.g., if the charge is
“per hour”, explain exactly how an hour is calculated, what is
included in the charge, and where the information provided in
your experience comes fron). Provide the costs for years one
through five of the project, along with any projected start-up
costs.

4. Include a table listing your best estimate of overall costs
by nmonth for the first year of this contract. |Include other
direct costs associated with estimated | ong-distance calls to
the Board and to the call center in Cunberland to conduct

busi ness and resol ve issues.

5. Include travel and rel ated charges that nmay be incurred
during this project. Al travel nust be approved by the COTR
in advance and will be reinbursed in accordance w th Covernnent
travel regul ations

L.2. Due Date. The proposal packages should be received by the Agency
no later than 4:00 PM Eastern Time, April 18, 2005. Address the
package as foll ows:

Federal Retirenent Thrift |nvestnent Board
Attn: M. Robert Battersby

1250 H Street, NW

Washi ngt on, DC 20005-3952

Page 21



To ensure the proposal packages arrives at the proper place on time and
to prevent opening by unauthorized individuals, your proposal package
nmust be identified on the wapper as foll ows:

Proposal Submitted in Response to Solicitation
No. TI B-05- R- XXX

Package No. of

Dat e:

L.3. Bid and Proposal Costs. The Board will not reinburse Oferors
for any expenses incurred in the preparation of proposals subnmtted in
response to this RFP

L.4. Billing. The awardee will be pernmitted to subnit invoices
nmonthly for incurred costs.

L.5. RFP Questions. All inquiries pertaining to this RFP nust be nade
inwiting via e-mail or letter and nust be received by 4:00 PM on
April 1, 2005. No ot her method will be accepted. The point of
contact for all RFP inquiries is Robert Battersby, 202-942-1693, fax
202-942-1674, enmumil rbatter@sp. gov.

L.6. Oher Considerations. The Board nmay conduct on-site visits
during the eval uati on process. The purpose of the on-site visits would
be to:

a. Substantiate proposal representations.

b. Suppl enent information obtai ned through the proposa
questionnaire.

c. I ncrease the understandi ng of the services and
operations of Oferor

d. Meet the key personnel who will have a significant role in
this contract.

e. Review systens capabilities and security.
f. Inspect the proposed facility.

g. Ensure that the facility is habitable, conforns with |oca
codes, and can be ready for occupancy w thin one nonth of
contract award

NOTE: THE AGENCY WLL NOT PAY FOR MOD FI CATIONS TO THE FACILITY TO
PREPARE | T FCR OCCUPANCY.

L. 7. THE FEDERAL RETI REMENT THRI FT | NVESTMENT BOARD NMAY, BY WRI TTEN
NOTI CE TO THE OFFEROR, TERM NATE THE RI GHT OF THE OFFERCOR TO PROCEED
UNDER ANY CONTRACT THAT ARISES AS A RESULT OF THS SCLICI TATION IF I T
IS FOUND THAT GRATU TIES, IN THE FORM OF ENTERTAI NMENT, 4 FTS OR
OTHERW SE, WERE OFFERED OR G VEN BY THE OFFEROR, OR ANY AGENT OR
REPRESENTATI VE OF THE OFFEROR, TO ANY OFFI CER OR EMPLOYEE OF THE
FEDERAL RETI REMENT THRI FT | NVESTMENT BOARD W TH THE | NTENT TO SECURE
FAVORABLE TREATMENT.
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L.8. 52.252-1 Solicitation Provisions Incorporated by Reference
(Feb 1998)

This solicitation incorporates one or nore solicitation provisions by
reference, with the sanme force and effect as if they were given in ful
text. Upon request, the Contracting Oficer will rmake their full text
avai l able. The O feror is cautioned that the listed provisions nay

i ncl ude bl ocks that nust be conpleted by the Oferor and subnitted with
its quotation or offer. In lieu of submitting the full text of those
provisions, the Oferor may identify the provision by paragraph
identifier and provide the appropriate information with its quotation
or offer. Also, the full text of a solicitation provision my be
accessed electronically at this address:

http://ww. acgnet. gov/far/

52.215-1 Instructions to Oferors-Conpetitive. (Jan 2004)
52.215-16 Facilities Capital Cost of Mney. (Jun 2003)
52.222-46 Eval uation of Conpensation for Professional Enployees.
(Feb93)

52.237-1 Site Visit (Apr 1984)

52.237-10 ldentification of Unconpensated Overtine (Cct 1997)

L.9. 52-215-20 Requirenents for Cost or Pricing Data or Infornation
QO her Than Cost or Pricing Data. (Oct 1997) Alternate IV (Cct 1997)

(a) Submi ssion of cost or pricing data is not required.
(b) Provide information described bel ow.

(1) Identify the schedule of fees as it relates to the services to be
provided. The cost structure should indicate cost of services and
i nclude a cost breakout for any optional program conponents avail abl e.

(2) If space is to be |leased back to the Agency fromthe Oferor, any
additional cost (other than | ease costs) associated with the space nust
be clearly indicated in the pricing proposal. dearly indicate any

i nfrastructure of furnishings that would be included in the lease if
applicable. Applicable utility rates should al so be specified.

(3) Provide all prices (start-up and ongoi ng) associated with your
services. List any and all costs and provide an expl anation for the
basis of the cost (e.g., if the charge is “per hour”, explain exactly
how an hour is calculated, what is included in the charge, and where
the information provided in your experience cones fron). Provide the
costs for years one through five of the project, along with any
projected start-up costs.

(4) Include a table listing your best estimate of overall costs by
month for the first year of this contract. Include other direct costs
associ ated with estinmated costs for |ong-distance calls to the Board
and to the call center in Cunberland to conduct business and resol ve

i ssues.

(5) Include travel and rel ated charges that nay be incurred during this
proj ect.

L.10. 52.216-1 Type of Contract (Apr 1994)
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The CGovernnent contenplates award of a cost plus fixed fee contract
resulting fromthis solicitation.

52.233-2 Service of Protest (Aug 1996)

(a) Protests, as defined in section 33.101 of the Federal Acquisition
Regul ation, that are filed directly with an agency, and copi es of any
protests that are filed with the General Accounting Ofice (GAO, shall
be served on the Contracting Oficer (addressed as follows) by
obtaining witten and dated acknow edgnent of receipt from Federal
Retirement Thrift |nvestnent Board, 1250 H Street, N.W, Suite 200,
Washi ngt on, DC 20005.

(b) The copy of any protest shall be received in the office designated
above within one day of filing a protest with the GAQ

Section M- Evaluation Factors for Award

M 1. EVALUATION OF OFFERS. This section sets forth the criteria that
will be used for the evaluation of each tinely offer to determ ne the
successful Oferor. The evaluation of offers will consist of a

techni cal and cost evaluation. Only proposals deened to be technically
acceptable will receive further consideration. The Agency is committed
to providing the highest | evel of custonmer service and satisfaction.
Oferors should be aware of the fact that only the hi ghest caliber of
quality and service will be accepted. This conmtnent to custormer
satisfaction and service will serve as a significant evaluation factor
as well as the justification for exercising the options.

M 2. Procedure. The Agency will select an Oferor for award in
accordance with the guidance in FAR Part 15, the Agency's Directive No.
12A, and the terns of this solicitation.

M 3. M nimum Techni cal Requirenents. The technical proposal nust
denonstrate conpliance with the m nimumtechnical factors |isted bel ow
in order to be considered for award. Proposals which do not conformto
the technical requirenents of this section will be rejected by the
Techni cal Eval uation Panel (TEP) before technical eval uation.

Through the answers provided to the questions in Attachnent A, Oferors
nmust denonstrate and certify conpliance with the follow ng m ni num
criteria:

a. That any and all sites used to process the calls and
correspondence by the Oferor are within the continental United
St ates.

b. That the call center site(s) is 250 miles from Cunberl and,

MD, in order to be considered an acceptabl e di saster recovery
alternative in the event that call processing is suspended for
any period of time in Cunberl and.

C. That the Oferor will provide a dedicated custoner service

unit with staff working solely on the contract with the Federal
Retirement Thrift |nvestnent Board.
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d. That the O feror has prior experience in operating sinilar
i nbound call center prograns and prior experience in the
financial services industry (e.g., 401(k) or simlar retirenent
pl an experience or investnment services). Cedit card fulfillnment
or basic banking services do not satisfy this criterion

e. That the O feror has prior experience operating cal
centers where phone agents handl e a m ni num of 40,000 calls per
nmonth while utilizing typical call center technology (e.g., ACD
PC, call taping system and workforce managenent systen

M 4. Techni cal Eval uation — 100 points.

Upon determining that an Oferor is in conpliance with the m ni num
technical criteria identified in M3 above, the TEP will evaluate
proposal s for technical nerit using the evaluation criteria identified
bel ow. Evaluation criteria are listed in descending order of

i mportance.

A, Qperational Managenent Capability (60 points)

The successful O feror nmust be able to denonstrate know edge of cal
center operational best practices, including fulfillnment services, and
must have a track record of applying these practices in the operation
of their call centers. This know edge nust include financial prograns
and nust involve call centers of the sanme approxi mate size as the
proposed center.

There are three areas of operational capability where the Oferor nust
di spl ay expertise: peopl e managenent, process nanagenent, and
t echnol ogy nanagenent.

1. Peopl e Managenent (25 points)

Under this category, Oferors will be reviewed for their
ability to select, train, and manage a team of individuals
that nmeet or exceed expected | evels of perfornmance. Specific
el ement s i ncl ude:

a. Mnagenent expertise (10). W will review resunes of
proposed key nenbers of the managenent team for the
Agency's call center to ensure they have the background and
experience required to successfully direct the operation
and neet program objectives.

b. Hring (5. W wll reviewthe proposal to determne
plans for recruiting and selecting staff for the program
W will evaluate such itens as turnover rates, average
tenure, and anmount of supervision to determ ne the enphasis
pl aced on the sel ection and devel opnent of front |ine

personnel. W will also reviewtotal hiring capabilities
to ensure that staffing requirenments can be net on a tinely
basi s.

c. Training (5. W wll evaluate the training program
Oferors are currently using for front |ine associates, as
well as their planned training programfor this
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requirenent. Qur revieww ll include not only new hire
training, but also the commtnent nmade to ongoing training
for experienced custoner service representatives. W wll
al so evaluate training plans for first |ine supervisors,
including initial as well as ongoing training.

d. Coaching and performance evaluation (5). These
activities are crucial to effective call center managenent.
W will review Oferors’ plans for evaluating the
performance of custoner service representatives, coaching
customer service representatives, and maxi m zing the
performance of each individual

2. Process Managenent (20 points)

The best run call centers are process intensive. It is through
t hese processes that they ensure consistent |evels of service.
W will review the follow ng.

a. Workforce managenent (10). Workforce nanagenent
processes include forecasting, staffing, scheduling, rea
ti me managenent, and service | evel nmanagenment. We will
eval uate these processes to determ ne how proactive the
organi zation is and how strong its enphasis is on planning
as opposed to reacting. Qur revieww |l focus on the
ability to effectively nmanage phone calls, witten
correspondence, and fulfillment services.

b. Quality assurance (5). No matter how good an

organi zation is at people managenent, it is the quality
assurance practices that determ ne how consi stent the
organi zation delivers services. W wll assess the
processes used by each O feror to deternine how effective
it will be at creating a consistent responsive experience
for all nenbers, whether they utilize service via phone or
t hrough witten correspondence.

c. Reporting (5). Call centers take different approaches
to reporting results. Qur revieww Il include an
assessnent of Offerors’ reporting plans to ensure that they
will provide the key netrics that produce a conplete

pi cture of performance. Reporting requirenments will

i nclude typical call center netrics as well as performance
i ndicators for witten correspondence.

3. Technol ogy Managenent (15 points)

For this contract, the Federal Retirenment Thrift |nvestnent Board
wi Il provide the application technology and facility. The
Oferor, however, will be responsible for operation of the
various systens and desktop tools, including a know edge

dat abase. W will evaluate the Oferors on the followi ng skills:

a. Disaster recovery and backup procedures (5). W will
revi ew di saster recovery procedures fromtwo different
perspectives. The first is the view of the Oferors’
operations, and the systenms and procedures they have in
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pl ace to keep their operation up and running as
consistently as possible. Qur second vieww ||l be the
ability for the Oferors to act as the disaster recovery
site if the Cunberland call center incurs a disaster. W
will also review the backup procedures to ensure that data
are not |ost.

b. Systemsecurity (5. W wll reviewcontrol and audit
procedures to ensure quality and systemsecurity. Security
controls will be reviewed to ensure that the Agency's cal
center network will be positively isolated fromany ot her
operations at the Oferor's proposed facility.

c. Know edge managenent (3). W will review the proposed
system sol ution(s) for tracking, docunenting, and accessing
procedures and technical information required to accurately
address caller inquiries.

d. Tel ephony capabilities and expertise (2). W will
review i nformati on on the type of tel ephony equipnent in
use at the reconmended facility or in other operating sites
to determ ne expertise levels with the systens best suited
to process our call vol une.

B. Account Managenent Capability (40 points)

In a call center outsourcing arrangenent, the O feror names an account
nmanager or account nmanagenent teamto act as the interface with the
client. This represents a vital comrunication link, and we will review
the following itens to gauge the | evel of account managenent expertise
offered by Oferors.

1. Programinplenentation (20). The start-up of a programis
critical toits long-termsuccess. W wll assess Oferors’
capabilities and inplenentation plans in terns of not only the
timeliness of their tasks but in the anount of comunication/
interaction they expect to provide throughout the process. W

wi |l also evaluate proposed site locations to ensure they provide
adequat e di saster recovery to Cunberl and and ease of access for
FRTIB staff in Wshi ngton DC

2. Communication (10). W are interested in locating an O feror
that takes a proactive approach in providing relevant and
accurate information. W will assess this through Oferors’
nmeeti ng and comuni cation plans the processes they have in place
for responding to client requests, and the accessibility of key
staff menbers. The clarity, neatness, conpleteness,
presentation, lack of errors, etc. of the proposal will also
reflect on the effectiveness of the Oferor's conmunication
abilities.

3. Past performance (10). W assess Offerors' past and current
contracts for the ability to provide sinilar services as sought
inthis statenment of work. W wll contact past custoners for
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i nput on Oferors' performance, conmuni cations, responsiveness,
billings, and ability to neet deadlines/schedul es.

M 5. Cost/Price Evaluation. The Agency will make its award to the
responsi ble Offeror whose offer conforns to the solicitation and is
nost advant ageous to the Board, cost/price and other factors
considered. For this solicitation, technical quality is nore inportant
than price. As proposals becone nore equal in their technical nerit,
cost/price becones nore inportant.

M 6. Award.

a. The Agency may reject any or all offers, accept other than the
| owest cost/price offer, and waive infornalities and m nor
irregularities in offers received.

b. The Agency nay award a contract on the basis of initial offers
recei ved, w thout discussions. Therefore, each initial offer should
contain the Oferor’s best terns froma cost/price and technica

st andpoi nt .

M 7. 52.252-1 Solicitation Provisions Incorporated by Reference
(Feb 1998)

This solicitation incorporates one or nore solicitation provisions by
reference, with the sanme force and effect as if they were given in ful
text. Upon request, the Contracting Oficer will make their full text
avai |l able. The Oferor is cautioned that the listed provisions may

i ncl ude bl ocks that nust be conpleted by the Oferor and subnitted with
its quotation or offer. In lieu of submtting the full text of those
provisions, the Oferor may identify the provision by paragraph
identifier and provide the appropriate information with its quotation
or offer. Also, the full text of a solicitation provision my be
accessed electronically at this address:

http://ww. acgnet. gov/far/

52.217-5 Evaluation of Options. (July, 1990)
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ATTACHVENT A
QUESTI ONNAI RE FOR EXTERNAL CALL CENTER SERVI CES

1. Confirmthat you are prepared to work within all the paraneters
outlined in the Statenment of Work. |If any paraneters present a
probl em pl ease expl ain.

2. Please confirmthat you will be able to conply with the follow ng
customer service |levels and provide the cal culation you use to
derive the follow ng netrics:

90% or nore of calls answered within 20 seconds

Bl ocked call percent (includes all internal and externa
busi es) of 2%or |ess

90% of written correspondence conpleted within 5 days of
recei pt
Further netrics such as quality rates, custoner satisfaction rates,
first call resolution, and others may be added to the requirenents
later in the project.

3. The site for the call center will be | eased by the FRTIB. Pl ease
provide the address of the site you propose for this call center
Indicate if you currently own or |lease this space, and if so, verify
that the Agency can | ease separate fromthis contract the space
required for this contract. Al so, please provide detailed
information on the facility, including total square footage, the
size of training roons, a description of telecom server roons, the
availability of a UPS/ Generator, etc.

4. Confirmthat you will provide a dedi cated custoner services unit for
the Federal Retirement Thrift Investnment Board account (i.e., a unit
servicing only the Federal Retirenment Thrift Investnent Board
account). If you do not propose a dedicated custoner service unit,
pl ease explain the organi zation to be provided and how it wll
provide the levels of service described herein; or, if applicable,
provide the m ni rum nunber of representatives required for you to
provi de a dedi cated custoner services unit.

5. Please fill out the table below providing information for at | east
two, but not nore than three, current or past clients. You should
choose those clients that nost clearly exenplify past experience
simlar to those outlined in the statenent of work in the inbound
financial services industry (investnent services/401k).

Cient #1 Client #2 Client #3
Nanme of
Organi zation

| ndustry

Cont act Nane,
Phone Nunber, and
e-mai | address

Main call types

Aver age # of
i nbound calls per
nont h
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Client #1 Client #2 Client #3
Aver age handl e
time (AHT) of
i nbound cal | s

Aver age # of

pi eces of witten
correspondence
conmpl et ed per
nont h

Site(s) where
calls arel/ were
handl ed

Brand of ACD
utilized

Brand of call
recordi ng

equi prent used (if
any)

Brand of workforce
managenment system
used (if any)

6. Provide resunes of the key personnel you expect to use for this

project. Al so, certify your understanding that if replacenents to

this teamare nmade, the resunmes of the incomng staff nust be
approved in advance by the Federal Retirenment Thrift I|nvestnent
Boar d.

7. Provide information on any training, |eadership, and/or
certification prograns you will utilize for your frontline
supervi sory/ managenent team

8. Provide the following information on your call center operations:

A. Total nunber of custoner service representatives answering
i nbound calls as their main job activity.

Average | ength of experience with your firmfor your custoner

B
servi ce representatives.

C. Average annual external (Ileaving your conpany) turnover rate
of your custoner service representatives.

D. Average annual internal (going to another job w thin your
conpany) turnover rate of your custoner service
representatives.

E. Average nunber of representatives per supervisor

9. For this contract, please provide the foll ow ng:
A. Proposed nunber of representatives per supervisor for this

pr ogr am
B. Proposed nunber of representatives per assistant

supervisor/lead technicians for this program (if you plan to

utilize this type of position).
C. An organizational chart for the call center.
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10. Pl ease describe your hiring criteria and hiring process. |nclude
information on the timefranme required to hire representatives for a
programlike the Federal Retirenent Thrift Investnment Board's, the
typical “drop out rate” at the two nonth mark, and the maxi num
nunber of representatives you will be able to hire and train at one
time for this program If you utilize different procedures for
staff handling witten inquiries or fulfillnment activities, please
provide the same information for this staff separately.

11. Briefly describe your new hire and ongoi ng agent custoner service
skills training prograns. Wat processes do you have in place to
maxi m ze a new representative' s performance as qui ckly as possi bl e?

12. Describe your perfornmance eval uati on and coachi ng prograns for
customer service representatives.

13. Pl ease describe your processes for managi ng service |evel,
efficiency, and cost. How do you propose creating a structure that
generates accurate workload forecasts and effective schedul es t hat
nmeet future workl oad denand on a nonthly, daily, and nonent-to-
nonment basi s?

14. G ven the phone traffic estinmates provided in Section C 3 of the
statenent of work, please fill in the table indicating how many Ful
Ti me Equi val ent (FTE — 40 hours per week) representatives you plan
to have on staff by nmonth for the first year of this contract, and
how many additional FTEs you plan to staff up to in the event of a
di saster in the Cunberland office. Please note that this table is
for call processing only.

# of FTE reps on Addi tional # of FTE
staff for call required to handle a

handl i ng — nor nal di saster at the
oper ati ons Cumberl and O fice

Cct ober 2005
Novenber 2005
Decenber 2005
January 2006
February 2006
March 2006
April 2006
May 2006

June 2006
July 2006
August 2006
Sept ember 2006

G ven the correspondence estimates provided in section C. 7 of the
Staterment of Work, please fill in the following table indicating the
nunber of FTE representatives required to handl e the processing of
witten correspondence.
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15.

16.

17.

18.

19.

20.

21.

# of FTE reps on
staff for witten

correspondence
processi ng

Cct ober 2005
Novenber 2005
Decenber 2005
January 2006
February 2006
March 2006
April 2006

May 2006

June 2006

July 2006
August 2006
Sept ember 2006

How long will it take you to go fromyour planned staff size to the
anount of trai ned phone representati ves needed in the event of a
prol onged disaster (i.e., nore than 48 hours) in Cunberland? How do
you propose neeting the additional needs in a cost efficient way?

VWhat processes will you utilize to provide support to custormer
service representatives faced with a caller inquiry they are unable
to handle? How will the agents quickly get the support they need to
handl e the call, and how will the percent of calls requiring extra
support be reduced in the future?

Attachments C, D, and E contain information on the quality assurance
programrequired by the Agency, including fornms and reports. Please
confirmthat you understand the nonitoring and reporting
requirenents and will staff appropriately for them G ven these
requi renents, describe your quality assurance processes, including
how you use quality data to inprove performnmance.

G ven the nature of the Thrift Savings Plan, 100% of calls mnust be
recorded. Wile the FRTIB will provide the call recording

equi prent, the Oferor nust learn the systemand maintain it. Wat
processes will you use to ensure that all calls are recorded and
that the records will be safe, secure, and easily accessible?

Descri be how you will verify that call tracking procedures (i.e.
docunenting the content of each call within the nenber database
record) will be followed for all calls.

Descri be your procedures for handling customer conplaints about
servi ce, and ot her general custoner conplaints about the program

Attachment E contains sanples of reports that nmust be provided as
part of this contract. The FRTIB will provide the systens and
tenplates required to fill in these reports, but the O feror nust
learn and maintain the systens. Please verify that you understand
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22.

23.

24,

25.

26.

27.

28.

29.

30.

31.

32.

the reports and will provide the staff required to i nput the data
and generate the reports in a tinely fashion.

Descri be how you plan to use operational perfornmance reports to help
manage this contract. Wat other reports will you utilize
internally (other than ones listed in the attachnments) to nmaxi m ze
performance results? Wo typically |ooks at performance reports in
your organi zation, and how are results comuni cated to custoner
service representatives?

What are your system and network back-up procedures?

Pl ease descri be your disaster avoi dance procedures for both

t el ephone and conputer systems. How would you handle a |ong-term
di saster (i.e., 48 hours or nore) at your site? How would you
handl e a I ong-term di saster at the parallel site in Cunberland?

What policies, procedures, and controls are in place to ensure high
quality & security in your systenms and data nanagenent? How will
you provi de physical and data/system security?

Describe your audit trails, your reconciliation procedures, data
protection, security, etc. How do you nmaintain data integrity and
quality overall?

How do you plan to isolate FRTIB representatives and data from any
ot her operations at the proposed facility (if applicable)?

The Offeror will be required to devel op and naintain a know edge
managenment systemthat participant service representatives can
access for call handling procedures. Do you have experience
devel opi ng and nai ntai ning these systens, and if so, which ones?
VWhat know edge managenent system do you propose for this program
and what are the benefits of this proposed sol ution?

Describe the different ACD, workforce managenent, and call recording
systens that your organization currently utilizes.

Describe the inplenmentation process and tinelines for call center
account plans for a project simlar in size and conplexity to this
one. Please provide a tinmetable for inplenentation for this project
including all major mlestones frompoint of contract award unti

the first call is handl ed.

How do you propose to conmuni cate progress during program

i mpl enent ati on? What processes do you follow to identify key issues
and to notify clients when a problem occurs that coul d jeopardize
timelines or other aspects of the start-up? Wat comunication will
take place during the first few days of start-up?

Descri be how you handl e conmuni cati on with your customers. WII

t here be dedi cated account nmanagenent (neani ng that the contact

wor ks exclusively on the FRTIB contract)? WII the Federa
Retirement Thrift |nvestnent Board have access to operationa
contacts? WIIl we have access to our contact person during all
hours that the operation is open? WII there be a different contact
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person assigned according to a particular work shift? Pl ease
identify the individuals by nane, title, and phone nunber.

33. How flexible are you in acconmodati ng i npronptu changes to the
services you are providing? For exanple, if the Federal Retirenent
Thrift I nvestment Board decides to add new products or delete
exi sting ones what kind of turnaround time is involved in getting
the word out to the service representatives and incorporating into
the training sessions?

34. Please fill out the follow ng table concerning nonthly performance
for up to three clients in 2004. |If you are not able to use the
client’s name for confidentiality reasons, |eave this Iine blank and
so state. |If one or nore of the objectives or performance results
was not tracked, enter “NNA’. If the project was not active from
July to Decenber of 2004, provide the nost recent six nonths of
dat a.

dient #1

Name of
client:

Industry:

Jul-04 | Aug-04 | Sep-04 | Oct-04 | Nov-04 | Dec-04

# of calls
answered
Service
level
objective
Service
level result
ASA
objective

ASA result
Blocked
call %
objective
Blocked
call %
result

Call quality
objective
Call quality
result

dient #2
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Name of
client:

Industry:

Jul-04

Aug-04

Sep-04

Oct-04

Nov-04

Dec-04

# of calls
answered

Service
level
objective

Service
level result

ASA
objective

ASA result

Blocked
call %
objective

Blocked
call %
result

Call quality
objective

Call quality
result

dient #3

Name of
client:

Industry:

Jul-04

Aug-04

Sep-04

Oct-04

Nov-04

Dec-04

# of calls
answered

Service
level
objective

Service
level result

ASA
objective

ASA result

Blocked
call %

Page 7




objective

Blocked
call %
result

Call quality
objective

Call quality
result

35.

36.

37.

Provide references for three (3) clients recently obtained and two
recently lost. References should preferably be conpanies with cal
centers of 50 to 300 agents in the financial industry. Include a
conpany nane, contact phone nunber, and enmil address.

VWhat experience have you had with dual call center operations such
as the one described in the Statenment of Wrk? Please provide input
regardi ng your plans to effectively comruni cate and coordinate
activities with the Cunberland call center

What di stingui shes you fromother call center Oferors and how will
that translate to exceptional performance for the proposed center?

Pricing

38.

39.

40.

41.

42.

Pl ease provide all prices (start-up and ongoi ng) associated wth
your services. List any and all costs, and provide an expl anation
for the basis of the cost. (Exanple, if the charge is “per hour”,
expl ain exactly how an hour is calculated, what is included in the
cost, and where the information comes from) Provide the costs for
years one through five of the contract, along with any projected
start-up costs.

If space is to be |leased to the Agency fromthe Oferor, clearly
i ndi cate any separate costs and anenities associated with this
arrangenent .

Include a table listing your best estimate of overall costs by nonth
for the first year of this contract.

Pl ease indicate whether or not the prices in question 38 include
travel and related charges that nay be incurred during this project.
If not, please provide estimates for those charges as well as an
outline of your expense reinbursenent poli cies.

How do you revi ew your service costs? Do you typically have annua
i ncreases? How do you determine/justify the increases?

Cont r act ual
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43.

Identify any subcontractors that you intend to use to perform any
functions under the services of the agreenent. Describe their roles
and responsibilities. Explain the nanagenent processes and workl oad
nmanagement processes to be enployed. Verify your understanding that
any subcontractors used for this contract are subject to any and all
terms of the contract.
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ATTACHVENT B.
TSP PROGRAM PERFORVANCE STANDARDS

CALL CENTER PERFORMANCE STANDARDS

Calls
Task Standard Explanation

Abandonment | Lessthan The number of callsthat are abandoned before they

Rate 2% daily are answered by a PSR must not exceed 2% of daily

cals.

Adherence Internal Internal metric only. Generally, PSRs must be
standard set | availableto receive callsfor at least 90% of their work
by each call | schedule.
center

After-Call 60— 120 The amount of time that a PSR is unavailable to

Work seconds receive calls due to work necessitated by an inbound
(lessthan2 | cdll, e.g., entering data, filing out forms, must not
minutes) exceed 2 minutes.

AverageTak | 180-210 The average amount of time that a PSR spends with a

Time seconds caller during a transaction should not exceed 210

seconds.

Blocked Calls | Lessthan or | The number of calls that cannot be connected
equal to 2% | immediately be-cause no circuit is available or
daily because the ACD is programmed to block calls from

the queue (the queue is backed up beyond a certain
threshold) must not exceed 2% of daily calls.

Occupancy Internal The standard for the percentage time that a PSR
standard set | handles calls versus waits for callswill set by each
by each call | call center.
center

Telephone 90% within | 90% of al calls must be answered within 20 seconds

Service Factor | 20 seconds | of receipt.

Other Inquiries

Task Standard Explanation

Allegationof | Within 24 The allegation must be forwarded to Legal Review

Fraud or hours and Evaluation Section (LRES) within 24 hours of

Forgery receipt of the written allegation.

Congressional | Within 24 TIB must be notified within 24 hours of receipt of a

Inquiries hours Congressional Inquiry. Theinquiry and supporting
(Notify TIB) | information must be forwarded to TIB within 5
Within 5 business days after receipt.
business
days (TIB
transmittal)




Other Inquiries cont’d

Task Standard Explanation

Referralsto TIB | Within 3 Exception processing cases, which are referred to
business TIB, must be completed within 3 business days of
days receipt.

Requests to Within 5 Requests must be forwarded to the TIB within 5

Restore business business days after receipt.

Abandoned days

Account

Verifications of Within 5 VODs must be responded to within 5 business

Deposit (VOD) business days of receipt.
days

Written Inquiries | Within 5 90% of all written inquiries must be answered
business within 5 business days of receipt. If the inquiry
days cannot be answered by the TSPD or if it requires

action by TIB, the inquiry must be sent to TIB
within 5 business days of receipt.




ATTACHVENT C.
QUALI TY ASSURANCE PROGRAM DOCUMENTS

Thrift Savings Plan Telephone Service
Quality Assurance Program
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| Purpose

There are many factors that impact the satisfaction that a customer has with an organization. At
the Thrift Savings Plan (TSP), one of those ways is through the many phone interactions that take
place during the week with participants. It is our goal to ensure that these contacts are handled in
away that maximizes both the participant’s experience and the value of the call to our agency.

To determine our success at meeting this goal, we are instituting a Quality Assurance (QA)
program that will measure our call handling performance.

The specific objectives behind the Quality Assurance (QA) program are to:

Generate high levels of customer satisfaction from our callers, thereby increasing
satisfaction with our service

Ensure consistent service delivery regardless of where the call is handled
Educate ourselves on participant needs and how to best fulfill those needs
Identify ways to continuously improve the service being provided by our agency

We will achieve these goals through a call monitoring program. This program will allow us the
ability to listen to both sides of the recorded call and score the call against previously developed
standards. To ensure that the monitoring program meets the needs not only of our participants,
but also of our agency and the individual employees that answer our calls, we will adhere to the
ethical practices listed in the next section.



| Ethical Monitoring Practices

It is our intention to institute a monitoring program that meets our organizational objectives while
al so respecting the needs of our Participant Service Representatives (PSRs). To ensure the
program does this, we will adhere to the following ethical practices:

1. Job candidates will be informed early on in the screening process about the call
monitoring program.

2. Wewill inform PSRs that all calls are being recorded, and that any call can then be
scored and used as a monitored call.

3. PSRswill be informed about what lines are recorded and monitored, and what lines are
not recorded.

4, |f apersona call comesin on abusiness line and is subsequently chosen for monitoring,
we will stop listening to the call as soon as it is determined that it is of a personal nature
and the PSR will be asked to let personal callers know which phone they should be using
for these calls.

5. Wewill follow all applicable laws regarding natification to the callers about the
recording of calls.

6. Our monitoring equipment will record only telephone calls, not what is said by PSRs
between calls at their workstations.

7. Theonly people that will listen to recorded calls are those with a specific business need
to hear the interactions. The only people that can grade the calls and give feedback on
them are those specifically trained and qualified to do so.

8. Our PSRswill be notified about the purpose of the monitoring, how it is conducted, and
how we will use the results.

9. Wewill not, under any circumstances, publicly post individual monitoring results by
name or post any other monitoring related data that could identify an individual PSR’s
results.

10. We will not single out PSRs for unsatisfactory performance that is common to a group of
PSRs.

11. We will use a standardized form to evaluate calls.

12. As more than one person will be monitoring and supplying feedback, we will institute a
calibration program to ensure that those doing the monitoring are grading results as
consistently as possible.

13. To the best extent possible, we will use objective criteriain evaluation forms and
monitoring techniques.

14. We will summarize PSR results at a group level to determine where the performance of
the group is centered.

15. New hires and PSRs struggling to meet call quality performance standards will be
monitored more frequently.

16. PSRs will be encouraged to listen to calls that are monitored. If they disagree with an
evaluation, athird party (selected internally by each call center) can be brought in to
consult on the call.



| Definitions

Coaching — The act of providing feedback to a PSR regarding performance. For the
purposes of the QA program, coaching is provided on the quality of call handling as
determined by an evaluator when monitoring acall. Coaching is not limited to quality of
service though, as PSRs can also be coached on performance as it relates to productivity,
attendance, adherence to schedule, and other factors deemed important to the TSP.

Evauator — A member of the call center team that has been trained in call monitoring and
has demonstrated through calibration sessions the ability to rate callsin afashion similar
to the rest of the evaluators, and in accordance with established procedures.

Fully Experienced PSR - Also known as aveteran. ThisisaPSR who does not have any
performance problemsin regardsto call handling. Thisindividual demonstrates
extensive TSP knowledge and consistently employs proper telephone technique and
skills. Only regular monitoring is necessary. The determination to view a PSR as fully
experienced is a decision made at the call center level.

Monitoring — The process of listening to a call and evaluating the performance of the
PSR on that call. There are three different methods that can be used to monitor:

Side-by-side (SBS) — SBS occurs when the evaluator plugs into the PSR’s phone,
listens to both sides of alive conversation and observes the PSRs use of the
system.

Silent — Silent monitoring occurs when the evaluator listensin on alive call away
from the PSR workstation and without informing the PSR of the observation.

Record and review — Record and review is done when a previously recorded call
islistened to and scored by an evaluator. This most often happensin asilent
mode, but can also be done in a SBS fashion with the PSR. Record and review
isthe only method to be used for the purposes of calibration.

Extended Monitoring Program— The observing and evaluating of a predetermined
number of calls for each newly hired PSR that is independently answering TSP calls and
for PSRs with performance problems. The number of evaluated callsfor individualsin
this group is significantly higher than for those PSRs in the regular monitoring program.
Call observations that take place throughout the month.

Regular Monitoring Program- The observing and evaluating of a predetermi ned number
of callsfor each PSR that is independently answering TSP calls. Monitoring is
performed by evaluators selected by each call center, using the attached monitoring form
approved by the Agency.




| Frequency

All of the calls coming in to the TSP customer service lines will be recorded. We will then select
arandom representative sample of these calls to evaluate.

The total sample size of calls to be evaluated is comprised of two elements:

a.) Callsrepresenting the “regular” monitoring program, the data from which is used
not only for individual feedback but also for the development of group reports and
trending analysis.

For program start-up, regular monitoring will consist of five calls per PSR per month.
The intention is to eventually lower this to three per PSR per month as the PSR becomes
more experienced and demonstrates consistent service delivery.

The results from this sample will be used to generate the “ official” organizational results
and develop the summary reports. It will also comprise the full sample of individual
results for those PSRs that are fully experienced and do not have any performance
problems concerning call handling.

b.) Callsrepresenting the “ extended” monitoring program that will be done for new
hires and PSRs with performance problems. The amount of calls done for this sample
will vary based on PSR need. Some months, when all staff are fully trained and there
are no performance issues, there will be no extended monitoring. Other months, when a
number of new staff members are on board, the extended sample will be greater than the
regular sample.

For new hires taking calls independently, the following guidelines are to be used for
frequency of monitoring:

1% week — 4-8 calls per week monitored

2" week — 3-6 calls per week monitored

34 week — 2-4 calls per week monitored

4™ week — release to regular monitoring program

These frequencies should be viewed as minimum guidelines. If progressis not being made, a
reduction in sample size should not occur. In fact, there are times when an increase will be most

appropriate.

In generating individual quality performance results, data from both the regular and extended
sample will be used. The higher number of calls used will increase the validity of the individual
results and will provide those PSRs more in need of improvement with additional feedback to
help increase performance levels more quickly. As noted above, the extended sample will not be
used in generating organizational results.

Experienced staff members that are generating low quality scores will follow the same extended
monitoring program. Here again, the number of calls monitored should be viewed as a minimum
guideline, and should be adjusted upward if performance dictates. |f performance does not
improve, alternative measures taken at the call center level, need to be considered.



| Methodol ogy

For the purposes of calibration between the TSPSO and the parallel call center, all regular
monitoring will be done viarecorded calls. An evaluator will either listen to the callsin a closed
office, or will listen with headphones at a cubicle.

To ensure avalid sample, the evaluator will choose calls from a schedule determined in advance
at the call center level. This schedule will spread out the calls throughout the day and month, and
will be kept private so that no one knows when calls will be monitored. This helps to ensure the
validity of the program.

On aday where it isindicated that a call should be monitored, the evaluator (or the automated
system) should choose a call from that day at random. While listening to the call, the evaluator
will score it on the approved monitoring form. The form will then be given to the PSR within
three business days except in cases where the call receives a severely low rating. In those cases
action will be taken immediately.

When the evaluator is done listening to the call and completing the monitoring sheet, the PSR
will be given the opportunity to listen to the call and then the evaluator and the PSR will sit down
for areview and coaching session. In many cases, that may just be a quick review of what was
written, especially when the call is satisfactory and the PSR is in agreement with the evaluation.
Cadlls that are exceptionally good, or those that are unsatisfactory, will require additional
discussion and/or coaching. Additional discussion is also required when a PSR’s view of the call
is substantially different from that of the evaluator.

At the end of the nonth, results will be rolled up into reports.
I ndi vidual reports will be created for each PSR that provide the
following type of information (though the format may differ):

Monthly QA Report - Mary Jones
Month of July 2004

Cateqgory Performance Rating

Foundatic_)nal Skills

Opening 100%
Data Quality 98%
Professional Etiquette 82%
Conclusion 92%

Finesse Skills

Customer Responsiveness 93%
Call Management 75%
Listening 94%
Program Knowledge 99%
Communication Skills 87%
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This reporting provides the PSR with scores for the different categories of call quality, along with
agraph to help illustrate where the best opportunities for improvement exist. The chart aboveis
referred to as a Pareto chart. The categories are not listed in the same order as the table (which is
the same order as the monitoring form). They are instead listed in a“worst to best” order, to
make it easier to determine where the greatest improvement opportunities exist.

In time, standards will be developed by the Board to help define performance expectations. To
do so requires some experience with the system, and data from at least five hundred calls to help
develop the standards. Until this experience is gained, no worthwhile, meaningful objectives can

be established.



| Calibration

In order to generate the most valid results possible, evaluators will participate in a monthly
calibration program. The purpose of this program is to ensure that evaluations are done correctly
and consistently by everyone involved.

Formal calibration will be done on two levels — site and organization. Within each call center
site, it is expected that at least ten calls per month will be simultaneously scored by all those
doing the evaluating. (The scoring of all ten calls does not have to take place during one session.)
The process for thisis as follows:

1) Monitor without discussing - everyone in the room listens to the same call and
evaluates it against the monitoring criteria.

2) Shareratings — everyone offers their scores to each criteria without reasons for each
and without specific examples.

3) Agree to interpretation of the consistent items and those that are more objective —
once everyone has shared results, “calibrate”’ the variances. Go around the room and
agree on the items that apply in most every situation and how to rate the more
“objective’ items.

4) Monitor again and share ratings — use a new form and listen to the call again and
evaluate it against the agreed rating structure.

5) Report on the findings — After the second round of ratings for a cal, gather the forms
from each evaluator and report the individual scores on an excel spreadsheet. Trend
the variances over time.

It is reasonable to expect that an average call may take 20 to 30 minutes to calibrate. Consistent
problems with an individual evaluator whose scores are significantly different from the norm
must be addressed. If the differences cannot be eliminated, the site should consider reassignment
and replacement.

Since calls for the TSP are handled at two different call center sites, it is equally important to
calibrate across the sites. To do this, three calls from each site will be randomly selected for
review. The callswill be selected in accordance with a schedule determined in advance at FRTIB
level. Representatives from each evaluating team at each site will teleconference in once each
month to listen to the calls and perform steps one through four above. Step five will be
performed at the organizational level by an FRTIB associate.

It is important that the calibration at the organizational level reveal only minor variances, since
significant variances between sites will result in inconsistent service delivery to participants.
Should the organizational calibration indicate inconsistent ratings, additional monitoring will take
place beyond the three calls per month.

In addition to the formal calibration program described above, we strongly encourage informal
calibration take place. Exceptionally challenging calls that are discovered during the regular
monitoring program should be flagged for calibration and discussed among evaluators at both the
site and organizational level. These discussions can often yield a substantial amount of learning
and understanding.



| Coaching

Once cdlls are properly evaluated, the results are shared with the PSR during a review of the call.
Coaching at the TSP focuses not just on problems, but also on successes. Our coaching program
will be:

Specific — When providing feedback, we'll speak directly to what happened (e.g., “the
way you responded to that participant’s complaint about the application process really put
him at ease and helped clarify the situation for him") and not make vague references
(e.g., “you handled that complaint well”).

Professional — Feedback will be based strictly on the calls at hand, and will be
approached from the perspective of how to improve results over the long term.

Positive and constructive — Even when discussing problems, we will assume that
improvements can and will be made. We'll also make sure that successes are noted and
celebrated.

Gentle but straightforward — We recognize that when constructive feedback is given the
situation can become emotionally charged and we will recognize that by employing a
gentle yet honest approach.

Ongoing — This is not atemporary program.

From the heart — Those doing the evaluating should be chosen to do so in part because
they truly care about the work and the people doing it every day.

Timely — All effort will be made to provide feedback within 24 hours of monitoring, with
the understanding that there are times that call volumes may not allow it. Even during
the busiest times, though, the time between the monitoring and the delivery of feedback
will never exceed three business days.

The decision whether or not to integrate the review and coaching program into the site’s
performance evaluation and progressive discipline program, will be made at the call center level.
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Monitoring Form and Rating Guidelines

Pl ease see the attached nonitoring formthat will be used and the
rating guidelines for the form Over tine, the formmay be changed to
i mprove the quality of the feedback given and to reflect changes in the
wor ki ng envi ronment (including changes in expectations). Despite any
changes that are made, we will always provide rating guidelines to help
PSRs and eval uators understand what is expected. Over tine, changes
may al so be nade to these guidelines in response to reconmendati ons by
both call center sites as tine and experience helps to clarify any

poi nts of confusion.
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PSR Telephone Monitoring Form — Thrift Savings Plan

PSR Name: PSR ID#: Date: Time:
Initials:

FOUNDATION SKILLS
Rating: 2 = Yes, achieves foundation skill 0 = No, does not meet foundation skill N/A=no opportunity to demonstrate skill

OPENING
Thanks customer for calling, states full name, Yes=2 No=0 N/A Notes:
offers assistance

Gathers & verifies account number and current daytime
telephone number, verifies customer identity Yes=2 No=0 N/A

DATA QUALITY
Provides accurate information Yes=2 No=0

PROFESSIONAL ETIQUETTE

Uses appropriate hold and/or transfer steps Yes=2 No=0 N/A
Uses “please”, “thank you”, caller's name when appropriate Yes=2 No=0

Does not interrupt caller Yes=2 No=0 N/A
CONCLUSION

Summarizes next steps/agreements Yes=2 No=0 N/A
Asks to be of further assistance Yes=2 No=0 N/A
Brands the call Yes=2 No=0 N/A
# Foundation Skills Achieved: /

FINESSE SKILLS
Rating: 0= unsatisfactory 1= needs improvement 2= satisfactory 3= outstanding
N/A=not applicable for this call

CALL MANAGEMENT/LISTENING
Checks for understanding & restates

for understanding 0 1 2 3 N/A
Manages silence well 0 1 2 3 N/A
Captures information the first time 0 1 2 3 N/A
Attempts to build relationship 0 1 2 3 N/A
PROGRAM KNOWLEDGE

Educates customer, demonstrates industry

& product expertise 0 1 2 3 N/A
Asks appropriate questions & attempts

call objective 0 1 2 3

Promotes TSP web site/ThriftLine 0 1 2 3 N/A
COMMUNICATION SKILLS/

CUSTOMER RESPONSIVENESS

Uses polite manner, effective pace,

volume & tone 0 1 2 3
Acknowledges customer’s issue/problem,

handles objections/gains customer’s commitment 0 1 2 3 N/A
Provides accurate and pertinent inquiry/

response codes and comments when necessary 0 1 2 3

12



# Finesse Skills Level:

Monitoring Form Supporting Guidelines

FOUNDATION SKILLS

Rating: Yes=achieves foundation skill No=does not meet foundation skill N/A= no opportunity to demonstrate skill

OPENING
Skill Purpose Guidelines
Thanks customer Expresses gratitude for the | In order to achieve a YES rating, PSRs must state,
for calling. contact. “Thank you for calling.”

(All callers now contact
the TSP through the
ThriftLine. As a result,
the caller is already aware
that he/she has contacted
the TSP when they begin
speaking with a PSR.
Therefore, it is no longer
a requirement that the
PSR verify that the TSP
was called.)

States First and Last
Name

Offers Assistance

Gathers & verifies
account number if
not provided
through ThriftLine
(VRS), verifies
daytime telephone
number &
customer’s
identity

Identifies the PSR to the
caller and demonstrates
willingness to take
responsibility for the
answer/resolution offered.

To express willingness to
assist the customer and
signal the progression of
the call.

Determines the relationship
to the policyholder and the
information that can be
provided.

This greeting may be prefaced by a statement or
greeting such as, “good morning” or “good afternoon”,
but cannot be modified in any other way (e.g., “Thanks”
instead of “Thank you”).

N/A: This skill may be rated Not Applicable if the caller
interrupts the PSR with their question/issue and the PSR
cannot continue.

The PSR is required to state his or her first and last name
as part of the greeting. The specific verbiage used may
be modified (e.g., “This is Greg Smith ”, “Lisa Jones
speaking ") to allow for individual style, but must be
stated after thanking the customer for calling and before
offering assistance.

N/A: This skill may not be rated Not Applicable. The
PSR is responsible for offering his or her first and last
name during every contact.

In order to achieve a YES rating, the PSR must offer to
assist the caller. The verbiage used may be modified
(e.g., “How may | help you?”, “How may | assist you?”,
“What can | do for you today?)” to allow for individual
style, but must be stated immediately after the PSR
states his/her name.

N/A: This skill may be rated Not Applicable only if the
caller interrupts the PSR with the question/issue and it
would be illogical for the PSR to offer assistance.

When the record is retrieved, the customer’s identity
should be verified.

Example:
“May | ask whom I'm speaking with?”

If the caller cannot identify him or herself as an
authorized account holder, he or she should be informed
that while you may answer general questions regarding
TSP products and services, you may not offer
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information or comment on the specifics of the account.

A final overall rating
of zero may be
given if the PSR
releases account
information without
verifying the
identity of the
participant or
obtaining the
participant’s verbal
permission to
release information
to a third party.
(This does not apply
when speaking to
the representative
of the participant’s
new financial
institution.)

Ensures that correct
customer information is
retrieved.

Resolves outstanding
service issues.

If not provided through the VRS, a social security
number must be requested from each participant before
the participant’s issue/question is addressed.

Example:
“I'd be happy to help you with that. May |
have your social security number so | can access
your account?”

N/A: This skill may be rated Not Applicable in the event
the caller is not the account holder and is only requesting
general information.

DATA QUALITY
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Skill

Purpose

Guidelines

Provides accurate
information

Ensures that the caller
receives the correct

The PSR needs to interpret information on the system
correctly and relay it accurately to the caller. A rating of

information. “no” is given when the information supplied to the caller
A final overall is incorrect.
rating of zero may
be given if the Example of incorrect response:
participant is “Your address can only be changed through your
provided with employing agency” - while the record indicates
inaccurate infor- that the participant is separated from Federal
mation that would service.
severely impact the
participant’s N/A: This skill may not be rated Not Applicable. All calls
account. involve the relay of certain pieces of information and that
information must be accurate.
PROFESSIONAL ETIQUETTE
Skill Purpose Guidelines

Uses appropriate
hold and transfer
steps

Notifies the caller when
placing him/her on hold
and makes the wait as
pleasant as possible.

Prepares the caller in
advance if a transfer is

going to take place and lets

him/her know where and
why the call is being
transferred.

Whenever the hold is used, the PSR should state what
needs to be done and how long the hold period will last.
The PSR must also ask the participant for permission to
place him/her on hold.

Example:
“l need to research that before giving you an
answer. This will take no longer than one or two
minutes. May | place you on hold?”

A stated hold time should never exceed two minutes,
and the PSR must check back before the time estimate is
up, even if the research is not completed. If more time
is required, a new time estimate should be given and
permission from the caller must again be obtained.

If the call must be transferred, the participant should be
told why the transfer is taking place and who (full name
and title if appropriate) will be receiving the call. The
PSR must also ask for permission to transfer.

Example:
“The information you are requesting is not
available to me; however, my supervisor, Mary
Jones, can help you with this. May | place you on
hold to transfer the call to her?”

N/A: This skill may be rated Not Applicable if the PSR
does not need to use the hold button or make a transfer
during the call.

Uses please, thank
you, and caller’s
name when
appropriate

Projects an image of
courtesy and caring.

Helps personalize the
caller’s experience.

Use of “please” and “thank you” typically works best
when asking the caller for information.

Example:
“Would you please provide me with your current
address? (Participant states address). Thank
you.”
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Occasional use of the caller's name (using Mr., Ms., or
Mrs. with the last name) especially during a long,
complex call, helps to personalize the service experience.

N/A: This skill may not be rated N/A, as every call will
provide the opportunity to extend these forms of
courtesy.

Does not interrupt

Ensures complete

Even in those cases where a customer goes off “on a

caller understanding of facts and | tangent,” the PSR should allow the caller to finish
caller’s perspective. speaking before pulling the conversation back in line.
Interrupting a caller can only occur when the caller is
Allows the caller to using profane language and needs to understand that
complete each sentence continuing to do so will result in the PSR terminating the
and provides the call.
opportunity to fully express
concern or frustration. N/A: This skill may not be rated N/A, except in a
situation of profane language.
CONCLUSION
Skill Purpose Guidelines

Summarizes the
next steps and
agreements

Ensures understanding of
any follow-up work that
was discussed.

Reminds the caller of any
action items for which
he/she may be responsible.

Any action items that are agreed upon during the call
need to be summarized prior to conclusion. Along with
the summarization, the PSR should get agreement to the
steps from the caller.

Example:
“O/K Mrs. Jones, you'll fax us a completed Form
TSP-3, Designation of Beneficiary, at 999-999-
9999, and upon our receipt, we'll submit the form
for processing. Then you'll contact us in approx.
ten business days to be certain that the form was
received and entered. Is that correct?”

N/A: This skill may be rated N/A for those calls that do
not generate any follow-up tasks.

Asks to be of
further assistance

Communicates to the caller
that he/she is our first
priority.

Reduces the amount of
follow-up calls that are
required, as these frustrate
callers and reduce
organizational efficiency.

Prior to completing the call, the PSR should ask if he/she
can be of further assistance to the caller. A typical
wording would be “Is there anything else that I can help
you with today?” Variations on this are acceptable as
long as they convey the willingness to fully answer all
inquiries.

N/A: This skill may be rated Not Applicable if the caller
ends the call abruptly and without warning.

Brands the call

TSP participants have
the option of
investing in private
industry plans instead
of contributing to the
TSP. One way to
encourage continued
participation is for
“guality service” and

Communicates to the
customer that the call is
ending.

Over time, provides a
consistent image of the
high quality service
supplied by TSP.

A consistent closing should be applied to all calls, with
the exception of those mentioned below. The wording
options are “Thank you for contacting the Thrift Savings
Plan and have a nice day” or “Have a nice day, and
thank you for calling the Thrift Savings Plan.” Other
substitutions are acceptable only if they convey gratitude
for the call and specifically use “Thrift Savings Plan” in
the closing. Closings that don't include this would result
in a “no” rating in this category.

N/A: This skill may be rated N/A, in the event of a
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“Thrift Savings Plan” complaint or an emotional caller. For these calls, the
to become synony- PSR should choose a closing that best fits the situation.
mous in the mind of
the participant.
Branding the call is
one way of doing this.

FINESSE SKILLS
Rating: 0= unsatisfactory 1= needs improvement 2= satisfactory 3= outstanding, N/A=not applicable for this call

CALL MANAGEMENT/LISTENING

Skill Purpose Guidelines

Checks for Verifies that what the PSR To receive a O rating, the PSR fails to verify under-
understanding and heard is what the caller standing of messages going to or coming from the caller.
restates for said, and vice versa.

understanding To receive a 1 rating the PSR only partially verifies

messages and instructions.

To receive a 2 rating, the PSR fully verifies messages
and instructions.

To receive a 3 rating, the PSR checks for understanding
based on the needs of the caller, recognizing that some
may need verification even for simple requests and
messages.

N/A: This skill may be rated Not Applicable if the call is
short and simple and the caller displays a complete
understanding of the communication.

Manages silence well| Puts the caller at ease. Silence can be generated internally, when a PSR is not
sure of an answer, or externally, when the system
response is slow or a computer needs to be re-booted
Delivers a smoother call during a call.

flow.

To receive a O rating, the PSR allows the silence to
occur without acknowledging it or filling it with brief
comments or using hold.

To receive a 1 rating the PSR intermittently
acknowledges the period(s) of silence and/or only
partially fills the silence with brief comments or by using
hold.

To receive a 2 rating, the PSR “prepares” the customer
for moments of silence.

Example:
“I'm getting that information for you now, just a
moment please.”

To receive a 3 rating, the PSR fills times of potential
silence with useful conversation.

Example:
“My computer is a bit slow today. While I'm
waiting for it to access that information, may |
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verify your address please?

N/A: This skill may be rated N/A when there is no
possibility for silence encountered during the call.

Captures information
the first time

Attempts to build
relationship

Ensures that the caller does
not have to repeat
information or requests

Generates a feeling of
confidence in the PSR’s
abilities

Puts the caller at ease.

Generates value in the
mind of the participant over
and above what is
expected from the inquiry.

Increases participant
satisfaction regarding TSP
service.

To receive a O rating, the PSR is distracted and asks the
caller to repeat information.

To receive a 1 rating the PSR only partially captures the
information without asking the caller to repeat
themselves.

To receive a 2 rating, the PSR captures all information
provided the first time.

To receive a 3 rating, the PSR not only captures all
information the first time, but also picks up on cues that
help to avoid unnecessary requests.

Example:
The caller states that she is traveling for the
next few weeks. Later in the call, as the PSR is
indicating the a letter will go out requiring a
signature, the PSR asks for a fax or alternate
address to send the form so the case can be
handled without delay.

N/A: This skill may be rated N/A if the PSR is having
difficulties due to a bad telephone connection, if the
caller has an accent that is clearly difficult to understand
or any other circumstance outside the PSR’s control.

By listening to verbal cues, the PSR should be able to
determine when and with whom it is appropriate to
attempt to build a relationship. This is done most
effectively when the PSR goes out of his/her way to
show concern for and interest in the caller, beyond the
issue at hand. This can also be accomplished when the
PSR makes a special consideration for a caller.

Some examples include:
(While waiting for the system to refresh):
“I notice that you live right near the path of that
tropical storm that hit land yesterday. | hope you
haven't had any damage in your town.”

(Upon an elderly caller stating that she can't read
the notice well because of her eyes) “I can discuss
this with you now, and if you'd like, you can
download the form from the TSP website with
larger printing so that it will be easier for you to
read”.

A PSR may receive a O rating if he or she does not
attempt to build a relationship, even though the
opportunity presents itself and the PSR is not taking
“back-to-back” calls (which would demonstrate a high
call load and would discourage the additional time this
takes).
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A 1 rating may be received if the PSR goes overboard
and spends too much time trying to build a relationship
with a caller that is clearly not interested.

A PSR may receive a 2 rating if he or she makes
attempts that make the call more personable and friendly
without degrading the service received.

A PSR may receive a 3 rating when relationship building
attempts are clearly successful based on the caller's
reactions and the attempts are not overly time
consuming.

N/A: This skill may be rated N/A when caller reactions
and/or workload demands (back-to-back calls) dictate
that an attempt to build a relationship should not be
undertaken. This will quite often be the case on simple
calls where getting the information quickly is typically the
caller’s priority.

PROGRAM KNOWLEDGE

Increases the caller’s
understanding about the
TSP and the options and/or
processes pertinent to the
call.

Skill Purpose Guidelines

Educates customer, | Enhances caller confidence. | To receive a O rating, the PSR avoids providing
demonstrates information, provides incorrect information and/or
industry and product| Provides thorough and exhibits uncertainty.

expertise accurate answers.

Example:

“You'll need to check with your payroll office on
that. | don't know who that would be, check
with your personnel office.”

To receive a 1 rating the PSR only partially answers the
caller’'s inquiries, and/or provides some information that
is incorrect and exhibits a lack of self confidence.

To receive a 2 rating, the PSR answers all inquiries
accurately in a confident manner.

Example:
“I'm sorry, Mrs. Smith, but as an active
employee, you cannot close your account.”

To receive a 3 rating, the PSR provides industry or
product information in a confident manner and follows
on the education provided with additional information,
based on the caller’s cues that this is helpful.

Example 1:

“I'm sorry Mrs. Smith, but as an active
employee you cannot close your account.

There are some loan options however, that may
meet your needs. Would you like me to
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Asks appropriate
questions & attempts]
call objectives

Promotes TSP web
site/ThrifLine

Ensures all customer needs
are uncovered and the root
of the customer’s

issue/problem is identified.

Moves the call forward
productively and directs the
caller toward a positive
resolution.

Encourages the use of the
TSP web site/ThriftLine for
transactions, information

describe these options for you?”
Example 2:

“When you complete the Form TSP-21 Loan
Agreement/Promissory Note you can elect to have
the funds electronically transferred directly to your
bank account by entering your bank routing
number and account number on the form. This
will eliminate the time necessary for a check to
reach you through the mail and the possibility of a
lost check.”

N/A: This skill may be rated N/A in the rare cases when
a call does not require system use or product knowledge.

Appropriate questions are strategic inquiries into the
caller’s specific situation, often in response to participant
cues. By asking appropriate questions or open-ended
guestions (e.g., “tell me what happened”) the PSR is
able to uncover additional needs or concerns, clarify the
participant’s position and expand the opportunities to
satisfy the participant’s objectives during the call.

Examples:
“Mr. Quincy, you said you sent your payment
in two weeks ago. May | ask what address you
mailed it to please?”

“When you tried to enter your Social Security
number on the TSP web site, what happened?”

A PSR may receive a O rating if he or she does not ask
appropriate questions even though the opportunity
existed.

A PSR may receive a 1 rating if he or she asks some
guestions that would help the participant clarify their
problem but does not take advantage of every
opportunity that existed.

A PSR may receive a 2 rating if he or she asks
questions which help the participant clarify their problem
and moves the call forward toward resolution.

A PSR may receive a 3 rating if he or she asks skillful or
perceptive questions, uncovers a previousk hidden need
or issue, and/or applies this line of questioning during a

particularly challenging call.

To receive a O rating the PSR misses all opportunities
during the conversation to encourage the use of the web
site/ThriftLine.

To receive a 1 rating only partially takes advantage of
all opportunities (e.g., part is calling to inquire about the
loan process and the PSR explains how obtain
information from the web site but not how to apply via
the web).
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To receive a 2 rating the PSR takes advantage of all
opportunities.

To receive a 3 rating the PSR takes advantage of every
opportunity presented in the conversation to promote
use of the web site/ThriftLine and creatively takes the
additional steps of briefly informing the participant of
other appropriate information/processes that are
available through these mediums and that may be of use
to the participant.

N/A: This skill may be rated N/A in the rare cases that
there are no opportunities to promote either the web site
or the ThriftLine or it is not appropriate.

COMMUNICATION SKILLS/CUSTOMER RESPONSIVENESS

Skill

Purpose

Guidelines

Uses polite manner,
effective pace,
volume, tone

Acknowledges
customer’s
issue/problem,
handles
objections/gains
customer’s
commitment

Makes communication as
clear as possible

Increases the caller’s
comfort level

Lets caller know that there
is understanding.

Verifies that the message
was received.

Increases the customer’s
positive perception of their
experience by sensitively
addressing their objections
and concerns about past
issues and/or proposed
solutions and persuasively
gaining the caller’s
commitment.

To receive a O rating, the PSR is difficult for the caller to
understand (e.g. speaking too fast), uses business
jargon, slang vocabulary or poor grammar.

To receive a 1 rating the PSR appears disinterested,
uses slang vocabulary or poor grammar, or projects a
negative image through voice tone and inflection.

To receive a 2 rating, the PSR practices clear speaking
at a pace and volume that is easy for a typical caller to
follow.

To receive a 3 rating, the PSR changes pace, volume,
and tone to meet the caller's perceived needs. This
could include such examples as lowering tone for callers
that are hard of hearing, or slowly spelling out words or
numbers for a caller that is writing down information and
is having a difficult time. In this situation, the PSR must
not only adjust the communication but also show
patience with the caller.

N/A: This skill may not be rated N/A.

This step is necessary whenever a caller presents an
issue or problem. In these cases, the PSR should
express an understanding of the issue or problem before
moving toward resolution.

Example:
“Mr. Sanford, | can understand the frustration that
this incorrect payment amount is causing you..”

A PSR may receive a O rating if the PSR elects to ignore
the issue or problem being raised, ineffectively responds
to the customer’s objections or argues with the
participant.

Example of O rating:
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The participant complains about a new fee that
has been added. The PSR counters “Well, that's
the rule.”

A PSR may receive a 1 rating if he or she acknowledges
the problem but doesn’t provide information that
specifically answers the problem or makes no attempt to
address the problem at all and does not reassure the
customer regarding his concerns.

The participant expresses doubts about the
effectiveness of a solution offered. The PSR
encourages him or her to try the solution, but
does not provide adequate explanation or
address the customer’s concerns.

A PSR may receive a 2 rating if he or she provides an
acknowledgement that verifies understanding of the
issue and provides information that specifically answers
the question.

A PSR may receive a 3 rating if he or she: not only
verifies understanding of the issue but also creatively
and persuasively addresses the customer’s objections,
going beyond typical responses, effectively displays
empathy for caller through wording and/or voice tone,
tailors his or her responses to speak to the customer’s

specific situation and needs, and gains a strong customer
commitment to the proposed solution.

This skill may be rated Not Applicable if there are no
customer objections and/or there is no solution for which
the customer’s commitment is required.
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Provides accurate
and pertinent
inquiry/response
codes and comments
when necessary

Maintains a history of the
inquiry so that future
communication is
enhanced.
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A call note must be entered for each call received. The
inquiry and response codes entered should accurately
reflect the nature of the call, and any comments entered
should provide pertinent details that could be useful in
handling future contacts. Comments should be clearly
understandable to someone reviewing the note at a
future date who is not familiar with the situation. Failure
to enter a comment when critical information is needed,
entering cryptic abbreviations or entering unnecessary
comments in the case of a simple inquiry, will result in a
lower rating.

To receive a O rating the PSR enters an inaccurate
response/inquiry code and or fails to enter a comment
for a complex call.

To receive a 1 rating the PSR fails to fully enter critical
information when needed including contact information,
comments are confusing or missing pertinent details. A
1 rating can also be received if the PSR enters
unnecessary comments in the case of a simple inquiry.

To receive a 2 rating the PSR enters accurate inquiry
and response codes which reflect the nature of the call,
and adequate comments are entered.

To receive a 3 rating the PSR enters accurate inquiry
and response codes which reflect the nature of the call,
and comments that clearly provide pertinent details that
could be useful in future research or in handling future
contacts.

N/A: This skill may be rated N/A if the caller asks for
general information and does not inquire about a specific
account.




ATTACHVENT D
CUSTOVER SATI SFACTI ON SURVEY PROGRAM SCRI PT

Thrift Savings Pl an
Custoner Satisfaction Survey

Partici pant SSN:
Partici pant nane:
Date partici pant contacted TSP Service Ofice:

Dat e of survey: Conduct ed by:

Survey script:

Good norning/afternoon, this is (your first and | ast
name, i.e., Jane Smith) calling fromthe Thrift Savings
Plan. W are conducting a customer satisfaction survey on
the service provided by our Service Ofice. W understand
that you called yesterday and would like to know if you
woul d be willing to share your experience with us. The
survey should | ast no |longer than three mnutes. Wuld you
be willing to participate?

The first six questions are directly related to your contact with us
yesterday. The final question is about the programin
gener al

- How many tinmes did you have to tel ephone the Thrift
Savi ngs Plan Custonmer Service Center in order to
conpl ete your business or obtain the information you
needed?

- How many tinmes were you placed on hol d?

Pl ease answer the followi ng questions using a scale of 1 to 5, 1
equaling very dissatisfied and 5 equaling conpletely
sati sfi ed.



- How satisfied were you with the length of tine it
took to conplete your inquiry?

- How satisfied were you the professionalismand
responsi veness of the representative?

- How satisfied were you the know edge | evel of the
representative?

- How satisfied were you with the call overall?
Thank you for your answers. One final question:
- How satisfied are you with our Customer Service
Center hours of operation?
That concludes the survey. | want to thank you for
your time and your input. W’Ill add your comments to those

received fromother participants and use this information
to eval uate opportunities to i nprove our program

Partici pant coments:



ATTACHVENT E
SAMPLE REPCORTS

Mon

Tue

1Dec  Wed 6213 | 3073| 3053| 20|242| 77| 319| 1%]| 100%
2-Dec  Thur 6041 | 3245| 3185| 60]|245| 78| 323| 2%]| 97%
3.Dec  Fii 5542 | 2967 | 2934| 33|246| 76| 322| 1%]| 93%

17796 | 9285 9172 113|244 77| 321| 1%| 97%
6-Dec  Mon 7921 3549 3486| 63|240] 74| 314] 2%]| 97%
7Dec  Tue 6383 | 3301 3268| 33|246| 77| 323| 1%]| 99%
8-Dec  Wed 5467 | 3201 3167| 34|239| 80| 319| 1% 100%
o-Dec  Thur 5853 | 3075| 3043| 32|255| 78| 333| 1% 98%
bec i 5501 | 2979| 2947 | 32[237| 75| 312| 1%| 93%

31215 16105 | 15911 | 194 | 243 77| 320 1% 97%

13-

e wmon | 6840| 3153 | 3050| 103|234| 73| 307| 3%| 60%
pec Tue 3300| 2004| 1987| 17|243| 80| 323| 1%| 87%
oo wed | 4488| 2493 2476| 17|240| 85| 325| 1%| 100%
e e | 5458| 2823| 2808| 15|249| 84| 333| 1%| 99%
Do Fi 5034| 2026| 2898| 28|250| 79| 329| 1%| 93%

26029 13399 | 13219 | 180 | 243 80| 323 1% 88%




ATTACHVENT E
SAMPLE REPCORTS

call Call Quality Score CSAT Score
Date i Foundation Finesse | Overall Q2 Q3 Q4 Q5 Overall
Summary | Summary Score Score

1 1/25/2005 | 11:41 | 2 | 0| 2 [ N/A| 2 | 2 | 2 86% 94% 91% 5 5 4 5 5 4.8
Agent
1 2/7/2005 320 [ 2 [ 0| 2 |NA| 2 | 2| 2 86% 100% 93% 5 5 5 5 5 5
Agent
2 1/31/2005 | 11558 [ 2 | 2 | 2 | N/A| 2 | 2| 2 86% 100% 93% 5 5 5 5 5 5
Agent
2 2/14/2005 | 11:20 | 2 | 2| 2 | NJA| 2 | 2 | 2 100% 117% 109% 5 5 5 5 5 5
Agent
3 1/26/2005 | 11:29 [ 2 [ 2 | 2 [N/A| 2 | 2 | 2 100% 100% 100% 5 5 5 5 5 5
Agent
3 1/31/2005 | 11:43 | 2 | 2 | 2 2 2 |22 89% 100% 94% 5 4 3 3 4 3.8




FRTIB Operations Center Technical Assistance Request Log

DATE/TIME REPORTING RESOLVING DATE/TIME
REPORTED: REP: ISSUE/COMMENTS: REP: RESOLVED:
12/1/2004
7:45pm A. Jones PSR Ap downtall PSR's affected | A. Clark
12/2/04 11:10 Website went down for account
AM | B. Smith | access B. Miller
12/2/04 11:15 PSR Application would
AM | C. Griffin | randomly go down C. David
12/2/04 2:29 VR went down for around 15 12/2/04 2:41
PM | D. Hill mins D. Palmer PM
No screen pops when participant 12/6/04 4:10
12/6/04 3:50pm | E. James | enters SSN E.Lyle AM




Foundation

Monthly Quality Summary

Categories

Data Quality

Total | Max | Percent
Opening 442 | 546 81%
Thanks Customer 266 | 276 96%
Verify participant # 176 | 270 65%

248 | 274

91%

Accurate Info

248 | 274

91%

Foundation Totals

Professional Etiquette 566 | 596 95%
Hold and transfer 46 58 79%
"Please"”, "Thank you" 264 | 272 97%
Does not interrupt 256 | 266 96%

I

Conclusion 548 | 750 73%
Further assistance 154 | 272 57%
Summarizes 188 | 206 91%
Brands 206 | 272 76%

Total Score 1804 | 2166 | 83%
Finesse Categories Total | Max | Percent
Customer Responsiveness 810 | 876 92%

Checks for understanding 257 | 274 94%

Manages silence well 35 56 63%

Captures info first time 253 | 274 92%

At

mpts to build relationshi

265 | 272

97%

Program Knowledge 585 | 652 90%
Educates Customer 244 | 272 90%
Asks appropriate questions | 261 | 272 96%
Promotes web site/Thriftine | 80 108 74%

Communication Skills 768 | 810 95%
Manner, pace, volume, tone | 263 | 274 96%
Acknowledge issue, etc. 263 | 270 97%
Accurate notes 242 | 266 91%

| ‘



Finesse Totals

Total Score 2163 | 2338 93%
Summary

Total Score 3967 | 4504 88%
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