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Customer Technical Representative (CTR)

The Claimants/commands will provide the CTRs, who will be responsible for translating Command requirements to the COR.  The CTR will provide support to both the local Claimant and COR.  The CTR will serve as the COR’s local Claimant/ Command representative.  NMCI Contract effort performed by the CTRs will be directed by the COR.  The COR will be expected to resolve small disputes between the Contractor and the Claimant/ Command.  The CTR will support task order service verification and may serve as the DISA interface for Navy claimants.  The CTR will translate requirements into Statement of Objectives and Statement of Work.  They will assist in development of government estimates and with customers in defining order requirements.  The CTRs will explain CLIN specifications and associated services.  The MITNOC will act as the main DISA interface for the Marine Corps.  

The CTRs will perform, at a minimum, the following roles and functions:  

(1) Transition Responsibilities

(a) Assist Customers/Claimants preparing for transition to NMCI
· Complete “as-is” transition template

· Represent the customer in Contractor/Customer interactions

· Review technical documentation of legacy application migration to assess application’s ability to meet Claimant operational requirements; coordinate discussions with COR/Contractor  

· Provide technical/contracts assistance to Customers/Claimants involved in renegotiating existing IT contracts, including any impacts on NMCI Integrated Master Schedule (IMS) reviews

· Support COR in drafting Statements of Work (SOW) for task orders
(2) SLA Responsibilities 
· Provide support to COR by interpreting/representing Customer/Claimants in contract discussions; provide work completion validation to COR/STAT
· Provide input to COR for preparation of final report on Contractor performance for applicable task order in accordance with procedures prescribed by COR
(a) SLA Management and Acceptance 
· Provide Customer/Claimant representation in any discussions regarding SLA clarification/definition and support processes

(b) SLA Review

· Initiate and sustain periodic review process for work performed in support of Customer/Claimant

· Review/validate SLA reports for work completion/quality of service, and provide Customer/Claimant input in support of Incentive/Credit Process

· Assess existing SLA strategy for impact to the quality of service and compatibility with Customer/Claimant operations

(3) Problem Resolution Responsibilities

(a) Problem Resolution
· If helpdesk is unable to resolve problem CTR will conduct an evaluation process and make recommendation to COR, Customer/Claimant, or others for resolution and may provide facilitation for any required discussions  

(b) Problem Escalation

· Identify/escalate problems unable to be resolved by CTR and COR

(4)
Security Responsibilities 

(a) Red/Green Team Security Testing 

· CTR receives notice of all Green Team activities.

· The CTR will conduct a site visit or remotely validate corrective action taken in response to issues identified during security testing.  

· Verify corrective action(s) have been taken and completed to the satisfaction of the Customer/Claimant in conformance with the SLAs.

(b) GFE Cryptographic Equipment 

· Monitor status and receipt of deliveries of cryptographic equipment
(5)
Ordering/Payment Responsibilities 

(a) Ordering 

· Validate the delivery of services to meet Customer/Claimant orders 

(b) Software Distribution Process

· Identify additional software application requirements by user or target device

· Develop deployment schedule with Contractor that is consistent with Customer/Claimant operational requirements
(c) Credit Review Process 

· Review and validate SLA report(s)/invoice(s) and forward to COR

(d) Invoice Process (85%) 

· Validate work completed using validation checklist and forward to COR

(e) Full Payment Process 

· Validate work completed using the validation checklist and forward to COR
(6)
Seat/Network Responsibilities 

(a) System/Network Management 
· Coordinate site support requirements as defined in Solicitation Para 5.6
· Review proposed plans for consistency with Customer/Claimant operational requirements
· Review proposed IMS for consistency with Customer/Claimant operational requirements
(b) Seat Deployment and Installation 

· Coordinate Kickoff Meeting to assist forming onsite IT coordination teams

· Assist/provide additional Customer/Claimant information for development of installation plans
· Review installation plans to ensure Customer/Claimant Operational Requirements are met
· Coordinate site support requirements as defined in Solicitation Para 5.6 in support of installation execution
(c) Asset Management

· Coordinate identification of assets to be assumed by the Contractor

· Coordinate documentation of activity plant property records to reflect transfer to Contractor

· Review migration plan to ensure no interruption of services and consistency with final operational environment

(d) Move /Add/Change (M/A/C) Process 

· Approve Customer/Claimant service requests for M/A/C

· Review M/A/C to validate accuracy of system migration and updates of the preformed M/A/Cs

(e) Network Interruption Notification 

· Plan/coordinate network outages between Operations, Command and Governance group, Customer/Claimant and the Contractor
(7)
Progress Status Reporting Responsibilities

(a) Validate and report on completion and quality of transition to the COR and STAT per the timelines contained in Figure 3-1.

(b) Recommend acceptance and invoice certification to the COR

The CTRs will remain flexible during the evolution of NMCI in order to facilitate taking on different and additional duties as needed.
