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1.0   Understanding the eTS Challenge
EDS understands that FedTraveler.com must provide an end-to-end travel management service that is owned, hosted, and operated by EDS that is service-enabled through a Web portal environment.  Our solution, already in production and operating successfully, will permit agencies to perform an array of travel management services on-line through the portal, while following their approved travel regulations and procedures.

As commercial capabilities evolve, Federal policies change, and new services become available, EDS will take advantage of these developments to maintain and enhance the service capability of FedTraveler.com.

EDS is in full support of the GSA’s efforts to make eTS a required government-wide eTravel Service.  The GSA Program Management Office has worked in concert with the federal agencies to ensure program success while meeting the goals outlined in the President’s Management Agenda.  The recent Federal Travel Regulation (FTR) amendment, 2003-07, FTR Case 2003-303, eTravel Service, was published in the Federal Register in December 2003.  The rule mandates all agencies, not just the agencies of the Executive Branch, (exception being the Department of Defense and the District of Columbia) to complete adoption of eTS by September 2006.  EDS agrees that this regulation change is positive step in ensuring the goals set in the President’s Management Agenda are met.
2.0   EDS’ Commitment

As prime contractor, EDS will implement policies and procedures designed to strengthen overall program performance, enhance the opportunities for early program adoptions, and reduce the risk to the Federal Government.  These actions include the following:

· All members of the EDS team will operate under the EDS processes for Program Management, Project Control, Configuration Management, Record Retention, Disaster Recovery, and technological advancement. Where key second tier subs are involved, associate contract arrangements or memorandums of understanding (MOU) will be completed to ensure that proper contractual pass-through and program support is established.

· Tier 1 subcontractor- owned proprietary travel management software will be placed in escrow at contract award to provide continuing support in the event of a disruption of business services by a critical subcontractor.  

· EDS will approve any staffing changes among teaming partners to assure that the best available resources are dedicated to the eTS program.  

· EDS will periodically revalidate the reliability, scalability, and serviceability of  subcontractor-provided services and direct necessary changes  Occurring at least annually, the frequency of these services will be increased as EDS is awarded multiple task orders within the year, thereby continually evaluating our services based on actual load.

· In addition to mandated use of Program Management Methodology version 2 (PM2) and System Life Cycle version 3 (SLC 3) methodologies for program management and configuration control, EDS will chair the eTS Configuration Control Board (CCB) to monitor and approve any proposed changes to the FedTraveler.com application.

· EDS will evaluate any proposed change to our end-to-end FedTraveler.com solution prior to implementation. Changes will be denied unless they are consistent with industry best practices an/or improve overall eTS service delivery.  Once a change is approved, with full GSA PMO participation, EDS will monitor the change development and fully test the change before implementation.

· EDS will perform systematic testing to include load testing, penetration testing, etc. to assure sufficient capacity. Security controls will be constantly monitored to minimize any loss of service or exposure to our clients.

2.1 Travel Technology Innovation
EDS’ proven methodology focuses on three areas: advances in information technology (and its impact on improving business processes), travel technology advances, and the marriage of these two to deliver leading edge, thoroughly tested solutions to the marketplace faster and more efficiently than our competitors.

EDS has a corporate Enterprise Information Technology (EIT) group that reports directly to EDS’ CIO.  The sole purpose of this group is to identify new technologies and products that bring about a dominant competitive advantage for EDS, our partners and our clients.

Our travel industry group focuses on identifying the latest technological, managerial, and procedural advances specific to the travel industry as well as applying new EDS innovation to the travel industry.  Working with our many travel partners, EDS is using Collaborative Commerce to shift to direct distribution models (away from channel supply constructs), aggressively establishing peer-to-peer relationships that provide added fulfillment and economic service, and formation of travel industry buying groups to leverage our global partners and improve the economics of travel service delivery to our clients.  EDS will apply these same technology and travel industry advances to bring improved functionality and performance to government e-travel.

2.2 Our Vision
EDS’ vision for implementing and sustaining a superior, user-friendly, eTravel solution is straight-forward and based on its successes in the travel industry as well as its knowledge of the federal government.  Simply stated, EDS will provide a proven Web-based, end-to-end travel management service for use by federal agencies and will assist federal travelers to adopt it rapidly.
The following are key elements of EDS’ vision and approach:

· An electronic Travel System is not a technical solution; rather, it is a business management process flow.

· eTS requires a partnership between GSA and industry — a sharing of a common goal.

· eTS must address the needs of all stakeholders — federal travelers, federal travel and financial agency managers, agency leaders, and GSA — and remain current and consistent with evolving travel industry practices.

· eTS implementation must be deliberate, adaptable to agency needs, and executed quickly and efficiently.

· Training and sustainment options must be provided to solidify user acceptance of the system.

· Scalability, both technically (hardware, software, network) and functionally (management, deployment, customer support), is essential to success as the eTS user base expands.

· Strong leadership by an integrator with the ability to manage multiple activities and draw from deep bench strength is critical to long term eTS success.

· Technology enhancements must be constantly under development and appropriately implemented to improve reliability and increase service levels.

· A structured quality management program and achievement of customer satisfaction objectives are pillars of success.

·   A strategic approach to outreach and adoption is essential for early and lasting eTS success.

2.3 About the EDS Team
The EDS Team is comprised of EDS, Zegato Solutions, NTT/Verio, and MIL Corp.  The team combines each teammate’s core competencies as follows:

· EDS – global systems integrator, provider of large-scale service solutions, major information technology (IT) implementations, information security, and enterprise application integration

· Zegato Solutions (Zegato) – a small disadvantaged business (SDB) that currently provides a fully operational, proven end-to-end travel management system within the federal government environment

· NTT/Verio – State-of-the Art, world leader in global Internet and hosting services.  Provides Internet gateway and solution hosting services.

· MIL Corporation (MIL) – provider of training and operational support for and implementation of federal government travel and financial systems

EDS will deliver its eTS solution, FedTraveler.com, which is crafted to support the President’s Management Agenda (PMA) and its mission to improve the federal government’s internal efficiency and effectiveness.  By deploying a fully operational, Web-enabled, end-to-end solution, EDS will position the General Services Administration (GSA) Travel Program Management Office (PMO) as a leader in achieving early and continued success in exceeding PMA goals.

The following table lists the names, critical competencies, and team contributions for the EDS eTS team: 
	Key Team Member
	Team Contribution

	EDS
	Program Management and Prime Contract Responsibility, Quality Management, Proven Processes and Methodologies, Information Security, Systems Integration, Help Desk Leadership, Implementation Leadership, Performance Measures, Technical Leadership, Customer Relationship Management, and Strategic Planning 

	Zegato Solutions
	Travel Planning and Authorization, Travel Expenses, Travel Reservations, Travel Voucher Processing, Interface with Travel Management Centers (TMCs), Fulfillment Support,  Help Desk Support

	NTT/Verio
	Network access and transport, Application and database server hosting solution, Intrusion Detection and Firewall support

	MIL Corporation  
	Systems Implementation Support, Training and Operations Support


3.0   FedTraveler.com Delivery Organization

EDS’ approach to service delivery is based on a two-tiered organizational structure:  one to provide the governance and overall strategic direction and the other, a delivery organization to manage the day-to-day FedTraveler.com program.

3.1 FedTraveler.com Program Delivery Office
The core team, which comprises the PM and EDS’ functional leaders, focuses (at a management level) on the operational issues as they relate cross-functionally to meet GSA business objectives.  The Program Delivery Office’s (PDO's) responsibilities and authorities are highlighted in Exhibit 3-1, EDS’ Program Delivery Office Structure, and include prioritization of operations issues, oversight of project management and operating budgets, problem resolution, and composite service-level management.
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 Exhibit 3-1,  EDS’ Program Delivery Office Structure
EDS’ FedTraveler.com delivery organization, is led by the EDS Program Manager (PM), who is fully empowered to commit the team’s resources and make decisions pertaining to delivery of the eTS solution including the use of corporate resources from EDS and its teaming partners.  The management structure is straightforward, functional, and designed to focus on the critical components of service delivery, provide the necessary management visibility of ongoing operations, and allow for the expansion of the team as the client base grows.  For example, as additional federal agency task orders are issued, multiple deployment, implementation, and training cells can be employed without significant adjustments to the basic organization. In addition, EDS prioritized the Outreach & Adoption mission and will use its combined sales resources to recruit federal agencies aggressively, then quickly implement the FedTraveler.com service.

The EDS PM reports to a Program Executive who is a member of EDS’ senior management team.  A Program Executive’ role is to monitor and manage all relationships with a client's senior executives to ensure client satisfaction.  The Program Executive continuously oversees client business development relationships and delivery interactions.

While the Program Manager has the authority to deal with most of the challenges, there are some issues that could arise in a project of this scope and complexity that will require the involvement of the EDS Program Executive.  Examples include: 

· Financial, scheduling or technical issues: The Program Executive will provide the necessary oversight to the project team to ensure issues are addressed in a timely manner.

· Contract or Scope Changes: The Program Executive may get involved in contract or scope discussions, particularly if there is a significant change in scope or contract direction.

· Critical resources: The Program Executive may assist with leveraging the capabilities and relationships of EDS to ensure resource shortages or technical issues are quickly addressed.

A business manager has been assigned to the FedTraveler.com PM and assists in the daily business operations of the program.  Responsibilities of this position include:
· Establishment of proper internal and external billing/invoicing procedures
· Establishment and adherence to proper internal and external financial policies

· Establishment and adherence to internal and customer-required financial reporting requirements

· Supporting task order negotiation

· Reviewing task and program status to ensure accurate, timely and cost-effective completion.
3.2 Key Personnel
EDS has selected key managers on the basis of their experience and ability to contribute to the team’s overall success. The following table presents a summary of EDS’ key personnel with their roles, qualifications, and strengths.

	Key Personnel
	Role
	Qualifications & Strengths

	Suzanne (Soo) Morehouse (EDS)
Program Manager
	Program management, quality management, and leadership of The EDS team
	More than 19 years of management experience with increasing scope and responsibilities.  More than 18 years of experience in the travel industry including seven years as Director, Civilian Government Accounts/Assistant National Operations Manager for SatoTravel, for which she managed 22 travel contracts.

	Darren Collins (EDS)
Technical Manager
	Overall technical governance, systems integration, data management, security, testing and hosting
	More than 20 years of technical and managerial experience in both government and industry environments. Recent experience as technical operations manager for network communications and engineering for the Navy Marine Corps Internet (NMCI).  Extensive experience in systems engineering and migration planning.

	Reid Everly (EDS)
Implementation Manager
	Implementation planning and execution, management of training and eTS deployment
	More than 30 years of management experience in areas such as process improvement consulting, product and service quality, team building, business development, customer and client relations management, and planning and execution of large-scale contracts to meet delivery expectations.

	Tony Marshall 

(Zegato)
Customer Support Manager
	Day-to-day eTS operations, travel fulfillment, technical support
	More than 13 years of experience in project management, software engineering, implementation, and operation of automated Federal Travel Regulation (FTR)-compliant travel systems.  Currently serves as Vice President of Zegato Solutions. 

	Lamont Bailey (Zegato)
Deployment Manager
	Supports eTS integration and Agency roll out, works under the direction of the implementation manager 
	More than 25 years of management experience, providing IT support and senior management for travel management services.  Possesses an in-depth understanding of information system technology, database management system (DBMS) technology, federal travel management, and the government procurement process.  Currently serves as Executive Vice President of Zegato Solutions.

	Bill Casti (EDS)
Quality Manager


	Responsible for overall quality assurance (QA), risk management, and performance management
	More than 15 years of technical and managerial experience.  A Certified Quality Auditor (CQA) with extensive experience in the management of metrics by developing the tools, techniques, and procedures to provide customers with the highest level of service.  Experienced in internet security, document control, technical systems management, and systems administration.

	Linda Glasco

(MIL)
Training Manager
	Supports eTS training activities during Agency roll out and supplemental training, works for the implementation manager
	More than 17 years of experience with the design, development, testing and implementation of large, complex, integrated, federal financial systems; more than five years of management experience overseeing travel support tasks for various federal agencies.  Experienced in preparation of user requirements documents and development and roll-out of customized training products.  Currently serves as Vice President of MIL Corporation.

	Steve Vetter (EDS)
Outreach/Adoption Manager


	Early adoption and expansion of eTS service across federal agencies
	More than 20 years of management experience in the federal government environment.  EDS U.S. Government Solutions’ client sales executive with primary responsibility for eTravel across the federal government.  Creates innovative business offerings by leveraging EDS’ capabilities within the travel and IT sectors. 


4.0   Program Management Approach

EDS uses its corporate Project Management Methodology Version 2 (PM2), which includes all major work elements and work products required for project Start-Up, Planning, Execution, and Close-Down.  PM2 emphasizes client involvement; it will be tailored to best meet the requirements of the eTS program.
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Exhibit 4-1,  EDS’ PM2 Methodology

PM2 is based on the Software Engineering institute (SEI) Capability Maturity Model (CMM) and the Project Management Institute (PMI) Project Management Body of Knowledge (PMBOK) as shown in Exhibit 4-1, EDS’ PM2 Methodology.  These functions provide the benchmark for the EDS’ program management activities.

EDS’ PM2 also identifies applicable tools, techniques, references, and training for completing the work prescribed.  Because this method is general and broadly used across EDS, certain processes based on the method may be customized to meet the program’s specific needs.

4.1 Managing Subcontractors

Listed below are several areas where EDS has strengthened our normal subcontract management procedures:

· EDS will establish MOUs or associate contractor agreements with  key 2nd tier subcontractors involved in providing a part of the end-to-end eTS solution.

· Each 2nd tier subcontractor is required to adhere to established standards outlined by EDS for the eTS program and each 2nd tier subcontractor will work cooperatively with EDS and the 1st tier subcontractors in the successful promotion and implementation of FedTraveler.com.

· Zegato will have the proprietary software source code placed into an escrow account upon contract award with EDS named as the beneficiary.  This action will assure the ability of EDS to continue performance of the eTS contract.  Specifically, Zegato will escrow their application source code and data base architecture.

· EDS’ PM2 and System Life Cycle Version 3 (SLC3) processes and procedures are the basis for managing our FedTraveler.com program and are extended to all subcontractors.  As a part of this action, EDS will chair the CCB and rule on any system changes proposed that have a potential impact upon FedTraveler.com service delivery.

· Additionally, Zegato and other subcontractors that may develop software or enhancement features to FedTraveler.com will be mandated to follow EDS’ established configuration management and testing procedures.  Proposed features will be approved by the FedTraveler.com PM prior to execution of developmental efforts to assure product consistency, compliance with eTravel and other mandated Federal guidelines, and an orderly pattern for system upgrades and releases.
EDS’ approach is to deliver the best available resources to the eTS PMO and the federal agencies ordering eTravel services, based on the entire team’s combined resources.  Each subcontractor has a structure in place that is dedicated to the FedTraveler.com program.

EDS’ FedTraveler.com PM has established regular status meetings with representatives of each subcontractor to address issues concerning service excellence, project status, pending requirements, and opportunities to expand service among federal agencies.  EDS provides subcontractors with clear, well-documented definition of their performance and deliverables.  It requires subcontractors to provide supporting data that outlines their understanding and approach.  Detailed management and reporting responsibilities and technical support requirements are identified and included in the subcontract.  EDS’ agreement with a subcontractor is consistent with its prime contract with the government.

EDS accepts full responsibility for the successful completion of all contractor activities, whether performed by EDS or by a subcontractor.  EDS’ PM verifies that the team’s efforts are integrated and that standard management practices and best practices are employed across the entire team.  Examples are shown below:

· Establish clearly written subcontracts that define the roles of all parties

· Select subcontractors based on their expertise, experience, and proven performance

· Select subcontractors based on their compatibility with EDS’ technical solution

· Develop and adhere to detailed Statements of Work (SOWs) based on the requirements of the prime contract and Team EDS’ proposed solution

· Control and validation of all deliverables by EDS’ PM

· Communicate EDS’ goals for service excellence on each task
· Meet weekly and monthly with subcontractors, providing timely guidance and feedback

· Maintain positive, ongoing communication between EDS and all subcontractors.

4.2 Project Planning and Control
EDS’ application of service management principles to the implementation and sustainment of complex operations is the cornerstone of success in our industry.  EDS applies proven service management policies and processes to enhance the effectiveness and economy of FedTraveler.com to meet or exceed GSA business objectives.  The approach will center on a service management continuum throughout every aspect of the eTS program, from planning through execution.  This continuum will establish a daily, disciplined environment that is focused on four critical cyclical factors: plan, control, measure, and improve.

· Plan – EDS has established a clear path to meet eTS program objectives through continually improving forecasting, scheduling, capacity planning, and efficient implementations.  Key to success is early and continuous collaboration with the eTravel PMO and the agency receiving the team’s eTS service.

· Control – EDS focuses on the successful application of processes and technologies that improve deployment and use of its solution.  The team’s experience in deploying and providing service to other agencies will provide a solid basis for FedTraveler.com.  EDS also will apply proven, but flexible, work control processes to manage any change in requirements that may occur during an implementation.

· Measure – EDS applies Key Performance Indicator (KPI) metrics based on well-conceived standard benchmarks through the implementation of its Service Excellence initiative.  The focus will be on easy-to-use measurement tools.

· Improve – EDS uses measurement data to monitor performance and trend analysis that is focused on discovering more-efficient ways of conducting business.  We will build on our knowledge base within the government to streamline deployment and sustainment processes and practices; this approach may include the application of optimization planning and Business Process Improvement (BPI).

EDS’ central project tracking and progress reporting function monitors all aspects of the FedTraveler.com program to provide a single integrated program management system.  The PM2 system is used to track the progress of effort and schedule as well as identified program risks, team management processes, stakeholder management processes, benefits achievement, and scope control.  EDS will work collaboratively with eTravel PMO personnel to integrate risk management activities and coordinate project progress and review of deliverables.

4.3 Configuration Management
EDS  uses a change control process when a new version of software is launched into a production environment to protect existing department, agency, and subordinate organization configurations.  This process includes documenting requested changes, reviewing the changes for impact and risks, approving or denying requests, implementing approved changes, and updating baselines and any associated documentation.  Quarterly releases are planned for minor upgrades and semi-annual releases are planned for major upgrades. 

EDS uses our System Life Cycle Version 3 (SLC3) methodology, as shown below in Exhibit 4-2, SLC3 Methodology.  SLC3 is the foundation for managing changes to the software, hardware, and technical infrastructure for FedTraveler.com.  This process extends to out teaming partners and subcontractors either directly or through 2nd tier agreements with the goal of a tightly managed delivery of quality eTS service to Federal Agencies.  SLC3 will be customized to support work types such as rapid and iterative development, object- and component-based engineering, and production support , depending upon the future needs of FedTraveler.com.

SLC 3 is a systems engineering methodology that has evolved from EDS’ collective systems engineering experience as well as from industry insight.  SLC 3 can be customized to support various work types such as maintenance, minor enhancement, new development, or systems integration.  SLC 3 also provides the flexibility to support systems engineering on various platforms and tools, from mainframe to desktop.
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Exhibit 4-2,  SCL3 Methodology

SLC 3 has six phases.  SLC 3 balances iteration, the repetition of certain phases, with management control to develop the business solution.  Many of these components are reused from version 2 of the EDS Project Management methodology.
The organization of each phase can be described as Plan-Do-Test. This cycle is repeated for each phase within each iteration, as well as for each iteration:

· The Plan component represents the preparation required to perform the phase effectively.  Plan also keeps the phase’s work directed toward the objectives of that particular iteration.
· The Do component represents the actual performance of the defined work within each phase.
· The Test component verifies that the work was performed as specified and validates that the work properly addresses the business need.  Test also assesses the results according to these objectives to determine and report the project’s progress and status.
SLC3 assures the eTravel PMO that the software development, maintenance, sustainment, and management processes are mature and consistent with the SEI CMM practices.  Specifically it applies to the products and services provided by Zegato, Quality Agent, and NTT/Verio.  The methodology also provides the engineering processes necessary to manage initial requirements allocation, interface and functional development, technical integration, integration testing, system testing, training, and fielding activities.

4.4 Version Control
EDS’ Configuration Management (CM) process establishes and maintains the integrity of FedTraveler.com software products throughout the project’s life cycle.  A Configuration Management Plan (CMP) will identify CM-related activities executed during the project. EDS will leverage CMM level 3 processes and other support tools for full compliance with the FedTraveler.com CM Plan. EDS will chair the eTS Configuration Control Board (CCB) and will approve any changes , SW releases, or systems changes that could potentially impact  FedTraveler.com service to existing or potential users.  Any potential change will be full coordinated with the GSA PMO prior to implementation.

The responsibility for maintaining Configuration Management lies with three working groups:  GSA FedTraveler.com Program Management’s Executive Change Control Board (ECCB); the EDS FedTraveler.com Program Management’s Change Control Board (CCB); and the Configuration Management Working Group (CMWG), which consists of FedTraveler.com technicians and application developers.

The ECCB program will be formulated and managed by GSA eTravel Program Management Office (PMO).  The reference to the ECCB and the manner in which EDS will engage this plan with them is notional and may change as GSA PMO establishes its Configuration Management Plan.
Typical configuration management/version control functions to be applied to FedTraveler.com include the following: 

	Configuration Identification
	Enables identification of product’s configuration items and its related documentation

	Configuration Control
	Enables management of the changes made to the product configuration and its related documentation across a program life cycle

	Configuration Status Accounting
	Allows creation and access of status information about the product configuration and its documentation across a program life cycle

	Configuration Auditing
	Enables verification of the consistency of the product’s documentation against the delivered product configuration


More information about configuration management can be found in the FedTraveler.com Configuration Management Plan.
4.5 Documentation
EDS will provide documentation support services throughout the life of the FedTraveler.com project.   EDS will create and maintain a documentation and technical library that will support the project’s daily operations and systems administration.  This library will serve as a centralized archive for electronic and hard-copy documentation, hardware, and software items.  The inventory will typically include the following items: 

· Systems Documentation

· Configuration Management Documentation

· Training Documentation

· Hardware Documentation

· Deliverable Reports

· Systems Administrator Guides

· Process Improvement Documentation

· Software Life Cycle Documentation

· Software Licensing Inventory Logs

· COTS Application CD-ROM and Documentation

· User Guides

A check-in/check-out process will be followed to maintain version control, consistency, and standards within the library.  This process will be documented in the Configuration Management Plan.

EDS’ approach to developing documentation focuses on providing the following: 

· Professional and standardized documentation

· Tailored and customized documentation 

· Processes and procedures that are integrated with the Systems Software Life Cycle Methodology

· Configuration management controls to all documentation

· Trained and experienced documentation professionals

· Centralized management and control of documentation

· Documentation developed concurrently with system development and enhancement activities 

4.6 Testing
EDS will provide services to test and integrate the software it provides as part of the FedTraveler.com offering.  Services will include test planning, testing tool configuration, test procedures, Use Case development inclusive of both test scenarios and test cases, test scripts, test execution, and test reporting.  Successful completion of each test phase is based on the execution of defined test scripts, test cases, and the satisfaction of exit criteria.

EDS will also conduct the following types of tests on an as required basis:

· Unit Testing – For all software configuration items (CIs) developed, the team will develop unit test cases and will perform unit testing at the development facility.

· Integration Testing – For each major function or task in the system, the team will develop an integration test script.

· System-Level Testing – This will be based on Critical Technical Parameters (CTPs) to verify the overall technical performance of the system, including stress and volume.

· Regression Testing – This will check whether the functions of revised software that failed prior testing have been corrected without affecting functions that were correct before revision.  It may be required at any point in the testing program.

Upon completing system-level testing, EDS will work with the eTravel PMO and other participating contractors during implementation, to support the integration , verification, and a functional test of required FedTraveler.com interfaces with financial systems.

4.7 Performance Monitoring
Performance monitoring of EDS’ FedTraveler.com program will comprise the following activities:

· Establish Baselines Through Planning – Results of planning activities will be recorded in the Microsoft Project 2000® project schedule tool.  Each scheduled task will be assigned a budget based on the resources to be allocated and the duration.  Based on past implementations of the eTS solution, our planning baseline is largely intact already.

· Track Work Effort – Each team member is responsible for recording its effort hours against activities in the project schedule.  The business manager, who will be responsible for approving and tracking expenditures as they occur, controls any required procurement.  Teaming Agreements and SOWs will assign clear lines of responsibility among team members.

· Monitor Schedules – As the work progresses, actual values will be gathered and recorded.  Tasks will be monitored regularly.  Tasks with an actual duration that diverges from the planned duration by more than a predefined amount will be flagged for attention.  This step is particularly important during implementation and training.  EDS’ established processes, coupled with an experience base within the federal government, further reduce potential risks for our eTS solution.

· Report Regularly – At least monthly, reports will be produced from the scheduling tool and the budgeting system for responsible team members and managers.  The EDS PM also will track daily a variety of program metrics such as adherence to implementation schedules and customer support trends.
· Mid-Course Corrections – As a standard practice, EDS will develop a corrective action plan, as required, in response to current or projected operational conditions.  This may consist of adding resources to help meet a time constraint; changing the approach to accomplishing a task; or through proper change control, changing the scope of what is to be delivered within a specified timeframe.  Another example may be an agreement to provide additional or supplemental resources to assist an agency load data; provide specialized training during implementation; or as some agencies have done, coordinate for on-site support during sustainment.
4.8 Risk Management
EDS categorizes the risks associated with FedTraveler.com from a dual perspective – programmatic from GSA’s point of view and Agency-specific for installations after IOC.  EDS views its FedTraveler.com solution as low-risk from both perspectives because of its existing solution, its ability to implement today, its industry experience, and its mature process for managing risk.  The following table identifies several programmatic risks to both GSA and Agencies, and EDS’ mitigation strategy.  While the risks may appear to be business risks to EDS; they are actually significant programmatic risks to the GSA eTravel PMO.  Failure to properly mitigate each risk jeopardizes GSA’s ability to achieve its vision of an integrated end-to-end travel solution that is easily, readily, and quickly adopted by each federal agency.
	Programmatic and
Agency-Specific Risk
	EDS Mitigation

	Failure to meet IOC
	Use of an existing, Web-enabled, end-to-end solution that currently operates in several government agencies; mass load of user profile data among all functions and modules to minimize the necessity of creating profiles in multiple system; effective coordination and incorporation of Agency-contracted TMCs into EDS’ implementation process; and use of a tested, efficient standard implementation process model.  Use of a defined process that begins with a kickoff meeting that includes a Configuration Management Plan, security plan, and contingency plan; begin preparation for Certification & Accreditation (C&A) concurrently with independent verification and validation (IV&V) testing; use IOC population as baseline user population for FOC; train IV&V testers early to demonstrate general operational and functional capabilities of service by role to reduce overall phase- in period.

	Failure to accommodate Agency needs to integrate eTS, beyond the scope of the solicitation, into existing Agency back-end systems (such as financial and human resources)
	EDS is the largest applications management services provider in the world. It has in-depth experience with every major financial and HR system and has the ability to integrate disparate systems that support business needs.  Additional mitigation strategies:  

· Included on the team, MILCorp and SeeBeyond who have expertise in government financial system interoperability

· Identify minimum data interface constraints and requirements for all in-scope, known financial applications.

· Schedule an integration seminar where agency personnel can get more information on integration 

· Engage end users in user acceptance testing to minimize potential for failure.

· Utilize our change management program that reviews changes associated with the financial interfaces and which develops contingency plans for unexpected failures.



	Inability to market eTS to achieve adoption goals 
	EDS is the second largest provider of IT services to the federal government under the GSA Schedule (in 2002, almost $300 million).  It successfully marketed GSA’s Telecommunications Integrator Services (TELIS) Indefinite Delivery, Indefinite Quantity (IDIQ) program from a $2-million base in 1997 to a final number approaching $550 million, when operations ceased in December 2003. EDS will employ a dedicated eTS Outreach Manager who will leverage EDS’ corporate sales and marketing resources to expand FedTraveler.com’  presence within the federal government. 

	Inability to transfer industry-leading practices to the federal government
	EDS mitigates this risk due to the fact that it is a partner in direct support of more than 100 travel organizations.  EDS has a strategic vision to be the premier player in providing IT strategies, solution and services to the travel and transportation industry.  This is being realized through:

· Facilitating collaboration among industry participants through common, leveraged platforms and shared development

· Enhancing client’s ‘time-value equation’ through innovative deployment of technology

· Partnering with leading providers of industry applications and products

The Sabre–EDS partnership signed in March 2001 is an example of a complementary, strategic arrangement that has placed EDS into a leading position in the IT services market for the travel industry while allowing Sabre to focus on product development and distribution.  Additionally, Zegato and MIL Corp are two partners with direct government travel industry experience; they can tailor industry practice to the federal environment’s unique needs.

	Failure to meet FOC
	Follow a defined process that begins with a kickoff meeting that includes a CM plan, security plan, and contingency plan; begin preparation for C&A concurrently with IV&V testing; use the IOC population as the baseline user population for FOC; train IV&V testers early to demonstrate general operational and functional capabilities of service by role to reduce the overall phase- in period.

	Failure to meet eTS availability or up time
	EDS brings technical depth and demonstrated experience in meeting power, network, hardware, security and high availability solution design.  Mitigation methods include full generator backup data centers; full redundancy with multiple fail-over paths; multiple peering points within the POP; and a full, functional set of security products. 

	Failure to conduct technology refreshment
	EDS follows a refresh approach that is consistent with its change control and CM process and follows a defined methodology that is measurable and repeatable; and annually completes a verified and documented process to evaluate capability, impact, and cost of technology refreshment as compared to industry standards. 

	Failure to meet eTS user expectations for quality, ease of use, and customer response times
	Mitigation approaches include interactive instructor-led and computer-based training (CBT) provided to all user roles in a just-in-time schedule; a single, responsive call center to resolve technical and travel-related requests; frequent user surveys to detect areas for improvement, system and process adjustments to better align with client expectations; and an automatic call distribution system and knowledge trees to aid problem resolution and track a variety of issues so that managers can closely monitor customer support issues and performance.

	Failure to receive Certification and Accreditation
	EDS’ mitigation approach was to secure a production-ready, deployed solution.  The Zegato solution has already received C&A approval from the Veteran’s Administration.  Expert resources will be at the forefront of this mitigation.  EDS will leverage its expertise in security, engineering, and systems engineering to review each aspect of the solution and ensure that FedTraveler.com is on a sound scalable platform and that all risks exposures to the client are mitigated to the maximum extent possible.  Also, important to mitigation is the bi-directional correspondence with the GSA CIO’s Office on issues relating to C& A.

	Inability to administrate a viable SLA/Performance management program
	EDS will use the Monthly Status Report (MSR) to report program management and Service Level Agreement (SLA) measures results and will discuss actions.  The EDS team will endeavor to resolve any variance from established service levels.  The EDS’ PM verifies that the team’s efforts on SLA/Performance Measures are integrated and that standard management practices and best practices are employed across the entire team.  All subcontractor agreements require adherence to established standards outlined by EDS for the eTS program.

	Subcontract Management
	All of EDS’ first tier subcontractors are bound by a contractual document.  These documents, which will include program/task SLAs, as appropriate, and flow downs from the prime contract, will govern performance of each respective subcontractor.  There are two major risks that a subcontractor brings to a program: 1) poor performance or 2) insolvency.  The former will be addressed by the EDS management team within the confines of a legal document, associated SLAs, flow downs,  “cure”, and termination clauses.  EDS ultimately reserves the right to add or substitute new/additional subcontractors, or even EDS personnel, to address any performance issues.  EDS views the latter risk as pertaining to only one of our subcontractors: Zegato.  The risk of Zegato becoming insolvent has been addressed by requiring them to escrow their software (see section 4.1.1).  Finally, second tier subcontractors will be handled in one of two ways: 1) EDS will sign an associate agreement or MOU that will include program/task SLAs and contract flow downs as appropriate; or 2) EDS will require that our first-tier subcontractors include appropriate program/task SLAs and contract flow-downs to their subcontractors.

	Outreach and Adoption program
	Mitigation approaches for our outreach goals include aggressive engagement by EDS’ entire Federal sales and business development force to reach agencies across the Federal Government; evolution of the FedTraveler.com offering to ensure client needs and requirements are being exceeded; engaging other contractors to provide more integrated agency solutions; reaching out to agency decision makers, support personnel and travelers via increased media, conference, and direct marketing efforts.
Mitigation approaches for our adoption goals include determining the specific reason(s) for adoption shortfalls (traveler culture change, administrator cultural change; training shortfalls, process issues, functionality shortfall, etc.) and then taking direct, corrective actions to resolve them (marketing campaign touting FedTraveler.com’s benefits to travelers, marketing campaign touting FedTraveler.com’s benefits to administrators, increased or restructured training, adapting FedTraveler.com to agency travel and authorization processes) as well as continued evolution of product capabilities.  EDS has engaged the entire US Government Sales and Marketing force to become active participants in the expansion of FedTraveler.com across multiple Federal Agencies.  Leveraging our already established network of client contacts, outreach and adoption efforts will be coordinated on a broad front.

	Post-IOC complications
	EDS follows a proven and tested approach to implementations and sustainment which in fact mitigates risk of any loss of FedTraveler.com utility post- IOC.  The application of lessons learned actually strengthen and expand the use of FedTraveler.com after IOC.  Examples include minimizing unnecessary customization, strong training programs, on-site and remote user support, strict application of security procedures, and an aggressive outreach and adoption program. 


To address agency-specific risks, EDS includes, as a management action, the requirement to address any risk that may be identified.  A detailed understanding of potential risks, the best strategy for risk mitigation, and a continuous risk management process will be applied as a part of the management plan.  EDS uses our PM2 Risk Management function to complete required risk assessment and develop corresponding responses to identified risks.  EDS will escalate high priority risks identified throughout the lifecycle of the service to the GSA PMO.  Examples of high priority risks are those that will significantly impact cost, schedule, performance and quality of the FedTraveler.com services.  Risks will be further mitigated by the employment of successful contracting and delivery of FedTraveler.com services.  EDS will notify the GSA PMO immediately of high priority risks.  This will be done either in writing or by telephone and followed up with the appropriate documentation.  As an established portion of the FedTraveler.com monthly status report identified risks, their status, and potential impact to the program and/or resolutions are also documented.

Risk Management Steps. The five steps of the risk-management process are as follows:

· Step 1 – Risk Management Planning: defines scope and purpose of the risk management process

· Step 2 – Risk Identification: identifies risks and states them in a common syntax;  

· Step 3 – Risk Analysis: classifies the risks into categories and establishes their severity both in terms of probability and impact, assigning specific qualitative and quantitative attributes;

· Step 4 – Risk Action Planning: determines actions to be taken for each risk;

· Step 5 – Risk Tracking and Control: monitors progress and makes control decisions about risks. 

Steps 2 through 5 are repeated in a cyclical or (an interactive) manner to maintain currency with program changes.

Exhibit 4-3, EDS’ Integrated Risk Management Process, shows the five-step process. 
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Exhibit 4-3,  EDS’ Integrated Risk Management Process

4.9 Service Excellence Dashboard
Unique to EDS is the Service Excellence Dashboard which will enable GSA and agencies receiving service to provide input and have access to project information.  The dashboard is an effective communication tool to provide status, escalate issues, and engage senior managers.

An EDS-developed tool, the Service Excellence Dashboard is used throughout EDS’ management structure to show the level of satisfaction that clients have with EDS’ services and to escalate issues to EDS’ senior managers.  This dashboard is reviewed weekly by all EDS senior leaders including Lt. Gen. (Ret.) Al Edmonds, President of EDS’ U.S. Government Solutions (USGS) Group and EDS’ Chief Executive Officer (CEO), Mr. Michael Jordan.  EDS will use the Service Excellence Dashboard to monitor the program’s specific measurable criteria. 

Along with being used as the internal tool to track delivery performance, the Service Excellence Dashboard enables the eTravel PMO and senior managers from federal agencies receiving service to share their views about how well the job is being performed.  The real-time nature of this global portal ensures timely and appropriate actions by EDS’ senior managers.  It also means that visibility of service, service quality, and service satisfaction is available to all stakeholders.
4.10  Performance Measurement Tools and Metrics
EDS’ approach to monitoring progress for quality and timeliness of work activities is to implement its Service Excellence initiative with its PM2 processes and measurement tools.  The performance measurement tools provide timely, accurate, and appropriate support services.  As indicated previously, the EDS Service Excellence initiative will provide an umbrella for achieving performance measurement of the eTS program, as shown in Exhibit 4-4, Performance Measurement Tools.
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Exhibit 4-4,  Performance Measurement Tools 
A commitment to service excellence is demanded from all members of EDS, resulting in a continuing pursuit of client satisfaction objectives.  Service excellence comprises a suite of Microsoft 2000 tools, other tools and processes, measurements, and behaviors that will promote success on the eTS Program.  This approach also encourages collaboration across teams, increases client feedback, and brings a common focus to service improvement.

Performance measurements integral to service excellence typically consist of the following four primary functions, which are critical to the successful delivery of eTS:  schedule performance; quality and service level agreement (SLA) monitoring; system metrics; and supplier monitoring

4.11  Performance Measurement and Metrics Approach
Proven metrics programs will enable the eTravel PMO to monitor the FedTraveler.com program and allow EDS to deliver products and services on time and in compliance with stated standards of quality and performance.

EDS’ FedTraveler.com PM will stay current with operational measures through regular project reporting, Web-based metrics reported through normal program management forums, and the Service Excellence Dashboard.

At least monthly, measures are collected from each of the support areas to maintain consistency and use of uniform measures and to provide quantitative perspective across the entire program.  Metrics will then be analyzed and the results provided to EDS PM and senior managers, the eTravel PMO, and each team member.  Any identified trends will be addressed at that time. EDS will usually track metrics by grouping them into the following three major areas:

· Program Management – Metrics that provide insight into the status and progress of the program with respect to cost, schedule, quality, and function delivered.  Some examples of program management measures include staff size, effort, meeting schedules, risk metrics, and overall customer satisfaction.

· Process Management – Metrics that evaluate whether established processes are being followed and whether they are performing as expected.  Training effectiveness, help desk response time, and testing coverage and efficiency are examples of process management measures.

· Service Management – Metrics that evaluate customer acceptance and satisfaction with the delivery of eTS services.  Examples of service management measures include reliability, ease of use or usability, responsiveness, performance, stability, and defects.
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Exhibit 4-5,  Iterative Measures and Metrics Process

EDS’ program management  uses an iterative process to measure and collect metrics, perform analysis, and report findings to our management team.  This iterative process, used across the organization achieves uniformity and consistency of measures and metrics in all areas of support, is depicted in Exhibit 4-5, Iterative Measures and Metrics Process.

The Measures and Metrics process comprises the following six major activities:

· Produce Estimate – Work will be directed within the affected area to determine measurements that help identify the critical factors for successful goal completion.  A refined estimate is then used as a baseline and compared with actual results.
· Collect Measures – Measurement data are collected periodically or on an event-driven basis from the FedTraveler.com support service areas.  The measurement data can be program status data, process data, and product data.

· Document Measures – Documenting measures involves validating the measurement data and storing it in a repository.  After the data have been validated, they are stored in a repository for use in future estimates.

· Analyze Measures – The estimate assumptions are monitored at each measurement-reporting cycle.  If assumptions change, estimates must be regenerated with the revised assumptions.  Any significant variances are explained to be sure that they are consistent with the assumptions and the metric analysis.

· Report Results – The estimates and measurements are analyzed to produce program, process, and product metrics results.  Reports are interpreted and, if necessary, corrective activities are identified.  The EDS PM will use these data for monthly Progress, Status, and Management Reports.
· Continuous Improvement – The primary objective of the Performance Measures and Metrics Program is to support continuous improvement of the products and the processes that support the FedTraveler.com program.  Ongoing measurement and analysis can be used to evaluate the trade-off between the cost of changes and the resulting benefits from the improvement effort.

5.0   Quality Management
EDS will employ already-established QA processes across the Team and will collaborate with our teaming partners to assure their quality processes and procedures are consistent with and compliant with EDS QA processes.  EDS focuses on ways to continuously improve processes, products, and services to meet travel industry standards.  EDS is fully certified as compliant with ISO 9001 and SEI CMM standards and will leverage this knowledge base whenever required to enhance its FedTraveler.com Quality Program.

QA will be an integral part of implementing and sustaining FedTraveler.com.  EDS will verify that our eTS services are of the highest quality through our QA processes, as outlined in the following paragraphs.  

5.1 Quality Assurance Plan

EDS will work jointly with the eTravel PMO to understand and apply documented standards that are currently defined and to coordinate discussions relating to industry practices and other relevant requirements.  The fundamentals to which we subscribe include the following components: Make client focus a priority – for GSA and federal agencies, use a deliberate approach that is relevant to eTravel; emphasize continuous process improvement; encourage system thinking, and solicit user feedback.

Equally important, EDS will work with Zegato and other team members to expand our quality procedures to their organizations with particular emphasis on areas that impact reliability, availability, and serviceability.  The EDS Quality Plan will identify quality indicators (practices, resources, and activities) the team will use so that performance standards are met.  It describes the internal review process, including who will perform the review; the frequency of the review; the methods to be used to conduct the review; a listing of services, products, and capabilities under review; and a description of the corrective actions that will be taken to correct identified deficiencies.  The Quality Plan explains the benchmark metrics that will be used to evaluate internal program performance and identify improvement areas and details the process for achieving performance objectives.  The Quality Plan also contains the approach and the procedures for communicating with the eTravel PMO about the performance of the contract, taking corrective action without dependence on government direction, and identifying and implementing potential improvements to the program services, products, and capabilities.

5.2 Application of the Quality Fundamentals
EDS’ quality fundamentals will be applied to every task order.  At the heart of this approach is the eTS PMO, which will combine resources to best serve the client while applying the quality fundamentals.  As a partner in a rapidly changing industry and technological environment, the team will focus on ways to continuously improve processes, products, and services.  Many of EDS’ processes are compliant with either SEI CMM or ISO 9001:2000 standards or both.

5.3 Quality Processes
EDS will employ a variety of methods to track program performance including the evaluation of performance in the major service areas, audit of processes, review of deliverables, and the evaluation of quality processes employed by our team members.  The EDS FedTraveler.com Quality Manager, who will work with EDS’ US Government Services Quality staff, is responsible for designing review contents, executing reviews, analyzing results and communicating all data to FedTraveler.com leadership.  This staff also employs corporate assets, subject matter expertise and lessons learned throughout the corporation to streamline, institutionalize and achieve higher levels of quality, including the development of reusable process sets, ISO and Capability Maturity Model (CMM) capabilities.  The staff is trained in QC concepts and procedures.  EDS FedTraveler.com leaders will be required to complete an action plan template, review and gain client approval for the action plan.  EDS conducts the reviews at a frequency that is effective in identifying problems and areas of opportunity.  We use the most appropriate method for conducting the various reviews and audits.  Thus, the review is conducted in an efficient and impartial manner.
Focus on Client Service.  Focusing on service to clients means concentrating on meeting client needs and requirements and exceeding their expectations. In the case of eTravel, EDS will focus simultaneously on the needs and expectations of GSA, the federal agencies, and the traveler.  In its approach, continuous improvement and client satisfaction are directly related to satisfying clients’ overall needs.  The two must coincide and exist in the appropriate environment.
Use a Deliberate Approach.  An emphasis on processes is vital when applying the quality fundamentals.  The processes must be defined in terms of the value they bring, measured to see if they are delivering the identified value, and reengineered or continuously improved.  Process and testing performance and improvement are represented by associated performance measurements.  The needs, requirements, and expectations of clients, as well as the process, must be continuously monitored to effect improvement.  Measurement and feedback continue the cycle of improvement.

Emphasize Continuous Process Improvement.  Continuous improvement is a series of changes to a process to make it more effective and efficient.  Continuous improvement enables changes through process documentation, error and work elimination, process stabilization, and process modification.  EDS will emphasize process improvement by considering the major elements involved including people, environment, technology, system, and methods.  The team recognizes that people are the driving force and will strive to improve our eTS service for all users – from senior managers to individual travelers.
Encourage System Thinking.  EDS promotes the system thinkers’ approach, which focuses on trends and underlying causes rather than day-to-day events.  Using quality fundamentals, the team will create a comprehensive Quality Plan that verifies that our delivery and sustainment of FedTraveler.com meets expectations and requirements.  The Quality Assurance Plan, included as part of the overall Program Management Plan, will contain elements that are relevant to activities such as implementation, sustainment, user satisfaction, adoption and outreach, and service delivery and implementation functions.
5.4 Quality Control & Reporting
Through a commitment to continuous process improvement and client satisfaction, service levels can be met and sustained and often improved as a program matures.  This process is the result of improved methods of determining requirements, managing projects, and instituting quality controls that are timely and accurate.  The controls are established through an independent and separate QA function reporting directly to the EDS program executive and supporting the PM.  As shown in Exhibit 3-1, the quality manager reports directly to the program executive, thereby raising the level of review within EDS.  The QA function will be involved directly in all phases of the project and will be supported by quality leads from the Teaming Partners who are involved in day-to-day service delivery.  The FedTraveler.com Quality Assurance Plan will outline the quality control activities that are relevant to delivery, such as Testing, Audit, and Compliance Review Requirements.  In addition, the plan will discuss available issue resolution and tracking, reporting, and escalation processes.

To ensure that the quality of service is never compromised, EDS’ leaders will use metrics and management reports to determine whether corrective action is warranted.  The leaders can use multiple reports to ensure that the project is being managed effectively for delivery compliance and that service levels meet defined expectations.  These reviews will be documented in the Monthly Status Report.

Specifically, the QA section of the Monthly Status Report will contain performance metrics and findings of compliance reviews or audits and any corrective actions recommended.  In addition, testing activities will be summarized in the report and performance reports and remedial actions also will be captured for managers’ review and action.

6.0   Communications Plan
The Communications Management Plan is broken down into: Marketing and Communication.  These plans contain detailed information on activities, audiences and timelines that will provide all FedTraveler.com service users with the motivation, information, and confidence to take full advantage of the wide range of benefits that  FedTraveler.com services deliver.
The Marketing Plan is designed to stimulate interest in FedTraveler.com services and provide motivation to use it among a range of user groups.  In order for stakeholders to adapt their behavior and utilize the electronic tools and financial instrument on a regular basis, they must feel confident in the integrity of the system, understand how it benefits them, and appreciate the commitment of the Government in making the program a success.

The Marketing Plan will revolve around a select number of key messages and themes.  These will be communicated through a variety of channels and tactics whose ultimate objective is maximum adoption of all elements of the electronic travel program.

All marketing communications activities will focus on the following themes:

· “moving people not paper”:  The electronic travel system provides travelers with a range of benefits, from increased accessibility, to minimized administration and paperwork, to enhanced quality of life.

· Service Quality Excellence:  Despite the fact that many of the tools are self-serve, travelers can rest assured that there is a wide range of support systems available to them 24/7, 365 days a year.  The message here is that travelers are not losing anything — rather, they are gaining convenience, time, and efficiency.

· We’re Number One:  This initiative supports the key priorities set by the President’s Management Agenda and we are the only production-ready, currently deployed service in the Federal government.

EDS has developed a marketing communication plan which addresses the entire service lifecycle.  More detailed information is covered in the separate plan and provided at high level in this document.

Phase:  Teaser Campaign – To stimulate interest and excitement in FedTraveler.com.  To create momentum “buzz” about the eTravel initiative.  This will involve wide-spread email correspondences, demonstrations at conferences, distribution of collateral, and GSA eTravel institutional message.
Phase:  Launch – To prepare system users to utilize the enhanced travel program by providing them with a CD overview of FedTraveler.com service components.  To create an understanding of the benefits that accrue to both users and the Government by utilizing the system.  To emphasize the commitment of the Government to the successful implementation of the system.

Phase:  Implementation – To provide a wide range of opportunities for travelers and travel arrangers to learn about the elements of the new system and to create a climate in which travelers feel confident and supported in using the electronic services for all their travel needs.  To promote the immediate and ongoing adoption of electronic travel services on all itineraries for which they are appropriate.  Activities would include use of CBT training, distribution of a user guide on the portal and  an electronic message outreach to all users.

Phase:  Post-Implementation Promotion – To continually promote the automated services and reinforce the positive benefits that accrue to travelers, travel arrangers and the Government as a result of a high level of adoption of electronic travel services.  Activities would include testimonials from current users, tips and tricks on the portal for user access, help desk on-hold messages that support use of eTS and FedTraveler.com reminder messages on non-self service ticket itineraries.
Phase:  Post-Implementation Incentive – To continue to provide system users with information on the enhanced travel system, and to provide them with appropriate incentives to use the electronic tools.  Activities will include on-line scoreboard which indicates current adoption rates and departmental challenges to encourage higher adoption rates.

The Communication Plan outlines all the communication items associated to the FedTraveler.com program, the audience, meeting purpose, frequency and responsibilities.  This plan will assist the FedTraveler.com Program Manager in managing communications both internally and externally throughout the program.
7.0   Implementation
Implementation risk is minimized because of EDS’ careful selection of Teaming Partners, processes, and products.  EDS evaluated the eTS implementation requirements and structured our team and approach to include depth of resources and a flexible, scalable deployment and training plan.  More detailed information on implementation activities are contained in the Implementation Plan and the User Support and Training Plan.

7.1 Government Actions & Responsibilities
Listed below are required government actions, for both the GSA PMO and the Agency receiving EDS’ FedTraveler.com solution, that are essential to the successful conduct of IV&V, IOC, and FOC, as well as Task Order implementation and sustainment  of FedTraveler.com. 

7.1.1 IV&V Support
The e Travel PMO will provide EDS the following support which is  necessary to successfully set up and conduct an IV&V test.
· Classroom (GFF/GFE), to include:

· Functioning workstations w/internet access for each student scheduled to attend training

· Overhead projection

· Developed test methodology, to include:

· Test Scenario descriptions

· Test User Profile information

· Test organizational structure

· Test workflow management structure

· Test accounting code information

· Test scenario scripts

· Test scenario metric/outcome measure descriptions

· Daily “Hot wash” reports

· Final outcome report

7.1.2 IOC Support
The Client Agency will  provide consistent and complete support to EDS during the execution of the following primary IOC  tasks:

· Support and participate in a kickoff meeting with Agency officials to begin the planning process, explain the implementation process, and identify key integration and implementation challenges

· Provide SMEs and technical support to conduct an Agency-specific configuration of FedTraveler.com services, tailored to meet Agency operational readiness and business requirements

· Provide dedicated facilities and personnel support to the EDS implementation team consisting of technical and functional expertise during implementation and FedTraveler.com roll-out, to include suitable training facilities appropriately equipped with computers and internet access 

· Provide complete, accurate, and timely Agency-specific data for upload into the FedTraveler.com system, as prescribed in the implementation plan and discussed during the Kick Off meeting

· Identify and make available Agency personnel to be trained in a combination of just in time, on-line, role-based and instructor led training sessions

· Provide the necessary technical and managerial leadership and support to assist EDS during the development of Integration Agreements that support data exchanges, interfaces with business systems, and testing of Agency interfaces

· Support EDS during the creation of a record of the Agency-specific FedTraveler.com configuration of their version of eTS

· Provide the name and contact information if Emergency Travel must be approved by the Agency

· Provide a current hierarchical chart of the Agency by reporting units

· Provide complete and timely documentation support as described below:

· Fact Sheet data (contains POC information)

· User Profile data (example: Personal, Financial, Credit Card and Employment data)

· Cost Center data (the accounting string that defines the account which travel will be charged against and identify the Funding Job Title and Fund Certifiers - people responsible for approving that account)

· Approval Chains data (Travel Plan & Expense Report Chain - who approves the orders)

·  Cost Center data – Funding Strip Information will be determined by the Client Agency and provided to the Vendor in accordance with the implementation schedule and in the format prescribed during the kick Off meeting

· Dynamic Approval data (Job Title and Names of approvers)

· Travel Card Data (if applicable)

· TMC Data (if using the FedTravler.com booking engine)

· Travel Preference Data (organization specific information) 

7.1.3 TMC Accommodation Strategy
EDS has developed a guide for accommodation of additional TMCs which will become a part of our normal implementation and deployment activities.  During initial implementation planning sessions with Client Agencies the accommodation of an existing or desired TMC, external to FedTraveler.com, will be discussed.  Topics include additional data requirements such as user profile requirements and TMC data elements necessary  to allow accommodation between FedTraveler.com and the external TMC.  Accommodation of an external TMC will follow several steps as outlined below.

Step 1 – Provide Branch Access

The external TMC must provide Branch access to the FedTraveler.com  booking engine.  Branch access allows FedTraveler.com to operate within the domain of the servicing TMC travel agents and provides access to profiles, reservations, and ticketed reservations.  This will also grant read, write, and delete access in the office that is servicing the customer.

Step 2 – Provide Pseudo City Code

The Pseudo City Code is an identifier assigned to a TMC by the Global Distribution Systems (GDS) which identifies the domain of the TMC, their business rules, and negotiated terms with the GDS.  The external TMC must provide their Pseudo City Code to the FedTraveler.com booking engine since reservations will be created in the Pseudo City Code of the external TMC.

Step 3 – Establish Queues In GDS

The external TMC must establish three queues within the GDS in the Pseudo City Code provided to FedTravele.com for processing information between the FedTraveler.com booking engine and the external TMC:
1.
A pending queue for reservations waiting approval

2.
A ticketing queue for approved travel

3.
A modifications queue that FedTraveler.com will use to update their database with any offline changes made by the external TMC 

Step 4 – Provide GDS Profile Data

The external TMC must provide existing profile data from the GDS in the format provided by EDS.  Upon implementation FedTraveler.com will use this profile to do the initial synchronizations of traveler information already maintained by the external TMC.

Step 5- Provide User Profile Data
The information provided in this file is unique to the external TMC being accommodated.  The format will be provided by EDS and the information will be uploaded into the FedTraveler.com database from a text file.
Step 6 – Provide GDS File Layout
The external TMC must provide to EDS the file layout for their existing GDS.  The GDS file layout will include how reservations are created within the GDS and the format for including user profile data within the GDS.

A more detailed discussion of TMC accommodation is included in the FedTraveler.com Implementation Plan.
8.0   Program Milestones
Shown as an attachment (see Program Plan FedTraveler.com _v5.pdf) is a schedule of program activities from contract award through IV&V,  IOC, and FOC. EDS views this as a living document where changes will be made to accommodate major program activities and follow-on task orders. For more details see the Implementation Plan.

8.1 Program Deliverables
EDS will provide a number of contract deliverables at specified times during the POP.  The following table lists  key deliverables:

	Description
	Frequency
	Delivery Date

	1.  Kickoff Meeting
	CA, TO Award
	10 Days ACA/TO Award

	2.  Monthly Status Report and eTS Metrics
	Monthly
	10th working day

	3.  Quarterly Program Reviews (QPRs)
	Quarterly
	Advance Copy (15 days before), 
Minutes 15 days after QPR

	4.  Semi-Annual Performance Incentive Reviews
	Semi-Annually
	Concurrent with QPR

	5.  eTS IOC
	First TOA
	Report due 15 days after IOC completion

	6.  eTS Implementation Report
	Each TO
	30 days after completion

	7.  Redacted eTS Proposal:
	One Time
	30 days ACA

	8.  Program Management Plan
	One Time
	30 days ACA

	9.  Implementation Plan
	Each TOA
	60 days ACA

	10.  eTS Operational Architecture
	One Time
	60 days ACA

	11.  Configuration Management Plan
	One Time
	60 days ACA

	12.  User Support and Training Plan
	One Time
	60 days ACA

	13.  Data Management Plan
	One Time
	90 days ACA

	14.  Data Exchange Specification
	One Time
	90 days ACA

	15.  Continuity of Operations and Contingency Plan
	One Time
	120 days ACA

	16.  Security Plan
	One Time
	60 days ACA

	17.  XML Schema
	One Time
	90 days ACA


Notes:  (Ref SOO, Par C.10, pg C-52); CA = Contract Award; ACA = After Contract Award; TO = Task Order; TOA = Task Order Award; Updates to 8 –17 required 30 days after any significant change or 30 days after exercise of option period

9.0   Customer Support
Customer support during and after implementation is a priority effort for EDS.  This is covered in more detail in the Implementation Plan and User Support and Training Plan.  The following are identified as core customer support activities:

· Provide basic on-line and telephone help desk support to answer questions and promptly resolve issues for all identified agency user roles

· Provide the full array of travel arrangements to support travelers and travel arrangers including toll-free emergency arrangements 24 hours a day, seven days a week, 365 days a year (24x7x365) 

· Provide technical support for identified user roles including systems administration, travel administration, and travel coordination

· Support on-line and telephone trouble tickets to enable problem resolution tracking 

· Provide agencies with a series of multi-tiered customer support options beyond basic services, such as on-site reservation and fulfillment services and other added or optional support services.

10.0   Technology Refreshment
Effective technology refreshment is key to realizing greater efficiencies, benefits, and services in electronic travel management services.  EDS currently manages more than 6,000 networks and 50,000 servers for approximately 900 clients worldwide.  To have our clients use the best technology available, EDS is continually tracking, testing, and evaluating products and technologies.  An EDS organization that is dedicated to monitoring technology and preparing for the future has the responsibility for developing technology strategies.  Approximately 850 EDS professionals work in organizations that support testing and plan optimal strategic positions for EDS and its clients.  Combining laboratory-tested solutions with technical expertise in the field enables EDS to provide a secure, proven solution for GSA and our eTS clients.  Technology refreshment for FedTraveler.com falls into three areas:  host, application, and client. The following table provides examples of these areas.

	Technology Refreshment Areas

	Host
	Application
	Client

	· Windows 

· Oracle 

· Security Technologies

· Network Technologies

· Server Technologies

· Storage Technologies
	· Electronic Travel Services, Standards, and Technologies

· Integration Technologies

· Web Standards and Technologies
	· Browser Updates


EDS will follow our technology refresh philosophy, which relies on implementing appropriate new technologies at the optimum time to reduce maintenance costs, improve reliability, and increase service levels.  Most technology refreshment activities to support FedTraveler.com will occur without GSA or agency involvement.  Host technology refreshment is an example of these activities; EDS’ goal is to promote continuous improvement in eTravel services and customer satisfaction, leading to the growth of eTS across government agencies and the ultimate success of the GSA eTS mission.  The measurable performance results of our successful technology refreshment program will be apparent in the areas of FedTraveler.com availability, on-line response time, and customer satisfaction.  EDS will coordinate with GSA and client agencies about the implementation of technologies involving delivery of our FedTraveler.com services to government agencies.  When appropriate, EDS will collaborate with GSA and government agencies to develop technology refreshment implementation plans and mutually agreeable schedules.

Technology enhancements in a service-orientated environment are primarily driven by three factors; customer requests, travel industry trends and, travel regulation changes.  EDS plans on using all three factors to drive functionality enhancements to FedTraveler.com.  Since these factors are dynamic in the evolution EDS will use its Configuration Management Board (CCB) and GSA’s Executive Configuration Control Board (ECCB) process to approve, and schedule enhancement implementations.  EDS’s CCB convenes minimally monthly and as needed with GSA’s ECCB to review change requests.

10.1 Maintaining Currency With Federal Travel Regulations & Policies
FedTraveler.com is delivered to Federal Agencies compliant with both the FTR and Joint Financial Management Improvement Program (JFMIP) regulations and policies associated with Federal TDY travel.  These regulations and policies are implemented to provide a consistent framework for conducting Federal travel.  FedTraveler.com complies with all FTR chapters that govern global regulations and agency reporting requirements (chapter 300); travel and transportation allowances for Federal civilian employees (chapter 301); payment from a non-Federal source for travel expenses (chapter 304) and the latest FTR amendments as published by GSA.  To maintain currency with FTR amendments, our government travel liaison team, which reports to the FedTraveler.com Customer Service Manager, makes periodic visits to the Federal Register Online via the Government Printing Offices Access web site to keep informed and up-to-date on proposed and actual changes to Federal travel regulation and policy.
The JFMIP Travel System Requirements include a list of mandatory and value-added functional requirements for TDY and relocation travel in the Federal space.  The mandatory list identifies the minimum functionality or the Federal laws and regulations needed to establish an acceptable system.  The value-added requirements describe features or characteristics based on state-of-the-art technology, best business practices, or management needs of an individual agency.  While data published in the JFMIP Travel System Requirements are not considered law, JFMIP is instrumental in gathering agency and industry together for collaboration on travel issues.  Many of the recommendations generated from this project have found permanent residence in Federal regulation.  FedTraveler.com’s government travel liaison team interfaces closely with the JFMIP travel system requirements group as another conduit into the future direction of Federal travel management as well as including up-to-date amendments to FedTraveler.com prior to an amendment’s effective date.

The FedTraveler.com team actively participates and interfaces with the Office of Government-wide Policy, Travel Management Policy division.  This facilitates our ability to develop strategies, anticipate modifications to policy, and assess the legislative impact to travel processes.  An example of this strategy is exhibited in our approach to per diem rates.  We know that per diem data can change monthly and in rare instances can change during the month to accommodate special travel scenarios.  To keep current on monthly changes to domestic and foreign per diem rates and the potential for exceptions, FedTraveler.com retrieves per diem data monthly from the GSA and Department of Defense civilian personnel per diem repository, then formats and consolidates the data into FedTraveler.com tables for usage by the effective date of the per diem change.  The previous period’s rates are maintained for usage in travel documents generated before the new period’s effective date to ensure compliance with the applicable travel regulation and policy.  Additionally, FedTraveler.com’s online system administration feature allows on-demand changes to per diem rates by authorized personnel.

Our government travel liaison team is also in periodic contact with Federal travel policy staff at GSA and Federal agencies to provide industry input on the direction of travel management and services and to listen and understand the challenges facing Federal travel managers.  Our team is active on industry forums such the National Travel Forum , the Association of Government Accountants (AGA), the National Defense Transportation Association (NDTA), and the Society of Government Travel Professionals (SGTP) to provide and glean information on best practices and the direction of Federal travel regulations and policies.
11.0   Federal Enterprise Architecture
The Federal Enterprise Architecture – Program Management Office (FEA-PMO) provides a government-wide enterprise framework allowing agencies to share and use common data, information, and business functions across government agencies.  Composed of five distinct layers, this enterprise architecture framework is depicted in Exhibit 11-1, Government Enterprise Architecture, and enables government agencies to streamline and optimize business processes while facilitating continuous process improvement and delivering service excellence to the eTS community.
[image: image9.wmf]Expanding upon the FEA-PMO initiatives by defining a Web-based, enterprise architecture in support of eTS begins with the adoption of industry standards to create a common architecture framework across the enterprise.  By aligning enabling technologies that adhere to industry standards and support the defined business processes, EDS provides consistency and reuse of architecture components that will lower the total cost of ownership across the enterprise and use existing investments by seamlessly integrating existing applications into the eTS common enterprise framework.
Aligned with the FEA and industry standards, EDS’ eTS approach will enable the GSA and government agencies to deploy a Web-based enterprise architecture for eTS that will use existing government investments, while streamlining and optimizing functional business processes across government agencies, through continuous process improvement.  This approach will result in a low-risk solution that will deliver service excellence to the eTS community.

Shown in the table below are examples of alignment between EDS’ FedTraveler.com and the Federal Reference Models (FRM):
	FedTraveler.com & Federal Reference Model Alignment

	· Database  - Oracle

· Web Server – Microsoft IIS

· Supporting Platform – Windows 2000 ,  .Net

· Integrated Development Environment – Visual Studio.Net

· Interoperability – EDI, XML
	· Network – LAN, Ethernet, Firewalls

· Business Logic – Visual Basic, Visual Basic.net

· Data Interchange / Data Exchange – XML

· Server Interface & Integration - EAI


12.0   Outreach & Adoption Approach
eTS’ success depends the ability of  FedTraveler.com to meet each agency’s travel goals and needs.  EDS’ implementation plan focuses on identifying and prioritizing the steps, support needs and collaborative requirements that will bring about optimal implementation within each agency.  Because each agency’s FedTraveler.com service will be adapted to particular agency necessities, each agency’s implementation plan must be tailored/adapted to the agencies distinctive characteristics.  As a result our implementation approach must convey the right message to the right audience with the right tools and techniques based upon the unique needs and desires of the implementing agency.

12.1  Outreach Mission
Our outreach mission is clear ( to effectively and quickly promote FedTraveler.com to travelers, travel administrators, travel and financial managers, and agency leadership.  We will accomplish this mission by focusing on:

· Generating anticipation for the benefits of FedTraveler.com throughout the Agency

· Creating a positive impression of, and desire for using, FedTraveler.com

· Communicating that FedTraveler.com is a highly positive and beneficial change

EDS has developed a targeted outreach strategy to support FedTraveler.com implementation and rapid adoption that uses a variety of media to reach and influence agency personnel and builds upon the work already performed by GSA.  At every outreach opportunity, we will clearly spell out the major benefits of FedTraveler.com at a high level and how it affects and benefits the individual.  The benefits are simple to articulate and appreciate.  FedTraveler.com is a better, more improved travel process; it reduces costs of administering travel programs; it provides managers with timely, accurate, and comprehensive travel management information; it’s easy to learn and use; training is quick and easy; and it improves the federal worker’s travel experience.  

To optimize success, implementation will be a collaborative partnership between EDS, GSA, and the implementing agency.  By communicating in tandem, users will view FedTraveler.com as a change for the better and adopt it much more quickly.
12.2 The Right Message
When bringing about any technological change that impacts a workforce’s traditional way of doing business, there are two key elements that must be addressed.  First, workers must gain an understanding of the direct benefits that they and their agency will receive as a result of the change.  They must be reassured that the pain associated with the change will be more than outweighed by these benefits.  Secondly, workers and their agencies must have complete confidence in the ability of the change agent to bring about the change described in the most efficient and effective manner.  FedTraveler.com will be implemented by a team with extensive expertise and experience in effectively delivering this service.
12.3 The Right Product/Service

FedTraveler.com is easy for travelers and administrators to use and provides greater capability and flexibility to travelers and administrators than what they have today.  After a single demonstration, most users are able to effectively conduct self-service bookings and complete TDY and local authorizations and vouchers.  If any questions do arise, the user can turn to the on-line help, use the on-line “virtual classroom” tutorial, or call for assistance.  To be embraced by the Federal workforce, however, FedTraveler.com must also provide a greater capability and time-saving options than federal workers currently have.  Most significantly, FedTraveler.com is a one-stop shop for all of the traveler’s needs.
12.4 The Right Audience

Successful implementation requires assurance that the right message (i.e., that the agency has selected the best eTS product) and delivery team is communicated to the right audience.  There are distinct audiences whose needs and concerns must be addressed in order to ensure rapid implementation and high rates of adoption.
12.5 eTS Users
eTS user are those personnel - the travelers, authorizers and administrators - who actually use the travel functionality that our fully web-enabled system is designed to deliver: booking tools, ticketing fulfillment, approval workflow, voucher reconciliation and payment, and system administrator operations.  FedTraveler.com was designed to optimize user functionality while eliminating ease of use concerns.  FedTraveler.com offers many advantages to the functional users; most significantly, FedTraveler.com is easy to use and intuitive; offers significant improvement in capabilities; reduces time spent on travel “paperwork;” improves service to the traveler; achieves superior traveler satisfaction; accelerates reimbursement of travel expenses; and continually adds new travel capabilities and functionality so that the user’s will want to adopt FedTraveler.com.
12.6 Federal Agency – Travel / Financial Managers, Agency Leadership
Although federal traveler satisfaction is important to agency decision makers, these agency officials must concern themselves with other aspects of a federal eTS if high adoption rates are to be achieved.  FedTraveler.com was designed to address the concerns of agency travel and financial managers, namely, that the eTS must: be able to be brought on-line quickly and reliably; quickly and effectively interface into agency financial systems; improve employee morale; reduce fraud; increase worker productivity; simplify the travel experience from beginning to end; ensure travel procedures and management are configurable at the agency, department, and subordinate organization levels to support agency goals; eliminate Government’s capital investment and operational and maintenance costs in travel systems; and of course save money by automating processes and systems, avoiding duplicate travel efforts within the agency, and through less expensive, higher user satisfaction options (e.g., travelers being able to book better hotel rooms for less money by taking advantage of hotel specials, etc.).
13.0   Lessons Learned
EDS has developed a series of lessons learned and guiding principles associated with the delivery of quality service to clients within the travel industry and across the spectrum of IT services.  These lessons and principles become an integral part of our approach to delivering client services, and  they are validated, updated, or adjusted to reflect new or different lessons learned during each engagement.  In the case of our IOC implementation at FAA there have not been any significant surprises, rather a confirmation of what we have seen during other implementations.

Listed below are examples of lessons learned/confirmed during implementations of FedTraveler.com including IOC at FAA.

· eTravel is a team effort. Successful implementation and use of FedTraveler.com depends upon a combined effort between GSA, FAA, and EDS

· Active executive sponsorship is essential. Without  key management and stakeholder involvement implementations are delayed and adoption rates languish

· Adaptable organization. The organization implementing FedTraveler.com must be willing to accept change in order to realize the intended benefits from an eTS

· Empowered project team. The Agency PM or POC for implementation must be empowered during the data loading, training, site survey and other activities.  Otherwise delays are created which can increase costs to the client and slow the adoption of an eTS

· A defined business direction. The implementing agency must have a vision and commitment to change, conduct some internal process reengineering, and conduct an effective change management program

· Training is essential to user adoption. Time invested in user training pays dividends in productivity gains and increased adoption rates

· On-site customer support accelerates the transition to an eTS. Support during implementation is essential and many clients find that optional extended on-site support is a wise investment

· Avoid the temptation to “dumb down” an eTS. FedTraveler.com features  are designed to accommodate a wide range of government travel activities including built-in checks and balances for managers.  Turning off features is normally a poor substitute for adequate workforce training and process reengineering to maximize the benefits of an eTS
· Decision cycles should be minimized. Management decisions on business rules and organizational processes should be kept to a matter of hours rather than days to avoid unnecessary delays during implementation
· Communication is critical.  There is no substitute for effective communication between the vendor and the implementing organization.  Likewise internal organizational communication as part of the change management plan is essential to success

14.0   References
Listed below are additional contract deliverables which also serve as supporting documents for the Program Management Plan.

Monthly Status Report (MSR) and eTS Metrics:  The MSR summarizes key accomplishments and EDS’s performance against management and implementation objectives, program milestones, service level agreements, etc.  It includes actual and/or anticipated schedule slippage and revisions to the risk analysis and management plan shall also be reported.  This document also identifies key actions required to resolve any deficiencies reported.  The eTS Metrics shall report agreed-upon monthly eTS utilization and performance metrics (target and actual) proposed by the Contractor and agreed to by the Government.
Quarterly Program Reviews (QPRs):  At a minimum, EDS will report the following information during the QPRs:  eTS progress and performance; functional, technology, and organizational problems encountered; lessons learned; risk analysis and mitigation strategy updates; and any resultant changes to its eTS Program Management Plan.
Semi-annual Performance Incentive Reviews:  These reviews will summarize contract performance and achievement of FedTraveler.com service level agreement objectives twice annually at performance incentive reviews scheduled by the eTS Contracting Officer.  EDS will present any and all information deemed relevant for the Government’s consideration in determining the performance incentive for the applicable performance period. 

eTS IOC:  EDS will report the results of the eTS IOC implementation including functional, technology, and organizational problems encountered; how the problems were resolved or whether resolution is still pending; implementation lessons learned; any proposed changes to the FedTraveler.com program approach or delivery of services; and documentation of FedTraveler.com configuration for the ordering agency.  In addition to the mandatory customer support and training requirements EDS will provide the following minimum services:
· Create traveler profiles for all users involved and establish all classes of user role accounts and permissions;

· Establish agency and/or subordinate organization configuration including basic business rules and exception procedures, approval and routing chains, agency-specific supplier designations, and agency-specific messages and warnings;

· Incorporate existing TMC services; and

· Train all agency users involved in the IOC effort.

eTS Implementation Report:  The FedTraveler.com Implementation Report for each task order that includes CLIN 0006, 0023, 0043, and 0063 Standard Implementation Services will document the agency-specific eTS configuration established during implementation activities at that agency.  The report will clearly identify the department, agency, or subordinate organization(s) to which it applies.  It will capture all configurable FedTraveler.com parameters established by EDS during implementation and include a detailed listing of all data and documents provided to EDS by the agency to support implementation.  At a minimum, the report will include basic business rules and exception procedures; static approval and routing chains; agency-specific supplier designations; agency-specific standard messages and warnings; user account and user summaries; procedures for the incorporation of existing TMC services; and the FedTraveler.com Integration Agreement established for the agency if applicable. 

Redacted eTS Proposal:  EDS has delivered an electronic copy of its successful Round 1 and Round 2 proposals with all information considered proprietary by EDS  stricken.  This was delivered to GSA 30 calendar days after contract award.  The electronic format permitted the Government to review stricken text in order to achieve concurrence between the Government and EDS as to the specific text to be stricken for public release.

Implementation Plan:  The FedTraveler.com Implementation Plan documents EDS’ FedTraveler.com implementation approach across Federal agencies, including prioritization of efforts, agency collaboration and support options, and detailed implementation plans and activities for a given agency.  The Implementation Plan clearly identifies required Government actions, suspense dates, and schedule impacts if suspense dates are not met.

eTS Operational Architecture:  This document describes the FedTraveler.com technical environment including applications, operating systems and platforms, databases, data stores, user interfaces, network/Internet connectivity, and data flows.  It also identifies linkages between users, service components, and travel resources.
Configuration Management Plan:  This plan describes EDS’ disciplined methodology for software/documentation version control and upgrade procedures for FedTraveler.com.  This plan also identifies the standards with which EDS complies to system configuration management.

User Support and Training Plan:  This plan summarizes FedTraveler.com’s customer support mechanisms, including on-line help, phone-in support and help desk procedures, technical and application support, travel arrangement support, quality improvement measures, event management/escalation processes, etc.  The plan summarizes supplemental customer support services offered and define the tiered levels of support offered.  Standard and supplemental FedTraveler.com training is also described, including computer-based training, instructor-led training, train-the-trainer curricula, etc.

Data Management Plan:  If the contract includes an eTS business data warehouse, EDS will deliver an eTS Data Management Plan that meets the requirements of paragraph a) below.  Currently the contract does not include an eTS business data warehouse.  EDS will deliver a FedTraveler.com Data Management Plan that meets the requirements of paragraph b) below.
a) This plan shall describe the data model for the business data warehouse, and shall establish management procedures for the data contained therein.  It shall describe how the Contractor will manage data retention and archiving in accordance with the requirements of this SOO and the standards cited herein.  The plan shall fully define and govern the data model for the business data warehouse and address data import/export mapping, formats, capabilities, and procedures as well as the data transition requirements of Section C.6.7.1.1.  The data model shall include logical schema of the database(s) and related data dictionaries to support data sharing within the Federal enterprise.

b) This plan describes the data output format, data element dictionary, and data export procedures for all travel data elements captured by the EDS’ FedTraveler.com information system(s) that are pertinent to the data collection, reporting, and business intelligence capabilities and characteristics of the SOO.  This data will be made available for import to the eTS business data warehouse established by the Government.  The information provided in EDS’ FedTraveler.com Data Management Plan will be used by the business data warehouse provider to establish an interface between FedTraveler.com’s information system(s) and the eTS business.

Data Exchange Specification:  The Data Exchange Specification defines the requirements for data exchange with FedTraveler.com, including standard data input and standard data output.  The specification shall include all information necessary for Federal agencies to establish Interface Agreements and interfaces with FedTraveler.com using the EDS’ EAI platform.  This deliverable also includes a mapping of data elements within the business data warehouse (or other eTS data source) available for exchange and integration including a complete list of data elements, functional data element descriptions, field characteristics, data types, schema, and a representation of these data elements in EDI, XML, UDF, or other industry standard Internet-enabled data formats.  The specification will define the processes and procedures for data exchange (inbound and outbound) including, at a minimum, data transmission and scheduling options, security and access requirements and options, format translation capabilities, etc.
Continuity of Operations and Contingency Plan:  This plan will be based on the guidelines presented in National Institute of Standards and Technology (NIST) Special Publication 800-34. It will address issues such as emergency response procedures, backup operations, recovery actions, roles and responsibilities, and points of contact.  It shall also summarize FedTraveler.com  service level agreements and detail how EDS will manage events that may interrupt the use of FedTraveler.com.

Security Plan:  The Security Plan details how FedTraveler.com will manage user authentication and role-based access controls (i.e. traveler vs. approver vs. TMC); the audit capabilities of FedTraveler.com  (e.g., can it be determined who booked/approved travel and details of itinerary); how data will be secured and encrypted for storage and transmission (including pin/password data); and how data integrity and validity will be maintained (e.g., non repudiation).  The plan  also describes EDS’ approach for obtaining timely GSA certification and accreditation of FedTraveler.com including documentation to be submitted.

XML Schema:  EDS will deliver a zip file containing all Extensible Markup Language (XML) Schemas used in FedTraveler.com, including a list or spreadsheet that indicates which schema were developed by EDS and which were adopted from industry standardization efforts.   All XML Schemas developed by EDS shall follow the recommendations established in the Draft Federal XML Developer’s Guide.  EDS will include examples of XML instances that reference individual XML Schema.
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Exhibit 11-1,  Government Enterprise Architecture 
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