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(1) PROJECT TITLE: ICE IT OPERA nONS SUPPORT 

(2) BACKGROUND: 
The Office of the ChiefInformation Officer (OCIO), US Immigration & Customs Enforcement 
(ICE) provides IT Support Services for more than 19,000 end users at more than 550 sites 
worldwide to support the mission of the following offices: 

1. Office of Investigations (01) 
2. Federal Protective Service (FPS) 
3. Office of the Principal Legal Advisor (OPLA) 
4. Detention and Removal Operations (DRO) 
5. Office of Intelligence (Intel), administrative support programs 
6. Additional special projects. 

This requirement is for IT support services in two (2) principal areas to be delivered both 
enterprise-wide and worldwide as noted below: 

1. Enterprise Operations Center (EOC) 
2. Field Operations 

The Contractor shall provide direct support using Government furnished circuits, hardware, 
software and other IT assets. The Government is providing guidance for staffing levels within 
the task areas and will encourage vendors to propose best practice solutions and continuous 
process improvement strategies as a part of their solution. The ICE ChiefInformation Officer 
will assign federal managers to oversee various Task Areas and Sub-Tasks of this Task Order. 

Figure 1: Operational Requirements And Present Location Of The EOC: 
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Section 508 of the Rehabilitation Act (as amended) requires that when Federal agencies develop, 
procure, maintain, or use electronic and information technology it must be accessible to Federal 
employees (and members of the general public) with disabilities comparable that provided for 
non-disabled employees. By submitting a bid or offer in response to this solicitation, the 
contractor affirms that the products or services to be provided are in compliance with the Section 
508 Electronic and Information Technology (EIT) Accessibility Standards (36 CFR 1194) as 
specified in the SOW or in the technical specifications, as a minimum. 

The Section 508 EIT Accessibility Standards are not applicable to the tasks contained in this 
statement of work, except where listed below. Vendors shall provide information regarding how 
identified Section 508 EIT Accessibility Standards will be met for the sub-tasks. Note: B.2.2.1 0 
is intended only as "break/fix" maintenance therefore Section 508 does not apply. 

For all "help desk" services, the Section 508 EIT Accessibility Standard (§1194.41 (c») applies. 
The specific standard states: Support services for products shall accommodate the 
communication needs of end-users with disabilities. This is applicable for task A. 7 - Help Desk. 

The Section 508 EIT Accessibility Standards for Web-based Intranet and Internet Information 
and Applications (§ 1194.22 (a-I» and Software Applications and Operating Systems (§ 1194.21 
(a-p» may be applicable to any Web sites or applications delivered under this task order. 
Vendors shall provide information about how such Web sites or applications will meet these EIT 
Accessibility Standards. This is applicable for the integrated web site or application for - A.l.4 
PICS Administration. 

INVOICING 

The Government has very specific requirements for invoicing associate with ICE budgeting and 
accounting requirements. To aid the contractor in formulating its proposal, the Government is 
including Attachment 14 of a sample format and instructions. 

(3) SCOPE: 

The Contractor shall provide IT Support services in support of ICE IT operations. The 
Government will not consider proposals for managed IT services or seat management and the 
Government intends to retain ownership and contf(~l of hardware, software and other IT assets. 

This SOW is being developed to include performance objectives as opposed to a total shift to 
performance-based contracting. ICE is providing guidance for staffing levels within the task 
areas. The Government expects vendors to propose best practice solutions in order to obtain 
efficient and effective staffing levels. During the course of this task order, the Government 
expects to manage to performance objectives in coordination with the contractor. 

A primary consideration for ICE OCIO in developing this SOW was to align work performed 
with a new Government management and budgetary organization. The Contractor shall develop 
task order management proposals that align with this operational structure. Figure 2 on page 5, 
illustrates such a possible alignment. While this is presented as an example to aid the Contractor, 
the Government expects the Contractor to propose its own solution. 

TASK ORDER MANAGEMENT 
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The Contractor shall propose a Project Manager and project management staff that will 
disseminate policy, prepare and distribute schedules, monitor Contractor activities, advise 
Government personnel of the status of projects, and prepare deliverables. The Government shall 
approve the Contractor's proposed key staff. Given the dynamic environment within ICE, the 
Contractor shall closely monitor tasks and provide advanced notification of any deviation from 
budget, schedule, or resources. 

This project management staff shall be responsible for the delivery and coordination of all 
deliverables defined in Section (6) of this Statement Of Work. 
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