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1. Introduction

GSA Office of Telecommunications Services (OTS) Full Service Program currently provides
mission critical telecommunications and information technology service to government
agencies through a suite of acquisition vehicles such as Networx, WITS, tavifeseand
Regional local service contracts. With these contracts set to expire, GSA initiated adiollow
acquisition called Enterprise Infrastructure Solutions (EIS) that merges the capabilities of the
previous vehicles and meets agency needs for the gereration of telecommunications and
networking solutions.

GSA eleven geographic regions currently provide local telecommunication services through a
variety of contracts and service delivery vehicles in support of federal agencies throughout the
50 states, U.S. territories, and overseas. For all regional contracts except Re@owWITE 3
contracts, the regions operatedull servicg€ model that includes managing service transitions,
ordering services on behalf of agencies, troubleshooting semdisriptions, and resolving
issues with the suppliers as the customer of record on behalf of the agency customers.

As announced at the October 3, 2017 Infrastructure Advisory Group meeting, GSA will not be
offering full service support on EIS. GSA wikatinue the Full Service Program and all
associated support services for Centrex and Private Branch Exchange (PBX) as agencies
transition to EIS. Agencies currently using services by the GSA Regional local service contracts
(administered by GSA Regiond@) are participating in GSA's Full Service Program; however,
these participants will now need to order replacement services directly from the EIS
contractors.

GSA will continue to provide a full accounting of telecommunications inventory for all GSA
Progams including the Regional local services. &BAgional local service Inventory along with
GSAprovided transition assistance will help federal agencies with EIS transition strategy
planning, coordination and execution. GSA is committed to supportirencgs through
transition of services from the expiring Networx, WITS 3, tariff services and GSA Regional local
service contracts to EIS.

2. Purpose

The purpose of this document is to provide guidance for agencies transitioning services from
GSA Full Serice Program to EIS, and to assist with the nuances of coordination with GSA as
the dcustomer of record for existing services. It includes processes for coordination among
GSA, the agency, and the contractors for transitioning services. The targeheidié this
document is stakeholders assisting in the ag&dyegional local service transition to EIS,
including, agency Transition Managers, agency Ordering Contracting Officers (OCOs) and
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Contracting Office® Representatives (CORs), GSA Transitiomdidation Center (TCC), and
GSA Operations and Service Delivery personnel who perform full service order writing
(including disconnects), implementation, billing, and -tfele management. Appendix B
provides a complete list of current agerleyel custoners in the Full Service Program.

Although detailed processes may vary from Region to Region and even location to location, this
document will help guide the ager@ytransition of Regional local services to the EIS contracts
by describing:

1 Transition rolesnd responsibilities
1 Highlevel transition strategies and scenarios for contractor selection, shared tenant
locations, and number portability

91 Preparation for transition
9 Post task order and service order execution
1 Service transition (new service eover)and/or backoffice (contract) transition
9 Coordination of disconnect orders.
3. Scope

The scope of this document addresses the transition of services that are on expiring GSA
Regional local service contracts or tariffs din€ir associatedong-distanceservices orNetworx
contracts. Existing services are delivered within 57 states and territories representing over
3,500 cities and 15,000 street addresses. The expiring Full Service Program operates in 802 of
the 927 Core Based Statistical Areas (CBSAs) that contipeisElS geographic scop&he
services consist of circuit switched, Thaieision Multiplexing (TDM) based, voice and data
services as well as PBXs and access services that are provided through Networx, tariff services
or a Regional local service contradtere GSA is the customer of record.

This document helps identify the roles and responsibilities of the various organizational
components involved while outlining the key activities, key processes, timelines and
constraints, as well as risks and impoitaronsiderations. Transitioning expiring services is
carried out in phases: ordering replacement service, implementation, acceptance testing,
disconnection of expiring services, and billing/invoicing verification. The methodology includes
tracking perfornance against target metrics to show the progress of transition off expiring
contracts.

While the document details the execution of transition primarily after the selection of the
replacement services and contractors, it also contains some guidance agerayesclude in
that selection.
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4. EIS Transition Key Milestone Timeline
Table 1 below lists the current dates for critical Transition milestones.

Table 1¢ Critical Transition Milestones

Milestone Target Completion
Agencies award all EIS tasklers* 9/30/19
Disconnect 50% of services from expiring contracts (weightel 3/31/21

value) *

Disconnect 90% of services from expiring contracts (weighte| 3/31/22

value) *

Disconnect 100% of services from expiring contracts* 9/30/22

5. Roles andResponsibilities

During the EIS solicitation process through task order (TO) award, GSA is positioned to provide
solicitation assistance to agencies through the Transition Ordering Support (TOA) program.
After signing an Interagency Agreement (lAgencies receive praward solicitation support
including inventory confirmation and assistance developing multiple solicitation deliverables.
Agencies not already receiving TOA support from GSA should contact their GSA Agency
Manager.

Following a fair oportunity (FO) decision and a task order award, GSA will assist agencies with
transitioning from current services to EIS contract services. The GSA Regional local services
transition effort will be supported by TOA. GSA can offer assistance with sersia#ation,

cutover and expiring service disconnections. This assistance is comprised of contractor
personnel in support of federal government personnel and operates as a component of the
TCC. It interfaces with other key organizations within GSA OltSinmgcOperations, Ordering,

and Service Delivery as well as the customer agency. Specific roles and responsibilities are
described in Appendix D.

Once a FO decision and task order award is made by the agency for replacements to its
Regional local servicethe agency OCO will inform the GSA Area Telecommunication Manager
(ATM) by email (TSR@gsa.gov). This action will enable the ATM to contact the agency and begin
the support activities and coordination required to successfully transition services td. &8l

of support is based on the number and complexity of agency TOs and inventory. Key
documents that the agency needs to complete for a successful transition are included in this
Plan, such as the cutover checklists and the GSA policy for number ptyrtdtie template for

9
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the Letter of Agency (LOA) can be requested 8aR@gsa.qgoWlease refer to Appendix D for
additional details concerning Roles and Responsibilities.

6. AgencyConsiderations for Transition Strategy

Agencies may choose to transition to EIS dike-for-like¢ replacement of services, or
transformation, or some combination of the two. Litar-like transition represents retaining
existing services. Transformation, on the other hand, represents agehan upgrade in
technology from existing services, such as replacing TDM based services witkowérice
Internet Protocol (VolP), Ethernet Access, Wireless, or Unified Communications. (Additional
information on modernizing local servicean be viewed aEull Service Workshop Number 5

In some cases, agencies may elect to disconnect the expiring service without a replacement
service. And in otherases, agencies may select a contractual agreement other than EIS. If the
agency selects a contract other than EIS, the agency is solely responsible for transfer of
inventory to that nonEIS contract. In such cases GSA will still provide assistancestomeuns
through the issuance of disconnect orders and porting of telephone numbers (TNs).

6.1 Likefor-Like

Likefor-like transitions are characterized by replacing expiring services with similar or
functionally equivalent services. While lfa-like trarsitions may reduce the technical
complexity of transitions, they do not significantly reduce the associated procurement,
management and administrative workload or maximize cost savings and compliance with
government objectives for modernization. Existimgrastructure, including cable and wiring,
should be evaluated for rase.

6.2 Transformational

Transformation transitions are characterized by replacing Regional local services with
alternative or advanced technology applications and services from the BEi8aato
Transformations may include cloud strategies, changes to IT architecture and platform, as well
as strengthened security postures. Regional local services currently delivered through GSA
owned PBXs must transform and infrastructure (cable and winmgst be carefully surveyed to
determine if higher speed digital applications can be delivered over existing agency cable and
wiring. Specifically, for TDM services, the agency may transform to VoIP or wireless solutions.
Table 2 below describes a broadt of replacement options fomMDMbased services as
conveyed in response to a Request for Information (RFI) GSA released in January 2017. Note
that the RFI was conducted prior to the award of EIS contracts, and industry respondents may
or may not have ben ultimately awarded an EIS contract.

10
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Table 2¢ Replacement Options for TDMased Services

Services ReplacemenOption(s)

Support for ISDN BRI and PRI EIS will support PRI vdaativet signaling or emulation; ISDN B
may not be supported widely, with the exception of incumber
Local Exchange Carriers (LECs)

Support for UTP/Categoy Industry supports using PhyBridge or AdTran equipment;
Wiring Shortomings noted, particularly lack of esd-end
management

Wireless replacement for Wireling Industry recommended pusto-talk capability with EIS
Managed Wireless Service (MWS) for user groups up to 250
subscribers; Others suggested VolP oveiFilihile several do
not offer any wireless solutions

Over the Top (OTT) Not recommended by majority of industry respondents due tq
uncertain LAN QOS

DSL Replacement Options Multitude of options proposed including Ethernet solutions

Bundling Access LoopsdPorts | Industry indicated they would not unbundle local lines as
required by EIS since they are not offering CSVS, stitiage
products are being phased cut

6.3 Timing

The timing of transition can be affected by various factors. Agencies should naitethig
Regional local service contracts have varying expiration d&iesse refer to the Transition
Strategy and Management Plan ogsa.gov/eistransitionfor additional information. Any
Regional local service contracts that currently have optioriggs allowing for performance
beyond May 2023 should be considered for inclusion in the transition program that is targeted
for completion in May 2023. GSA will retain the option of not fully transitioning services from
those contracts until closer to thend of their period of performancélease note: The long
distance (LD) service that is provided by Networx contracts, will need to be replaced no later
than the expiration of the Networx contracts.

In addition, agency components may have periods duwmich changes to their services must

be minimized and may need to stipulate blackout dates. Furthermore;doomestic locations

may have long lead times and tinizene issues. Requests for moves, adds, changes, and
disconnects on existing contracts pri@r transition may complicate and delay transition. GSA
may establish an ordering freeze date, after which all new services should be ordered under the
new EIS contracts. Agencies should consider using EIS well prior to this date.

11
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7. TransitionPreparatian (Pre Task Order)

This section describes the actions that GSA, agencies, and EIS contractors must accomplish in
preparation for transition prior to the award of task orders on EIS.

7.1 Inventory Analysis

The agency must analyze its inventory of Regional local servicesar#hsis is to identify
service types and quantities and enable the agency to determine the requirements for
replacement services to order on EIS. It also allows the agency to determine (1) gaps in
infrastructure information that may necessitate site seys, (2) impacts to vendors providing
other services at the site, (3) issues that must be addressed with property management, and (4)
services that can be disconnected and not replaced. The agency should consider how this
information will impact its EIS gairements.

7.2 Requirements for EIS Contractor to Coordinate with GSA

Agencies should include requirements for the EIS contractor to coordinate with GSA and the
incumbent Regional local contractors and Networx contractors to ensure smooth cutover of
services. This coordination can include:

1 Sharing implementation schedules to coordinate with timing of disconnects

1 Kickoff meetings at the appropriate level consistent with the EIS conti@ctor
implementation plan

1 Sharing task or service order detail for commorderstanding of services replacing existing
services

1 Coordinating cutovers through go/rgo decisions, cutover calls, etc.

7.3 Special Case: Cable and Wiring

Many agencies haveoffices in multiple states, citiesand remote locations. All 339 major
metropolitan areas in the U.S. and Puerto Rico have federal civilian employees. To house
employees, the executive branch currently owagproximately267,000 buildings; equal to
approximately 2.8B Sq. Ft. No two officbuildings are exactly alike. Cable and wiring
infrastructure varies by building, and often by floor. Moreover, cabling and wiring can affect
the successful transition of agency services, especially when transformation strategies and
approaches ar@ised. While agencies understand their network and telecommunications needs,
the exact conditions of every agency building location is not readily available.

Agencies can award TO(s) on EIS that include site surveys and preparation in addition to the
delivery ofthe network solution. For guidance on writing requirements for a solicitation when
site details are uncertain, please refer Eair Opportunity Ordering GuideOOG) Appendix B:

Fair Opportunity and Task Ordering Use Caséscommodating Expected Move&dds,
Changes and Additional Quantities of Services or Additional Services in EIS Solicitations

12
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Additional considerations to include in requirements and planning for site surveys are as
follows:

T

1
il

Make arrangements for the entry of service provider teciams to the site to avoid them
being turned away and having to reschedule. Contractor access to federal locations must be
coordinated, usually well in advance. Access to federal buildings is strictly controlled.
Building information is generally consigeréSensitive but Unclassified (SBU) or Controlled
Unclassified Information (CUH).

Advise service provider of any special access requirements for the site. The @gency
information technologyoSystem Security Plans (S$Psay further restrict access teome
areas of a building; and may also include other restrictive policies, such as prohibiting
photographing, for example.

Onsite building management may charge for time spent escorting and explaining building
details and conditions.

Ensure thetechnician understands the plan for the site, including the type of cutover
planned (see section 8.2.1) (flash, parallel operations, or phased).

Require cabling and wiring to be completed prior to scheduled cutover date and have
technician on hand foboth pretest and cutover.

Expect delaysnot just on site issues. Storms or other emergencies may deplete
contractoi@ and vendd® available resources

Perform site surveys early enough to make necessary adjustments to infrastructure (power,
cabling, clsets).

Have at least two points of contact (POCSs) per location to ensure availability.

Check wiring for environmental, manade, or animal damage before porting numbers.

An agencycan award a TOto an EIS contractothat includessite preparation and the
installation of needed cable and wiringyenwhen details of each site are uncertairfhe TO

can usethe available CLWNin the EIS contrac(see Table 3 below) combined wittareful
selection ofthe solicitationtype, evaluation factors for award, andetaward approacko make

a single competitive award which includes site preparation in addition to the delivery of the
network solution to their requirementsEIS contractors may request to conduct site surveys
prior to submitting a proposal in response tioe solicitation or may propose site surveys as
part of the initial activity after TO award(Additional information on infrastructure
considerations can be viewed Full Service Workshop Numbex 5

13
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Table 3¢ EIS Contract Section B.2.12.2 Cable and Wiring CONUS CLINs

NRC CLIN  Description ~ Ch&r9ing
Unit
Fixed Price Site . : L
. A site survey that does nogquire a site visjt
CW00001 Survey Basic Each The results are provided in a summary templa
CONUS
. . . A site survey requiring a site visithe results
CW00002 gllj(re\/i Pg%em&lteex Each are provided in a written quote, with
CONL}/S P documentation photos and drawings, as
required
A site survey that cannot be accomplished un
. the Fixed Price Site Survey typEsamples
CW00005 ICB Site Survey | ICB include, but are not limited to, remnte locations
and extraordinary construction
A wiring installation that can be accomplished
Fixed Price on the customer's premises in 3 hours or less
- and includes up to 150 feet of wiringihe
cwoo101 \(/;V(I)rmg ISnstaII Each charges for the installation apply only when it
not coincident with an SRE installatjd?rice
includes termination, jacks, and testing
- 2 ANRY3A Ayadl fmdetihe2y
CW00103 ICB Wiring Install ICB definition of the Fixed Price CLIN

NOTE All fixedprice CLINs include labor, travel, and material costs in the price (e.g., connectors, faceplates,
cable). For each Wiring Install that is priced as ICB, the contractstperform a Site Suey and provide a Site
Survey Estimate with TO proposals or as specified in each TO. ICB CLINs are defined in Sectiof tRe 2134
contractsand may be used to provide unique identifiers $@rvices that are yet to be fully definéak a service
under a specific TO.

7.3.1 Likefor-Like Transitions and Sample CLIN Solution Set for Cable and
Wiring
1 Specify clearly that the proposed solution shall perform in the same manner as the existing
in-place technology and thee-use of existing cable and wiring is required without the need
for additional equipment or devices

1 AgenciesMUSTstipulate the existig platform in their solicitationsuch as?BX TDM platform
with digital phone sets or Centrex TDM with digital phone setdjKerforlike transitions

14
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1 Clearly describe the requirement for site preparation including site surveys

SOLUTION SET AERCATION

1 Service CLIN Specific quantities by location

1 Site Survey CLIN: Fixed Pri€@ne per location (Basic or Complex)

1 Wire and Cable Install CLIliNstallation ofadditional cable runs ONLY, as necessayumes
re-use of existing wiringBpeify quantity

1 Service Related Equipmer8pecify quantity

7.3.2 Transformation Transitions and Sample CLIN Solution Set for Cable and
Wiring
1 Specify clearly that the proposed solution shall be transformative; and optimize the use of
state of the art servicesyaR & 2f dziA2ya Ay 2NRSNJ (2Y |0 &aA3y
IT modernization strategy; b) significantly contribute to the reduction of operations and
maintenance cost due to efficiencies gained by moving to modern architectures, platforms
and sevices; c) significantly contribute to enhancing mission effectiveness, user as well as
LJdzof AO 6SYSFAOGT YR RO aA3ayAaAFAOlIyGfe& O2yiNRAO
1 Clearly describe and specify any special access arrangements that are dgguaie agdual
or redundant entrances)
9 Clearly describe the requirement for site preparation including site surveys.

SOLUTION SET PER LOCATION

1 Service CLIN Specific quantities by location

1 Access Arrangement CLIBlte surveyautomatically included, if necessary
1 Special Access Arrangement CISike survey automatically included

1 Wire and Cable Install CLIKB CLIN Site survey automatically included
1 Service RelateBquipment: Specify quantity.

7.3.3 Remote Locatiosand Sample CLIN Solution Set for Cable and Wiring

1 Remote locations are often in isolated areasd older building structureqsuch asstrip
malls) where infrastructure and access arrangements may be lackimgdated.
1 Clearly describe the requirement for site preparatiorcluding site surveys

SOLUTION SET PER LOCATION

Service CLINE Specific quantities by location

Access Arrangement CLIBlte survey automatically included, if necessary
Wire andCable Install CLINCB CLIN (automatically includes site survey)
Service Related Equipmer8pecify quantity

= =4 4
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7.3.4 Multi-tenant Large Building and Sample CLIN Solution Set for Cable and
Wiring
1 Large multitenant buildings are often older buildings where building infrastructure is
shared; stacking plans may be complex; and building infrastructlikely outdated

Clearly describe the requirement for site preparatiorcluding site surveys
Clearly describe any special access arrangements

= =4

SOLUTION SET PER LOCATION

1 Service CLIN Specific quantities by location

1 Access Arrangement CLIBlte survey automatically included, if necessary

1 Special Access Arrangement CLOB CLINsife suney automatically included)
1 Wire and Cable Install CLIKB CLINsite survey automatically included)

8. Transition Execution (Post Task Order Award)

CAUTIONREGARDING TASK ORD¥NVARDASs detailed in transition Bulletin Volume 5,
agenciesshouly 2 S G KIFG GKS 9L{ OBgoytiadiinddificatddé GSA dzo Y A & &
not sufficient to allow the Ordering Contracting Officer (OCO) to proceed with issuing a TO
award to a contractor missing a CBSA, service, service/CBSA combination, or é&vesr CLI
CLIN/Network Site Code combination. The OCO must wait until the contract modification is
complete before making an award.

C2ft26Ay3a (GKS TOBHRIE K cortractgd) Rany iportant and critical

activities grouped into identifiabe and frequently overlapping phasesill follow. It is also at

GKA& LIRAY(G 6KSNB (KS 3SydeQa L¢ Y2RSNYATIFGAZ2
The TO award is also the start of the transition frexpiring services to EIS replacement

servces. Post TO award phases ay@gencyengagenent andcoordination,ii) service ordering

(Section 8.2)for EIS replacement servicésmcluding cutover approaches)iii) testing and
acceptance,iv) disconnect of expiring service, am commencement of lling and invoice
verification. This section describes the activities and the processes within each phase.

8.1Agency Engagement and Coordination

8.1.1General

After providing notification of the source selection decision to all offerors, the agencies have
the further responsibility of engaging all parties involved in the EIS transition. The engagement
with the EIS contractors (TO awardees), building management, LECs and LD carriers must be
coordinated and phased to ensure that all facets of the transition axeomplished in the

proper sequence. The EIS contractor(s) are expected to coordinate with all parties involved in
the transition. The building managers, whether personnel with &8Ablic Buildings Service
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(PBS) or thirgbarty representatives, are keto this enterprise. If the agencies choose to
modernize their telecommunications services, building infrastructure may need to be upgraded
from CAT3 wiring to the required CA& wiring. Since the existing service cannot easily be
disconnected before #&mnsition, it may be necessary to build the new infrastructure wiring,
closets, power, and possibly entrance facilities and main and intermediate frames. Given the
transition deadline, this activity can become complex in reliant buildings.

When the agency makes its decision(s) and awards TOs to one or more contractors,
coordination efforts begin. At this point, it is extremely important to clearly communicate and
document who is responsible for each portion of the process.

8.1.2Schedulingand Coordnation with GSA PBS for Federal Buildings

Under the Full Service Program, GSA FAS was responsible for all service defichrging
building infrastructure and the commissioning/demmissioning of services. With the phase
out of the Full ServicerBgram, it is now the direct responsibility of the agencies to coordinate
these activities. Agency responsibility becomes more critically important for EIS transitions at
large, multitenant federal office buildings.

Ly 2NRSNJ (2 | 002 Y ¥quRdméans byitkefeadting $oy tahsidnGhe
agencies will have to develop a schedule tteataordinatedwith GSA PBS and, to a lesser
extent, the otherco-located agences. The schedule will have to be coordinated with their
contractor(s) as well. Foexample,the multiple buildingsat the Denver Federal Center are
served byvery few carrierentrance facilities; furthermore, the tie betweerfacilties and
trunking that conmct buildings are also limited Without precise coordination with the
responsible partiesthe work may be subject to delay and unplanned service disruptions.
Assign a Project Management team that has experience in VoIP transitions or other major IT
projects when possible to prevent transition delays due to lack of experieQaeful
coordination is a critical component of the planning required for each agency and each location.
See the EIS Transition website, gsa.gov/eistransition, for information riegaPdBS contacts.

When the contractor is ready to perform site surveys, ensure all coordination is in place with
building managers:

1 Access forms completed and correct
1 Escort names provided
1 Correct keys available
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8.2 Service Ordering for EIS Replacementvzas

For EIS replacement services, agencies are responsible for preparing andsssuaggorders
(SOsqirectly to their EIS contractor. EIS allows for the placemei@@dwithin the limitations

of aTOand the contracthowever, the decision to usen SQs optional and at the discretion of

the OCOSOsdo not need to be issued if all details required to initiate service are provided in

the TQ If needed,SOscan be used to authorize the start, change or discontinuation of
services. Ifthe agency intendstopl@®@% A G K 9L{ O2y (N} OG2NE {KNERdA]
the solicitation andTOY dza 4 adF GSY a¢KS O2y GUNI OG2NJ akKltt I
| 2y SEdza | LILX AOF A2y Ay GKS /2ySEdza RIGF RAOGA
FOO@ndEIS Management and Operations (MOPS) Handbook

1 FOOGSection 5.1Place Service Orders Under Task Orders
1 MOPS Handboolsppendix D Management and Opations- Contractor Deliverables

The ordering of services will be guided by the transition strategy selected by the adjgacy (
for-like, transformational, or a combinatipnas well as the transition approach (flash, parallel
operations, or phased see following section). Agency decisions on strategy and approach will
dictate SOpriorities, sequences and timing for both EIS replacement services and disconnects
of expiringsewices. Careful agency planning and close coordination is required to accomplish
the transition ordering phase.

Transitioning agencies may frequently decide that the EIS contragdiorreceiveghe TOis in

the best position to handle certain transition awlinating activitieson the I 3 S y laeBatd &

9EI YLX Sa Ay Of dzRS 62 NJ A yeHpirilggontiadko& topoR Suyheés@®a o6 SK |
EIS replacement services. An agency requiring local number porting (that is, retaining the phone
number from the exping GSA contract to the EIS contract) must request GSA prouid©A

to the agencyat TSR@gsa.goVvheagency will provide it to the El&ntractoralong with the

order for new EIS service. This LOA authorizes the EIS contractor to execute the porting process.

8.2.1 Cutover Approaches

8.2.1.1 Flash Cutover

¢ K Hashicutovet 6 | £ a2 1 Y 2 ¢ yapdroach is 8eciibedadzihe immediate transition
from the expiringservices to the new EIS services. Legacy services on expiring contracts will be
made inoperable simultaneously with the activation of new EIS replacement seMibés.this
method may reduce cosias old and new services are not operatingbaing charged at the
same time there is a higher risk of disruption to agency operations in the event the new EIS
services experience problem®isconnected services froexpiringcontracts may be difficult

to restore in a timely fashion, if at all. Thisk to agency operations increases as the criticality

of the impacted services rises. For example, even a temporary disruption to public facing
services can cause significant harm to constituents.
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Flash cutovers also require cooperation simultaneouslyalbfparties, including GSA, the
selectedElIScontractor, the Regional local service contractor, the agency, andaalajtional
vendorsthat the agency uses for related services (such as equipment maintenance or IT
administration).

8.2.1.2 Parallel Operations

Pallel operations are cutovers wheexpiringservices are operating at the same time as EIS

NBLX I OSYSyld aSNBAOSaAd ¢KS ada2fRéE YR aySsé &SN
period of time. When agencies are satisfied that the new EIS replageservices are

operating correctly, thexpiringservices are disconnected and cease to operate.

Parallel operationposethe lowest risk associated with a transitidout are not possible for
certain services, such agcuit switched voiceservice (CSV8ging replaced likéor-like. If for

any reason the EIS replacement services do not work as expected, agencies can revert to the
expiringservices (which have not yet been disconnectadpwever parallel operations require

both services tde operational, which results in higher costs. Parallel operations may also be
constrained by infrastructure, cable and wire constraints, and other resource limitatsorts

thus requirescareful advance planning.

8.2.1.3 Phased Cutovers

Phased cutovers are deflmed as a combination dfash cutover and parallel operations. This

F LILINRF OK A& GeLAOFrftfe RSY2yaudN}GSR o6& (GNIyaa
rather than as an entire system. Specific components of the system, or of the organization, are
cutover to the replacement services; while other components remainerpiring services.

Phases can consist of organizational componefais,example,service types or groups, and
geographic areas. In phased cutovers, transition risk is limited to thatgpancrement being

cutover. Phased cutovers may also require temporary network gateways to connect users of

the new service to users of the old service until cutover is complete for all users. Gateways may
result in increased costs.

8.2.2 Recommended Approdct

Therecommendation forEIS transitions is to use the appropriapproachthat fits with an
agency'scircumstances. Agenciesn decide which organizational components, aadwhich
services, will be phased in, and in what order. Within each phase)esnhatationsthat are
determined to be less vulnerable to transition risk can be flasky while larger, more
complicated locationswhere the impact of risk is greatesire candidates for parallel
operations. The highest levels of planning are requiiding the implementation and cutover
phase agencies will release their preparservice order(s) to the selected EIS contractor,
according to the strategy and cutover approach being employed.
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8.2.3 Special Case: Local Telephone Numbers (ANI)

Agencies should consider the timing for cutover of local TNs (commonly callet). Aigarel
and Table 4 describe the actions and recommended sequence for the agencies, EIS contractors,
and GSA for implementation and cutover of ANI service to reduk@figming errors.

Figurel ¢ ANI Service Order Implementation and Cutover

Contractor sends order Agency sends
Agency requests LOA —> to LEC to move lines an disconnect request to
from GSA change PIC/LPIC GSA vidSR@gsa.gov
1 3 6

LEC performs work an GSA issues disconne
Agency sends order to El provides completion o
e to existing local/ long
contractor || notification to EIS distan rrier
2 contractor stancecarre -
4

Contractor provides
completion notification
to agency

5]

Responsibility Color Key

Agency

EIS Contractor

l |
| GSA |
l ]
l ]

LEC

Table 4¢ ANI Service Order Implementation and Cutover Actions

Action Action
Number Owner

1 Agency Agency requests LOA froBSA& ATM via TSR@gsa.gov

Action Description

! According to the FCQye term"ANI" (automate number identification) referto the delivery of the calling
party's billing number by a locakchange carrier to any interconnecting carrier for billing or rougingposes, and
to the subsequent delivery of such number to end users.
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Action Action

Action Description
Number  Owner

2 Agency | Agency sends order to EIS contractor along with the LOA provide
GSA
3 EIS Contractor sends order to LEC to move lines and change PIC/LPI
contractor
4 LEC LEC performs work and provides completimtification to EIS
contractor.
5 EIS Contractor provides completion notification to agency
contractor
6 Agency | Agency accepts new service and sends disconnect request to GS
TSR@gsa.gov
7 GSA GSA issuedisconnect order to existing LEC to remove expiring se
as well as an order to the Networx contractor to remove the ANIs
from the Networx LD database

8.2.4 Special Case: Ba€Bffice Transitions (BOT)

A BackOffice Transition (BOT) may take place when existing local and LD voice services (VS) are
transitioned from aRegional local service contramt the Networx contract to the EIS contract

using the same service provider. The BOT involves a corpaper onlg transition in the EIS
contractoi® Business Support System (BSS) with no physical transition of service. A BOT may
take place only when the agency is transitioning servicedfdikééke and the EIS contractor is

the same as that providing sece on a Regional contract or Networx. BOTs will not apply to
transformational service transitions or transitions between contractors. A BOT will not be
possible if new access arrangements or service upgrades are required.

Agencies should inquire with theEIS contractor about the contrac@®rBOT process as each
contractoi® process may be a little different. It is important to keep in mind that a BOT can
potentially impact service because it involves many of the same processes involved in a physical
senice installation. In all cases, G®Anly involvement is to disconnect upon notification from

the agency, once the new service has been installed and tested and the agency has accepted it.

8.3 Testing & Acceptance

Verification testing of the installed secd is the responsibility of the contractor in accordance
with the EIS contract, Section E.2, and EIS Test Plan and should also reflect the transition
strategy and cutover approach being implemented by the agency. For example, in a phased
cutover approachthe EIS contractor must complete testing in accordance with the scheduled

21


mailto:TSR@gsa.gov

Full Service Transitiddlan v7.0

phases. The EIS contractors shall perform verification testing on the services to complete
fulfillment of each order. Agencies may be present during verification testing.

Acceptare of services is the ordering age@cyesponsibility. Once the contracf®rverification
testing is completed successfully, the government may complete acceptance testing based on
the acceptance criteria defined in the EIS contra@drest Plan. The ctvactor may not assign

an effective billing date until the agency accepts the service in accordance with the agreed
upon acceptance testing procedures in the EIS Test Plan. At that time, the EIS contractor will
issue the agency its final notification, tiservice order completion notice (SOCN). For further
detail, see Section E.2 of the EIS contract.

Best practices that should be considered during the test and acceptance phase are as follows:

1 The EIS contractor should prest services, equipment and related devices prior to
cutover.

1 The EIS contractor should provide a contact for trouble calls directly from end users,
from the very beginning of the cutover until the end of the test and ataege period.
Particularly in VolIP transitions, where call quality is subjective, large numbers of end
users are in an excellent position to evaluate call quality.

The EIS contractors must provide test numbers for agencies to confirm services have been
correctly cutover to the EIS contract otherwise services may incur casual billing charges.
Contact information for each contractor, as indicated below, will be provided.

Please note that during cutover planning, these TNs will be requested from thec&h8actor
and shared through this plan and on the EIS Transition website.

Table 5¢ EIS contractor Test Verification

EIS Local Test# 911 Number LD Test # 700Test# International
Contractor Yes/No Test #

AT&T

Verizon

BT Federal

Core
Technologies

Granite
Communications

L3Harris Corp

Lumen

MetTel

Defined
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Technologies

8.4 Disconnect of Expiring Service

For every EIS replacemeBQ a corresponding order for the disconnectionexfpiringservices

Ad NBIjdZANBR® ¢AYAY3a Aad ONARGAOFE @gKSYy Aadadzy3
for the disconnection ofexpiring services. The highest level of coordination among all
contractors, GSA (TCC and Order Writing Function), and agency personnel is required. The
process steps for placing an order for disconnecfimm an expiring services contracts as

follows:

1) Agency identifies all expiring services that need to be discoedect

2) Oncereplacementservices have been successfitigtalled, tested, and accepted according
to the EIS contract, the agency submits an email to GSA requestintipéhaxpiringservices
be disconnectedby emaiingthe request toTSR@gsa.qov

3) The agency disconnect request must include specific details regarding the service to be
disconnected including the TOPS System Number, TOPS Customer#, address, phone
numbers, circuit IDs, and any other detailedormation that would be appropriate and
helpful to prevent any incorrect services from being disconnected.

4 D{! LINROS&aasSa RAAO0O2yYySOG {hQa IyR gAfft y20A
disconnected. Since the agency will be submitting the disecinrequest AFTER the new
EIS service has been installed AND accepted, there is no need for coordination with any
other parties.

8.5 Commencement of Billingnd Invoice Verification

The final phase of the transition process is commencement of billing anécaevaluation and
verification. Two sets of billing invoices must be carefully reviewed following implementation
and cutover. First, the agency must evaluate the EIS conti@dtoroices for EIS replacement
services to ensure accuracy, completeness timeliness. The contractor shall not begin billing

for services if the government rejects the services within three (3) days of receipt of the SOCN If
an agency deems an invoice to be unacceptable, best practice calls for the reviewing official to
notify the OCO as soon as possible, no later than five (5) days after receipt of invoice. Second,
GSA and the agency will review all invoices for expiring services that have been disconnected
and coordinate as needed to ensure all invoices accurately and corypleddlect the
disconnection of services.

9. Transition Metrics

Transition metrics have been designed by the TCC, in collaboration with the EIS contractors and
federal agencies to methodically, accurately and efficiently track EIS transition progress. The
focus of measurement will be the disconnection of services ftbenexpiring contracts and

tariff accounts. Measures of progress for Regional local services are part of the existing reports
that can be found ahttps://gsa.gov/eistransition
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10.Important Technical Considation: LocalNumber Portability

Local Number Portability (LNP) is the transfer of a TN from one service provider (or carrier) to
another for the same customer (or end user). Before a TN can be ported from the losing carrier
(Regional local service contrac}, the EIS contractor must determine which authorizations are
necessary to release a number from the losing carrier and the current customer of record
(GSA). For the Full Service Transition, the customer of record will change from GSA to the
customer agacy but assumes the end user will be the same. The losing carrier represents local
exchange carriers who provide telephone numbers and service. The old service must continue
until the EIS contractor completes the transfer.

A premature disconnection willemove the customeé® TN before it has been successfully
ported to the EIS contractor, making portability problematic and may require the issuance of a
new TN. The EIS contractor must carry out the portability process with the losing carrier.

There are nandustry standards in effect to regulate how each EIS contractor should handle the
transfer of a telephone number from one service provider to another. Each provider has its own
method of handling LNP.

Note: Porting is only necessary if the agency needkegp its existing telephone numbers.
Porting can be avoided if the agency chooses to obtain new telephone numbers and disconnect
the old telephone numbers.

10.1 Factors Affecting Portability of a GSA Telephone Number

The Federal Communications CommissionCjF&as declared that the use of LNP is only for
moving numbers in the same rate centers; however, there is an exception in the event of a
disaster. Porting to a VolP provider may also circumvent this restriction if VolP has a gateway in
the rate center fron which the numbers are being ported. Prior to moving numbers, the agency
must verify that the new EIS contractor can provide the configurations and features required
and have service in the appropriate rate center.

When changing the physical location aldaess, the rate center of service melyangeand the

current provider may choose to refuse to port the numbers. The rate center determines the toll
rates and is based on rate map coordinates within an exchange area, and designated
geographic locations #t are assigned by the LEC. Exchange areas are based on geography and
regulation, rather than equipment, and can have one or more central office switches servicing
the defined area.

In order to port a number, it must be designated as being portable. Teecygmust work with

the EIS contractor to verify portability. The EIS contractor can place a request to make a
number portable using the "Bona Fide Request" process. This process adds the number codes
to the portable database, but it can take up to ning (Bonths. The process may require a
minor software change, a Central Office (CO) switch upgrade or full replacement. In rare cases,
intervention from a state Public Utility Commission (PUC) and/or the FCC is necessary. The
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agency should consider the congaltions and time to make a number portable when choosing
to port its numbers. The agency should discuss portability options with the EIS contractor prior
to making plans for the transition.

Complications may also arise when planning moves outside of thell0 CBSAs. If the LNP
number(s) that needs to be ported is in a CO switch outside of the largest 100 CBSAs, the
likelihood that a switch or code is not LidBpable increases dramatically. This does not mean
that the LNP process cannot be used to moverbenbers, but it may increase the time it will
take, and thedBona Fide Requesprocess may be required.

10.2 The Porting Process

Porting may be necessary when an agency decides to transition its local service provided by
GSA Full Service Program to a seeviprovided by the EIS contractor. Since GSA is the
customer of record with the losing carrier, GSA must first issue a LOA, grdrgiagthority to

the EIS contractor to port the numbers. The agency must request this LOA fragnAJSAvia
TSR@gsa.gov.

There are two types of LOAs and each has a different purpose.

1. From GSA to losing carrier (mandatory)

1 The purpose of this LOA is for GSA to authorize porting of telephone numbers from the
losing carrier to the EIS contractor.

1 The following steps amavolved: GSA addresses the LOA to the losing carrier, GSA sends
the LOA to the agency, the agency provides the LOA to the EIS contractor (along with
the EIS order), the EIS contractor sends the LOA to the losing carrier with the port
request.

2. From the agacy to the losing carrier (optional)

1 The purpose of this LOA is to appoint the EIS contractor as an agent to perform specific
tasks with the losing carrier. Examples may include:

0 Resolve operational issues such as trouble tickets

o Perform customer premiseequipment related activities

o0 Receive copies of the age®yCustomer Service Records (CSRs) and related
Billing Telephone Number (BTN)

0 Receive copies of invoices and billing related information

Place service orders for the agency

0 Request and receive 6tomer Proprietary Network Information (CPNI)
pertaining to the losing carri@ records.

o

Once the LOA is generated, the responsibility for the porting of the numbers belongs to the EIS
contractor. GSA is not involved in the process again until the agetifies GSA that the new
service has been successfully installed, tested and accepted. At thistheiaggency submits

an email to GSAt TSR@gsa.geequesting that the expiring services be disconnected.
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Determinirg the number of LOAs needed for an agency to port telephone numbers associated
with full service is highly dependent on the structure of the accounts in TORSLOA

required for porting purposes is submitted per TOPS accodotvever some TOPS account

can have multiple worksites/physical locatgn

Following are three examples of how the structure of TOPS accounts will impact the number of
required LOASs.

Example 1:In the Denver area, an agency may have one TOPS account but may be physically

located in Denver, Littleton, and Golden, Coloraddth multiple carriers

Denver: TOPS account 555 555, 123 Apple Road, DenvelVG® Site 0001Losing CarriertCentury Link
Littleton: TOPS account 555 555, 123 Pear Drive, Littleton, CO Work@)2 Losing CarrieiGranite
Golden: TOPS account 555 555, 123 Banana Wégtk Site 0003 Losing CarrierATT

Three LOAs would be needed as there are three diffelasihgcarriers.

Example 2:In the Denvearea,an agency may have one TOPS accdwitmay be physically
located in Denver, Littleton, and Golden, Coloradth a single carrier

Denver: TOPS account 555 555, 123 Apple Road, DenvekVGx® Site 0001Losing CarriefCentury Link
Littleton: TOPS account 555 555, 123 Pear Drive, LiitleCO Work Site 0002.0sing Carrier Century Link
Golden: TOPS account 555 555, 123 Banana Wégtk Site 0003 Losing CarrierCentury Link

One LOA is needed as there is only msgngcarrier at all three locationslIf the agency plans
on porting all these locations to the same carrier at the same ttheeagencycan list all the
locations on the LOAisting by work site/physical address and then the numbers at each
worksite.

Example3: ATT is the losing carrier for aljencies within a building

All of these agencies are located at 123 Peach Street, Work Site 0005.

Agency X:There arethree sub-agencies listed All have their own TOPS account numbdénerefore, three
LOAsare needed

Agency Y:There arefour sub-agencies listed.All have their own TOPS account numbénerefore, four
LOAsare needed

Table 6 provides a general process of actions for the agency, EIS contractor, losing carrier,
Number Portability AdministratiolCenter (NPAC) and GSA to successfully port numbers from
GSA Full Service Program to the EIS contractors. As stated previously, there is no industry
standard process for local number portability. Losing carriers and EIS contractors have their
own requred steps. Table 6 is a notional process to give an overview of elements to dkpect.

is very important that agencies consult with their GSA Agency Telecommunications Manager
(ATM) and their EIS contractor to determine the exact steps for their particular situation.

Table 6¢ Notional Local Number Portability Process
Note: This procesgries with different contractors and carriers.
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Action
Owner

Action
Number

1 Agency

Action Description

Review inventoryc If the agency
discovers an error or discrepancy
itshouldg 2 NJ SAUGK D
resolve errors andeconcile
inventory
(eistcc.support@gsa.gav)

Considerations

A simple inventory of numbers is
not sufficient for porting. Line
types needo beidentified so that
fax machines, security lines, and
elevator lines are noincorrectly
ported.

If ISDN lines are being ported, all
secondary numbers need to be
included. Alsodentify and list call
appearances for each telephone
number.

If an agency axdently ports one
of itslines, a new port request
must be initiated to recover the
number. It cannot be immediately
resolved. The standard time
interval applies when initiagthe
new port request.
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Agency

Agency sends requests to GSA
at TSR@qgsa.qgao issue LOA to
begin the porting process. The
agency should specify

Agency Name

TOPS Account Number
Physical Address

TOPS Work Site Address

EIS contractor name anBOC
information

1 Each specific telephone
number requested to be
ported

= =4 =4 4 A

(There can be many agencies
whose service is billed on the san
Regional local service contracts
account, so listing the individual
phone numbers to be ported is
essential to avoid accidental
porting of nunbers for a different
agency.)

BTNsmay berequired to submit a
port.

If required, theBTN should be
listed in the LOA, labeled as:
Supplied for account lookup

purposes: BTN XXX XX XXX

Caution:BTN should be included
within the list of telephone
numbers to be portedNLYf that
actual number is to be ported

If multiple BTNs are involvedne
LOAshould be provided for each
BTN

wlky3aSa OF yQ#éndo S
parentchild relationship®of
telephone numbers should be
clearly displayed.

All telephone numbers to be
ported MUST be in the LOA

The agency should understand
that open orders on any telephon
numbers requested to port could
cause porting to be rejected

When scrubbing the liste
numbers, sometimes additional
numbers that need to be included
are discovered that are not on the
LOA. When this happens, the EIS
contractor will need written
documentation stating the
numbers can be added to the por
request.

The agency must specify tlaetual
location, so when the EIS
contractor submits the port
request, the correct address is
used.

28



mailto:TSR@gsa.gov

Full Service Transitiddlan v7.0

GSA issues LOA to tlagency.

Lesson Learned: Partial porting i

GSA This letter shall include each possible. Discuss this option with
specificTNpermitted to be ported.| the EIS contractor.
Given the complexity of LNP, it is
advised to manage thesativities
Order service and provide LOA. as a .pI‘OjeCt. Agenmes .ShOUId
. . consider having an assigned
The agency will provide the LOA ) . ;
Agency project manager (either Hmouse
the EIS contractor as part tife
or from an EISontractor)
order to the EIS contractor. L ) :
administering their porting
projectsin order to reduce the risk
of failure.
EIS contractor verifies numbers t¢ In some instances where the TN
be ported.The EIS contractor currently on a Centrex service,
validates that theelephone verify with the Centrex provide
numbersto be ported are in the | that the telephone numbers are
Number Portability Administration portable and not under provider
Center NPAGLNP database. If |af 201 R246Yy € @
the numbers are in the NPAC LN
database, proceed t&ep 6.
In rare instances, if anyumbers
EIS are not in the NPAC LNP databag
contractor the EIS contractor cagither A)

work with the agency to resolve
the issues, or B) place a requést
the losing carrieto make a
number portable using the "Bona
Fide Request" process. i$h
process adds the number codes t
the portable database, but it can
take up to nine (9) months. As ar
alternative, the agency can decid

to obtain newTNs.
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EIS contractor requestelephone
number porting from the losing

Porting requires everal steps and
coordination between th&lS

02 y i NILNP{tearN&nd the
f2aAy3 OF NNA SND
may vary depending on product
specific processes, varying
processes of losing carriers and

EIS carrier¢ The EIS contractor different Service Level Agreemen
contractor| ofines this portion of the porting | (SLA}
process. The El®ontractor can receive
rejects after the order has been
placed. Experience has been that
rejects can be received even afte
the receipt of aFirm Order
Commitment FOQ
Is the number portable’Z, The
losing carrievalidates the
Losing Odzali 2 YSNDa Ay T2
: determines if the number is
carrier

portable. If the number is
portable, proceed to Step 8. If ng
go back to Step 5.
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The losing carrier confirms the
customer's information and
notifies the EISontractor. If any
numbers on the order fail the
confirmation, the order is rejected
by the losing carrier, and the EIS

The El®ontractor will need
agency approval to remowe
number, adda number, or correct
an issue. NoteThis can restart the
overall porting SLA time frame.

The expectation for the scrubbing
process is 30 days for namomplex
configurations and 60 days for
complex configurations.

Non-complex scrub:
w t wL Rwiertiai SOKTNs

Losing contractor is notified. Then the El . .
8 . w100or fewer point-to-point and
carrier contractor must correct the order o
) 50 or fewer multi-point ISDN BRI
manually and resubmit the port
: . numbers
request to thelosing carrierThe _
losingcarrierprovidesthe agency | Complex scrub: ]
POC a copy of the Customer w t wL SDa ormaokeinémbers
Service Recor(CSR) listing allNs | 0 mn n 2 NJtopdintBnd L
associated with the port request | 50 or more multipoint ISDN BRI
numbers
Verification of records using a
physical survey may be necessar
if the validity of data is
guestionable.
9 EIS The EIS contractor notifies the
contractor| NPAC of the requested port.
The NPAC creates a pending por|
10 NPAC and sends a notification to the
losing carrier.
Losin Thelosing carriemotifies the
11 ng NPAC that it concurs with the
carrier
port.
EIS The EIS contractor notifies the
12 NPAC to schedule the port
contractor

activation.
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The pending port is activated in

13 NPAC the NPAC and broadcasted to the
industry.
EIS contractor accomplishes the
14 EIS porting of TNs, installs new
contractor | services, and sends SOCN to the
agency.
This step is an effort to prevent
interruption of LDservice and LD
billing issues.
The agency should discuss the
necessity of this step with their El
contractor.
Agency must submit EIS LD orde
to the EIScontractorto ensure . < <
proper billing account setup and Ec;;eaaéL&?\\BOEKOHKLl\.JA yo;g N/‘I
telephone numbers are ; = AT A A
15a Agency established with no interruption al 20t f» t N‘$ FS IV\I‘N‘B
of LD service. /b N‘NJ\ S N‘Ié, O,I' t a~2
F'YRK2ZNI/ € 6 KAOK

This step applies to TDM pic/2pic
services. It does not apply to IP
services.

same definition). For TDM voice
aSNWAOS 2NRSN&EZ
Gut L/ € Ydzald oS
order. An LD PIC change is
required to enable the change of
usage flow from one carrier
network to another. An EIS LD
order is requiredo the new
carrier, if changing, to avoid usag
billing issus.
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Agency accepts serviggThe
agency has thre€3) business days
from the date of the SOCN to

rejectthe service. If the service is

15b Agency | not rejected within that time
frame, the EIS cordctoris
contractually authorized to
assume acceptance and
commence billing.
. The timing of this activity is crucig
Agency requests GSA disconneci i that it should not occur before
Regional local (Full Service) and | iy agency receivethe SOCN
Networx long distance services | from the EIS contractor and the
once the agency receives the SO agency has accepted the service
and accepts the service, it is then Conducting activities in this
the responsibility of the agency 19 gpecific order will avoid prematurg
send a disconnect request 10 GS4 gisconnects that result in denial 9
16 Agency at TSR@gsa.gancluding the

name and email address of the
DesignatedAgency Representativs
(DAR)This will prompt GSA to
write disconnect orders for those
agency services that have been
removed from GSA's full service
and transitioned to EIS.

serviceor casual billing

Note: If the agency is porting 1009
of the numbers (ANI's) on d8DN
PRI service, the agency should
requestthat GSA disconnect the
ISDN PRI circuit as well as remoy
ported numbers (ANI's).
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GSAprocesses the disconnect
request.

1 GSA will write the disconne
order for Regional loca
service

1 GSA will send a copy of t

When the agencis porting 100%
of the numbers on an ISDN PRI
service, it is recommended that
the agencyerify with GSA to
ensure the disconnect has been
processed.

disconnect order to the DA

for approval The intent of thisactionis an

1 Once approvedGSA remove| effort to prevent continued billing
telephone numbergrom TOPS| of the ISDN PRI circuit after 1009
andsendsthe disconnect order of the numbers (ANI's) have beer

to Regional local and Netwol ported off of the ISDN PRI circuit.
long distance contractors

17 GSA

11. TransitionProject Management Plan Risks

Transitions are complex undertakings involving critical agency assets with multiple responsible
parties. Networks and telecommunications services must be fully functional for agencies to
serve constituents and carry out their missions. The result of asguplion to network or
telecommunications services during transition may directly impact the agencies operations and
its ability to carry out its mission and meet its goals. Careful and methodical risk identification
and mitigation are critical to minimiizg transition risk. The following table is a sample of known
transition risks. Some agencies may experience risks other than those outlined below.

The risks identified below are limited to transition implementation risks that if not properly
managed my result in delays to the transition schedule. There are other transition risks, such
as technical risks, security risks, and operational and program risks, which must be addressed
by the agencies and their contractors.
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Table 7¢ EIS Full Servideisk to Transition Schedule
Risk Area X, TO/SO Administration by Agency

Risk Description

Risk Mitigation

TO/SO submitted
incorrectly; errors and/or
incomplete information

Training; ensure OCO and COR have

received propetraining including BSS
training from EIS contractors and CONEX
training from GSA

Responsible Party,

Agency OCO/
EIS contractors

Agency needs additional
guidance for submitting
TO/SO

Ensure OCO and CORs have acce3qtd
EIS Transition Resourc€©0G, MOPS
Handbook, Transition Handbook, CONEX
Systems Guide, Service and Pricing Guid
EIS Resourcewailableat www.gsa.gov/eis

GSA AM and TSM

9L{ [/ 2y GNI O
or not available

Ensure agency and EIS contractor have
contingent manual worlaround TO/SO
submission process

EIS contractor

Contract modificatn
required to add new CLIN ¢
location

Initiate contract modification early in the
process of implementation planning

EIS contractor

SO missing Autsold CLINs

ElScontractor immediately notifies agency
of Auto-sold CLIN requirements; agency
adds supplemental Autsold CLIN®
TO/SO

EIS
contractor/Agency

Risk Area Z; Large or Complex TO Projects

Risk Description

Risk Mitigation

Responsible Party

Complexity of transitioning | Submit bulk orders grouped in accordanc| Agency

a large network, site or with the Task Order Project Plare.

service category across submit SOs by site, project, regiossyvice

multiple sites causes category, or other

confusion over how orders

are related

Complexity of transitioning | Balance low and high complexity and Agency/EIS
a large network, site or agency mission criticality services across| contractor

service category across
multiple sites causes
confusion over prioritizatior
of orders

the entire Transition Schedule
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Risk Mitigation

Responsible Party

Failure to create a detailed
Implementation Plan
required for managing
large/complex
programs/installations

Identify all stakeholders, communicate
actions, milestone dates, and status of
deliverables

Agency/EIS
contractor/GSA

Risk Area & Installation Delays

Risk Description
LEC misses FOC date

Escalate missed FOC date with LEC and

Risk Mitigation

confirm reason for missing FOC date

Responsible Party

EIS contractor

Site POQ@navailable

Identify primary and secondary local
agency site contact (LGC) on TO/SO, an
provide their mobile numbers;

Monitor and facilitate communications
between LGC and EIS contractor

Agency

Testing and verification fail

Pretest SRE prior tehipping and maintain
spares for same day or overnight shipping

EIS contractor

Testing and verification fail

Perform bit error rate and loojpack tests
on LEC circuits as much in advance of
Customer Want Date (CWD) as possible

EIS contractor

Incorrect HW or S/W wWSPASg O2y FTAIdzNI GAFEIS

configuration and S/W configurations with agency prior| contractor/Agency
to installation

Restricted Site Access Ensure the EIS contractor is aware of Agency/EIS
agency SSP and any access restrictions { contractor

only compliant technicians are dispatcheq
to site

Risk Area 4, LNP Delays and Issues
Risk Mitigation

Responsible Party

Risk Description
TNs notable to port

Determine LNP eligibility prior to porting

EIS contractor

Port error- TN unreachable

Test valid sample of TNs prior to port, 911
toll-free, lead BTN and other test numbery

EIS contractor and
Agency

Port error- TN unreachable

Have port bak-out plan in place for critical
numbers or submit trouble ticket to
previous service provider for negritical

EIS contractor

36



Full Service Transitiddlan v7.0

Risk Description

Risk Mitigation

Responsible Party

numbers
Transition Schedule excee(5 SG SNX A Y S 9 L { indDbgni | Agency/EIS
9L{ O2Yy (N} OG|O2y (G NI OlG2Na OF LI O]} contractor
capacity at a given time numbers into manageable blocks;

Allow time in Transition Plan for

unforeseen LNP issues
Old service is disconnecteg Do not disconnect access until verificatiorl Agency/EIS
prior to successful LNP to | that LNP is successful contractor

new service preventing
restoration © replaced
service

Risk Area & Chronic Contractor Delays

Risk Description

Risk Mitigation

EIS contractor misses
Transition Schedule
milestones on chronic basiy

Escalate to EIS contractor and GSA
management; develop a Transition
{ OKSRdzA S a3SiG ¢St

Responsible Party

Agency/EIS
contractor/GSA

Risk Area & Likefor-like Transition

Risk Description

Risk Mitigation

Responsible Party

Cable &Wiring (C&W)in Consider upgrading C&W even when Agency
like-for-like transition may | transitioning likefor-like

not support agency

modernization plans for

convergence

When going to a new Ensure newirunks are ordered and Agency/EIS
provider, unable to reuse | installed on EIS before disconnecting contractor
Networx trunks Networx trunks

Risk Area € Transformational Transitiorgr Remote sites

Risk Description

Risk Mitigation

Responsible Party

C&W and access
arrangements may be
outdated in buildings

Conduct site survey and clearly documen
site preparation and upgrade
requirements; close coordination with GS
PBS for GSA facilities

Agency/GSA PBS
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Risk Area & Transformation Transitiorg Multi-tenant sites

RiskDescription

Risk Mitigation

Responsible Party

Complexity of infrastructure
upgrade due to high densit
and complex stacking plans
with multiple tenants

Close coordination with GSA PBS; perfor
site surveys with clearly defined upgrade
requirements.

Agency/GSA/EIS
contractor or
other contractor

Difficultytrouble shooting
C&W after cubver

Label and inventory all C&W upgrades

EIS contractor/or
other contractors
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Appendix A/Acronyms

AHC  Agency Hierarchy Code

AM Agency Manager

ANI Automatic Number Identification
ATM  Area Telecommunication Manager
BAC  Billing Account code

BRI Basic Rate Interface

BSS  Business Support System

BTN  Billing Telephone Number

CBSA Core Based Statistical Area

CLIN  Contract Line Iltem Number

CO CentralOffice

CONUS Continental United States

COR  Contract Officer Representative
CSR  Customer Service Record

CSVS Circuit Switched Voice Service
CWD  Customer Want Date

DAR  Designated Agency Representative
DSL Digital Subscriber Line

EIS Enterprise Infrastructur&olutions
FAS Federal Acquisition Service

FCC  Federal Communications Commission
FO Fair Opportunity

FOC  Firm Order Commitment

FOCN Firm Order Commitment Notice
FOOG Fair Opportunity Ordering Guide
GSA  General Services Administration
HVAC HeatingVentilation and Air Conditioning
H/W Hardware

A Interagency Agreement

ICB Individual Case Basis

ISDN Integrated Services Digital Network
LAN Local Area Network

LD Long Distance

LEC Local Exchange Carrier

Full Service Transitiddlan v7.0
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LGC
LNP
LOA
LPIC
MACD
MOPS
MWS
NPAC
NRC
0CO
oTT
OTS
PBS
PBX
PIC
POC
PRI
PUC
QOS
SO
soC
SOCN
SRE
sSSP
SIW
TDM
TO
TOA
TCC
™
TN
TOPS
TSM
UTP
VolP
WITS

Local Government Contact

Local NumbePortability

Letter of Agency

Local Primary Inteexchange Carrier
Moves, Adds, Changes, and Disconnects
Management and Operations
Managed Wireless Service
Number Portability Administration Center
Nonrecurring Charge

Ordering Contracting Officer

Over the Top

Office of Telecommunications Services
Public Buildings Service

Private Branch Exchange

Primary Interexchange Carrier
Point of Contact

Primary Rate Interface

Public Utility Commissn

Quality of Service

Service Order

Service Order Confirmation
Service Order Completion Notice
Service Related Equipment
System Security Plan

Software

Timedivision Multiplexing

Task Order

Transition Ordering Assistaa
Transition Coordination Center
Transition Manager

Telephone Number

Telecommunications Ordering and Pricing System

Technology Service Manager
Unshielded Twisted Pair
Voice over Internet Protocol

Washingtoninteragency Telecommunications System

Full Service Transitiddlan v7.0
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Appendix B: Agencies in the Full Service Program

Current Full Service Support Customers [March 24, 2017]

ARMED FORCES RETIREMENT HOME

FEDERAL MINE SAFETY AND HEALTH REVIEW COMM

BROADCASTING BOARIGOV¥ERNORS

FEDERAL RESERVE SYSTEM

CHEMICAL SAFETY BOARD

FEDERAL TRADE COMMISSION

COMMISSION ON CIVIL RIGHTS

GENERAL SERVICES ADMINISTRATION

CORPORATION FOR NATIONAL AND COMMUNITY SER

GOVERNMENT ACCOUNTABILITY OFFICE

DENALI COMMISSION

GOVERNMENT PRINTING OFFICE

DEPARTMENT OF AGRICULTURE

HOUSE OF REPRESENTATIVES

DEPARTMENT OF COMMERCE

JUDICIARY

DEPARTMENT OF DEFENSE

MERIT SYSTEMS PROTECTION BOARD

DEPARTMENT OF EDUCATION

MISCELLANEOUS NGRVERNMENT ACCOUNTS

DEPARTMENT BRERGY

MORRIS K UDALL SCHOLARSHIP & EXCELLENCE FOU

DEPARTMENT OF HEALTH & HUMAN SERVICES

NATIONAL AERONAUTICS AND SPACE ADMINISTRATI

DEPARTMENT OF HOMELAND SECURITY

NATIONAL ARCHIVES AND RECORDS ADMINISTRATIQ

DEPARTMENT OF HOUSING AND URB/ANOEMENT

NATIONAL LABOR RELATIONS BOARD

DEPARTMENT OF JUSTICE

NATIONAL MEDIATION BOARD

DEPARTMENT OF LABOR

NATIONAL SCIENCE FOUNDATION

DEPARTMENT OF STATE

NATIONAL TRANSPORTATION SAFETY BOARD

DEPARTMENT OF THE INTERIOR

NUCLEAR REGULATORNMMISSION

DEPARTMENT OF THE TREASURY

OCCUPATIONAL SAFETY AND HEALTH REVIEW COMN

DEPARTMENT OF TRANSPORTATION

OFFICE OF PERSONNEL MANAGEMENT

DEPARTMENT OF VETERANS AFFAIRS

PEACE CORPS

ENVIRONMENTAL PROTECTION AGENCY

RAILROAD RETIREMENT BOARD

EQUAL EMPLOYMENT OPPORTUNITY COMMISSION

SENATE

EXPORIMPORT BANK OF THE UNITED STATES

SMALL BUSINESS ADMINISTRATION

FEDERAL BUREAU OF INVESTIGATION

SMITHSONIAN INSTITUTION

FEDERAL COMMUNICATIONS COMMISSION

SOCIAL SECURITY ADMINISTRATION

FEDERAENERGY REGULATORY COMMISSION

TRIBAL ORGANIZATIONS

FEDERAL LABOR RELATIONS AUTHORITY

UNITED STATES POSTAL SERVICE

FEDERAL MARITIME COMMISSION

US OFFICE OF SPECIAL COUNSEL

FEDERAL MEDIATION AND CONCILIATION SERVICE

US TAX COURT
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AppendixC Regional Services Transition FAQ Sheet Link

Please refer to the link below to view detailed questions and answers.

https://interact.gsa.gov/document/fullservicefrequently-askedgquestionsfag-eistransition
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AppendixD: Roles & Responsibilities

Responsibilities

Individual Roles

Agency Ordering
Contracting Officer
(Agency OCO)

Attends Delegation of Procurement (DRrining and receives a GS
DPA.

Executes the FO process and awards resulting TOs, obligates fui
and administers changes as needed over thedyfele of the TO.

Accepts EIS services delivered according to the TO and pays EIS
invoices for thoseservices.

Agency Transition
Manager (TM)

Provides OCO with supporting documentation, as requested.

Maintains Transition Project Plan and Schedule; collaborates on
transition schedule, tracking and reporting with GSA.

Single point of contact for transtn issues and escalations.
Interfaces with EIS contractor.
Provides oversight of EIS contractor performance.

Ensures proper placement of SOs to EIS contractor for the install|
of EIS services.

Once new services have been installed and tested, subsuisest to
GSA authorizing the disconnect of services that are no longer
required.

GSA Contracting POC for escalation of contract issues.

Officer

(GSA CO)

GSA Agency Assess the customer's needs and level of involvement; explain th

Management OT® supprt plan; advise on contract requirements; facilitate the
resolution of issues.
Notify agencies of requirement for EIS DPA trainDigA training is
2YyEAYSST G GKS dzaSNRa 02y @SyaA
Respond to transitiomelated questions and issues from customers
and act as a liaison between the agencies and GSA.

GSATCC Provides program management of the EIS transition.

Coordinates with Agency Management.
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Individual Roles Responsibilities

Monitors, reports, andacilitates the transition of
telecommunications services from the Networx, Regional local
service contracts and tariff services.

Reviews agency transition plans.

Validate and maintain inventory of services to transition.

GSA Service Delivery| Respmds to requests for LOAs and creates LOAS for services pol
Branch from GSA owned to agency owned.

Responds to transitiorelated questions and issues from Regional
local service customers.

Act as a liaison between the agencies, contractors, and other GS
organizations, as needed.

Forward disconnect orders from agency to GSA Service Order ar]
Inventory Administration.

Inform the GSA CO to initiate the contract clasg process upon
notification billing has ceased.

GSA Service Order ar| Prepare and enter disconnect orders for expiring services.
Inventory

- Validate billing has ceased and notify GSA Service Delivery Bran
Administraton

EIS contractor Upload notices of TO award into G3&onexus.

Execute all responsibilities as detailed in this document in accord|
with their awarded agency TO.

Networx and Regional Processes disconnect orders according to the requirements of th¢
Local Service respective contract.

Contractors Coordinate with ES contractors as needed for successful transitiof

44



Full Service Transitiddlan v7.0

AppendixE Verizon WITS Process foNP

izon’
verizon GSA

Washington Interagency Telecommunications System 3 (WITS 3)
Local Number Portability (LNP) Engagement Process

The following instructions must be adhered to when end user agencies request
to exercise Local Number Portability of telephone numbers governed by the
WITS 3 contract to another CLEC or contract.

1) When a Civilian agency decides to port WITS 3 telephone numbers from one carrier or
contract to another, the agency DAR is required to send a “request to port” to
wits3.accounts@gsa.gov and include the Billing Account Code (BAC), Location Group
(LG), Agency Bureau Code (ABC), the gaining carriers name and Point of Contact

information. A list of the telephone numbers to be ported must be submitted using
Microsoft Excel. After receipt and review of the request, the GSA (.gov) team will
respond with a letter of authorization to the requesting agency DAR and copy both the
gaining and losing carrier POC’s (point of contact) including witscivilian@verizon.com.

2) When a DoD (Department of Defense) agency decides to port WITS 3 telephone
numbers from one carrier or contract to another, the agency DAR(A) is required to send
a “request to port” email to wits3.accounts@gsa.gov and copy the DoD DARA

(designated agency representative administrator) george.p.everett2.civ@mail.mil with
the same required information (BAC, LG, ABC, telephone numbers and POC's) stated in
step 1 above. Upon approval by the DoD DARA, the GSA (.gov) team will respond with a

letter of authorization to the requesting agency DAR(A) and copy both the gaining and
losing carrier POC’s (point of contact) including witsmilitary@verizon.com. The email

should also request that Verizon change the current port status of the telephone

numbers from “no” to “yes”.

Note 1: An auto email response containing NSPExxxxxxxxxxx in the subject line will be
provided to all copied on the sender’s email.

3

—_—

Upon receipt of the approval letter from the GSA team, the Verizon FSC team will
commence “scrubbing” or validating the integrity of the existing record’s to ensure clean

1
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izon’
verizon GSA

A\
Customer Service Records are available/provided to the gaining carrier. All
stakeholders should nate that the expectation for the scrubbing process is a maximum of
30 days for non-complex configurations and 60 days for complex configurations.
» Non-complex scrub
¢ PRI's with less than 499 telephone numbers
* 99 or less point-to-point and 49 or less multi-point ISDN BRI numbers
» Complex scrub
¢ PRI's with more than 500 numbers

¢ 100 or more point-to-point and 50 or more multi-point ISDN BRI numbers

Note 2: If a PM is not assigned to manage porting activities related to the project, the
agency POC will be expected to manage all LNP related activities. Therefore, it is
strongly and highly recommended that a Verizon PM be assigned to all large or

complex port requests. (The Verizon account team will assist with requesting a PM
quote to support the project)

4) Upon completion of the FSC pre-port scrubbing activities, the assigned FSC
representative will provide the agency POC a copy of their Customer Service Record
(CSR) listing all telephone numbers associated with the port request. (An email will be
sent to the agency PQOC listed on the ariginal approved request)

5) Once the gaining carrier receives their Local Service Request (LSR) Firm Order
Commitment (FOC) date(s) from the Verizon National Wholesale Center (NMC), the
agency POC or if assigned, the Verizon PM is required to send the FOC date to
witscivilian@verizon.com or witsmilitary@verizon.com (using the same NSPE number

from the original request) in order to meet the required disconnect date.

6) The final step in this process is to remove the WITS 3 telephone numbers (and
associated circuits) from Service@once (post port) which will cease WITS 3 billing and
minimize potential dialing discrepancies. To accomplish this, 2-3 days prior to the port
FOC date the agency WITS 3 DAR is required to submit a request to
witscivilian@verizon.com or witsmilitary@verizon.com requesting the ported telephone
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i Vv
verizon GSA

numbers be disconnected from Service@once. The FSC representative will
use the actual FOC disconnect date for Service@once disconnects

Important Notes
e If the gaining carrier (CLEC) requires after hours or weekend porting support, the
CLEC (not the agency) must engage and negotiate (overtime and costs) with the

Verizon LNP team via the following instructional link:
https://www22 verizon.com/wholesale/systemsmeasures/local/systems/lsi/Local-Service-
Interface.html, click “Doing Business”, then “Provisioning”. Once there, detailed

instructions will assist CLECs on what is required to meet their business need
regarding LNP requests. Also note that once telephone numbers port to the
gaining carrier, Verizon is no longer responsible for the service, meaning the
gaining CLEC must address all inquiries regarding service issues.

e Agency gaining carrier note: It would be prudent for the agency DAR to assure that
the gaining CLEC has access to Verizon’s Local Service Interface (LSI) tool specifically
designed for checking the status of Pre-Order, Order, Order Status and Trouble
Administration transactions to minimize delays. This tool will help address any
pre-order challenges with CLEC LSRs and Purchase Order Number (PONs) provided
by the Incumbent Local Exchange Carrier (ILEC). The agency gaining carrier should
access the following link:
http://www22.verizon.com/wholesale/systemsmeasures/local/systems/Isi/Local-Service-
Interface.html, sign up for their user name and password prior to submitting
requests. If telephone calling is the preferred method, Verizon Representatives can
be reached on 800-888-8100 (the CLEC must provide the r Customer Carrier Name
Abbreviation (CCNA) in order to access to the menu-tree and select options).
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Appendix F: Level 3 WITS ProctssLNP

S T i
i .

The Level 3 WITS3 Solution

Level 3 Communications, L.L.C.
WITS 3
TN Porting Process
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1.1 Level 3 Porting Process

Thefollowing procedures should be adhered to when porting telephone numbers from

Level 3 (now CenturyLink) and belonging to a WITS contract customer to another
contract/carrier.

2 KSYy |y Ft3SyOe RSOARS& G2 LERNI ¢bQax GKS .
G dzS & G (vats3laizduditsi@gsh.B@nd include the Billing Account Code (BAC),

Location Group (LG), Agency BurgaB)/ 2 RS> (G KS 3IFAYAy3 O NNA SN
information. A list of the telephone numbg(TNs)to be ported must be submitted via

Excel. After receipt and review of the request, the GSA (.gov) team will respond and send

back a Letter of Authorization (LOA) to the agency DAR and copy the Level 3 WITS PMO.

LG Aa GKS NBI dzSibilityAty Fhve @ vaNdNIOA dlXdie foNdBeiyL DR yhat

they request to port away from Level 3.

1.2 TN Requirements

In order toprocess your porbut request, the TN must be active and in service on one
of our Level 3 networks. A disconnected TN cannot be ported.

1. The GSA account team should work with their customer to make sure the following

criteria gets incorporated into the ciis2 Y Sphiking plan in order to determine
the appropriate level of project management support:
& PROJECTS requesting LESS THAN 108oFRaint or 49 Multit 2 Ay i ¢ b Qa
o The End User is required to provide the Level 3 WITS account team
30 calendar daywotification of porting activities.
o Route project requests to the Level 3 account team.
0 PROJECTS requesting MORE THAN 10&d&&aint or 50 + Multi
t2AYy0 ¢bQa

o These projects should be sent to the appropriate Level 3 account
team for projectcoordination. The account team with then work
with the assigned Level 3 customer care or customer service
manager, who will then engage their specialized porting team as
necessary.

o0 In most casesthe agency/customer will go to the new carrier for the
L2NIo&avs FyR GKSy GKFG OF NNASNDRa L)
[ SOSt o0Qa LIRNIAYy3I GSFYS 6KAOK OFy 068
address1i3POPrects@level3.com

2.¢KS | 3Sy0Oeé 2L¢{ 5!w aK2dz R 0KSYy aSyR Ay |
LI2NIGE (2 OGKSANI [ S@SEt o | 002dzyd YIFyl3IASNI |yl
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ported. If the agency does not know who their account manager is or doieknow

how to enter the disconnect order into the Level 3 WITS 3 Customer Portal, the DAR
should send an emdil- FedPortal@level3.como request assistance.

. The assigned Level 3 client support or custoweme manager will then process the
disconnect order in the GSA WITS Portal. The completion date (bill stop date) will be
the date provided by the agency/customer.

. Level 3 will provide a copy of the eddd SNJ | ISy Oeé |/ { asdofidgtedt A A G A Yy 3
GAUK GKS NBIdzZSadSR LERNI® b20SY [ S@St oQa |
$2N] RANBOGfeEe sAGK GKS ySg OF NNASNDA& L2 NIL.
documentation, to include CSRs.

. The agency WITS DAR will need to work with the gasanger to receivdirm order
commitment(FOC) date(s) from the porting group. It is imperative that once received

these dates must be shared with the assigned Level 3 client support or customer care
managerin order to meetrequired coordination steps ath provide support to

FRRNBaa LRIOSY(GAlrf AaadzSa GKFd YDdzié NRAS O ¢
similar activity where the outgoing carrier releases the numbers and the incoming

carrier takes control of them and adds them in their system.

. Thefind aGSLI Ay (GKAA LINROSaa Aa (2 NBY2@QS 2L¢
The agency WITS DAR is required to send another request to their Level 3 account
YFEyYyF3aSN) NBldzSadAaya GKFdG GKS ¢bQa 06S NBY2@S
with the disconnect oiny related circuits or the billing of the specific TNs.

NOTE regarding Step #2 above: It ie@uirementfor the agency WITS DAR to send a
separate disconnect order to the Level 3 federal team when they are ready for Level 3 to
disconnect thecircuit and stop billing. The timing for that disconnect order is up to the
agency, and there could be an overlap in billing between the new service/new carrier and
the outgoing service/losing carrier, especially if the agency would like to run the new and
old services in parallel for a certain amount of time.

Level 3 will not automatically disconnect a circuit and stop billing just because a port
request has been received by our LNP team. Porting requests usually come from the
gaining carrier, and the digssions are often between just the two LNP teams (gaining and
losing carriers). The Level 3 federal team would have no knowledge of the port and
intended disconnect without the separate WITS 3 disconnect order from the agency
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Appendix G:Summary of Le#l 3 and Verizon LNP Process

Activity Level 3 Verizon(Civilian only)*

Step 1 Agency sends portrequestto G§! 3Sy Oeé &Sy Ra aNJ
with BAC, LG, and ABdeinfo. GSA witlBAC, LG, and ABdeinfo.

Step 2 GSA sends LOA to agency and | GSA sends LOA to agency and
copies Level 3 winning and losing carriers

Step 3 GSA, agena@nd Level 3 establisi Upon receipt of LOA Verizon scrul]
if complex or norcomplex port | CSR and determines complexity of
for project management support | project for project management
resources support resources

Step 4 Agency sends disconnect requeg Verizon sends CSR to gaining cart
to Level 3 and agency

Step 5 Level 3 processes the disconnec| Gaining carrier receives FOC date
order in GSA WITS portal from Verizon NMC

Step 6 Level 3 provides CSR to agency | Agency or Verizon PM (if assigned
and may provide CSR directly to| sends FOC date to
the gaining carrier witscivilian@verizon.com

Step 7 Agency works with the gaining | 2-3 days prior to ©C date agency
carrier to receive FOC date and | sends request to
then shares with Level 3 witscivilian@verizon.com to have

ported numbers disconnected.
Step 8 Agency sends final disconnect

request to remove TNs from Levi
3 TN database. Note: Billing will
not stop based on port request.
Level 3 musbbtain a disconnect
order with requested disconnect
date.
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Appendix H: Letter of Agency Examples

Agency to Losing Carrier

[Agency Letterhead]

Effective Date: [month, day, year]
Expiration Date: [month, day, year]
Subject: Letter oAgency

Dear [Losing Carrier]

Please be advised that the [agency name] has retained the services of [EIS contractor] to provide
transition services and hereby authorizes [EIS contractor] to act on [agency hame] behalf for the purpose
of providing such sefges as further specified below.

Individuals Acting for Agent: (List as many EIS contractor individuals as necessary)
[Name]

[Title]

[Phone Numbers]

[E-Mail address]

The above named are authorized on the agencyds be
phone and material via regular maimail and fax.

(examples of actions)

XX. Agent, through the individuals identified about, is authorizedto act 4slf o ws on t he Agenc
behalf.

XX. Act for Agency to resolve operational issues, such as trouble tickets.

XX. Act for agency in managing operational issues and-ed activities, such as equipment for
installation.

XX. Receive copies of curreatgency 6 s Cust omer Service Records (CS
Number (BTN).

XX. Receive copies of invoices and other billing related information as reasonably requested. Subject to
state tariffs, if applicable, [Losing Carrier] may charge Agentaedor providing duplicate billing
records pursuant to Agencyds or Agentds request.

XX. Place service orders for the Agency.

X X. Submit requests for moves, adds, and changes
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XX. Request and receive any CustomenProi et ary Networx I nformation (fAC
Carrier] services used by the Agency, excluding billing records.

XX. Other as specified here:

Above authorizations apply (check only one of the two folf@nstatements):

_ only to Agencyob6s existing accounts |isted by
___ to Agencyob6s existing accounts included but no
Numbers(s):

____ Check if there is an attachmenBdfNs with LOA

It is understood that the above authorization include the sharing of information between [Losing Carrier]

and Agent related to the Agencyds service for pur
information provided to Agenton Agegndd s behal f may be CPNI (as descri
expressly requested, or Confidential i nformati on
with [Losing Carrier], as well as Agent user names and passwords needed to accdesrtiaidn.

Agency represents that Agent is bound by an agreement with the Agency to keep confidential any
information received on its behalf, which agreement is at least restrictive as the confidentiality obligations
of the Agency under its agreement(s)wjLosing Carrier] for the services to which the received

information relates. If such agreement does not expressly permit [Losing Carrier] to enforce such
agreement as a third party beneficiary, then the Agency is responsible for any use or didcibeure o
information by the Agent.

This LOA does not prevent the Agency from acting on its own behalf when it chooses.

This LOA supersedes any prior agreements or understanding with respect to the subject matter hereof.
The Agency agrees that no revisiorthi LOA shall be valid or effective unless present to [Losing
Carrier] in writing and signed by an authorized Company representative.

Executed as of the Effective Date by an Agency official authorized to execute such agency aurhorization.
[Name of Agency]

By:

Signature
Name:

Printed
Title:
Date:
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GSA to Losing Carrier

GSA

Date:

GENERAL SERVICES ADMINISTRATION
Federal Acquisition Service

230 SDearborn Street, Suite 3800
Chicago, IL 60604

To: (Current service provider name)

Subject: Letter of Authorization

Dear(Current service provider name)

This letter serves notice that the U. S. General Services Administration hereby authorizes
(Currentservice provider Named be our agent for the purposes of requesting §Gurrent
service provider Name&JustomerService Records for t{dgency Namdpcatedat (Agency
Address) TOPS (Account Numberprk\Gte Address

(Current service providernamejay work directly wit{Name ofservice provideporting to)

and may provide them with any and all customer and/or communication service records that
may be requestedegarding the number listed in this letter(Current sevice provider name)
has authorization tgrovide records oly for the numbers listed in this letter for a

porting/billing change
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See below the list of numbers porting

It is the responsibility athe (Agency Namep ensurebilling disconnects coincide with theilling
change date. ThéAgency NameQrderingOfficial must submit a billing disnnect request via
the GSA Service Now PortaBR@gsa.gpv

(Name ofservice provideporting to) may cotfirm the billing change witlthe (Agency Name)
Ordering Official.

Sncerely,

GSA SIGNS HERE

List the telephone numbers to be ported.
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Appendix I: Overview of Disconnect Process

1) Once all new EIS services have been installed, tested and accepted, the Agency DAR will
submit their request to GSA to have the old services disconnected.
a. The email request should be sentI&®R@gsa.gov
b. The email requesthould provide at a minimum:
i. TOPS-8haracter System Number
ii. TOPS-gligit Customer Number
iii. TOPS 4igit Worksite Number
iv. Address of the services to be disconnected
v. The specific phone numbers to be disconnected
vi. The specific circuit numbers to be disconnected
vii. Contact Information for the Agency DAR who submitted the email
request
viii. Any other information that is necessary to ensure that the correct
services are disconnected

c. To prevent any delay in the processing of the request, the email must come from
an authorizel Agency Ordering Official/DAR

d. Preferably, the list of phone numbers and/or circuit numbers to be disconnected
should be provided in a spreadsheet format. (Not a PDF or Word document.)

eetfSrasS R2 y20 &addzoYAl | NBljdzSad aGKIFG al @
al Ay {(iNBSG¢ 2N atfSIFrasS RAaO2yySOG I ff
[ dzaG2YSNI mnnx 22NJ]aArAdsS mnnnoé | ALINBI RA

numbers and/or circuihumbers is required.

f. If most of the services are being disconnected in an account, but some will be
remaining, please indicate that some services will be remaining or even provide
the specific services that should not be disconnected. This will h@petent
any needed services from being disconnected inadvertently.
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2) The Agency Representative who submitted the email in Step 1 will receive an
automated email that will contain a ticket number.
a. The email will be received in approximately 5 to 10 miswéter being
submitted
b. This confirms that the request has been received by GSA
c. If this email is not received, it should be assumed that the request has not been
received and should be fgubmitted

3) GSA will assign the ticket (customer disconnect requdesf)rocessing
a. The Agency Representative who sent the original disconnect request in Step 1
will receive another email that informs them that the ticket has been assigned
for processing.
i. The email will include the name and phone number of the GSA contact
who will be processing the disconnect Service Order.

4) GSA will issue the necessary TOPS Service Order(s) to the service provider to have the
services disconnected and to stop the billing to GSA and the Agency.
a. GSA will provide a copy of the TGB8vice Order(s) to the Agency
Representative who submitted the disconnect request in Step 1

5) GSA will monitor the TOPS Service Order(s) to ensure that the services are disconnected

6) Once the services are disconnected, GSA will complete the TOPS Seateigs)@s well
as the ticket.
a. The Agency Representative who submitted the disconnect request in Step 1 will
receive an automated email informing them that the ticket has been
resolved/closed.
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Appendix J: PBS Contact Information

Coordination among agencies, contractors, other vendaudding managers, and GSA is

necessary for an efficient transition. When an agency requires infrastructure upgrades in a

0dzAf RAYy3 YIylF3ISR o0& D{! Qa t dzof A (BSisdidofcrRchay 3a { S
to a successful transition. As agencies upgrade services for more modern telecom and network
solutions, PBS may need to be involved to coordinate the following:

0 Multi-tenant building projects

Fire, Life, Safety, and Historic Preservation

Building escorts

Locations requiring new cable runs, upgrades (ex. Cat 3 to Cat 6), or clean up
Requirements for equipment storage and removal or upgrades to HVAC and
electrical power.

o O O O

Once an agency has awarded an EIS Task Order that necessitates infrastructure upgrades, the
agency should contact its PBS National Account Executive to plan for the work in all affected
buildings. This is especially appropriate for agencies making envide decisions from a
centralized organization. These PBS contacts can be fourRB&:Nationaccount Managers

As agenc® plans are being solidified, regional decisions are made, and specific buildings are
targeted for infrastructure work, the agency should engageRB&S regional contactsThese
coordinators are the entry point for EIS projects and will coordinate work among PBS Project
Managers, Facility Managers, and LeAseount Managers.

Note: The primary interface will be from the agency to PBS; EIS contractors should work
through agency contacts.
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