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Section SF 1449 - CONTINUATION SHEET

PERFORMANCE WORK STATEMENT (PWS)

Date: 6 Apri12011, Revised 19May 2011

Title: HEALTH CARE INFORMATION LiNE (NURSE ADVICE LiNE)

Requiring Activity Name: TRlCARE Area omCe -Eurasia-Africa (TAO-EA)

1.0 SCOPE

This PWS provides for pelforming Health Care Information Line (HCIL) services and .establishing a robust network
of licensed registered nurse (RN) advisors for all Military Health SysMns (MRS) Defense Eligibility Enrollment
Reporting System (DEERS) eligihle beneficiaries in Europe, Africa and the Middle East, the TAO-EA area of
responsibility. HCIL services shall provideinformatioil and recommendationS to beneficiaries, guiding them towards
available options or medical intervention (Nurse Advice Line), appointment settings/cancellations, after hours
Primary Care Manager (PCM) notifications and/or general healthcare information (automated. library) as needed.
This PWS also provides for \larious studies and analyses!o measure the efficacy of the HCIL and other elements of
the cOiltract performance. This PWS reqllires compliance and maintenance ofDoD Information Assurance
Certification and Accreditation Process (DIACAP), to include Interim Authorization to Operate (IATO) and Plan of
Action and Milestones (POA&M) in order to access DoD Information Systems and Military Treatment Facilities
(MTFs) Appoinbnent Settings/Cancellations systems_

1.0..1 Background

The mission of the TRICARE AreaOmce -Emasia-Africa (TAO-EA) is to ensure accessible, quality health services
through administration ofa coordinated, cost effective, mnlti-service health plan for all MHS eligible beneficiaries
within the TAO-EA area ofresponsibility.

The TRICARE Eurasia-Africa area is managed by the TAO Eurasia-Africa locateda!8embachXaseme in Gennany,
and includes the European andAfl'iean.continems, all Middlc Eastern countries; Pakistan, Russia and several fonner
SovietRepublics including the Ba]tic States, Ukraine,Georgia, Kazakhstan, Kyrgyzstan and Uzbekistan_ TRICARE
Region ]3 is synonymous with TRICARE Eurasia-Africa_ All printed material shall comain the current name of
TRICARE Eurasia-Afdca.

1.0.2 Objectives

The contractor shall furnish all non-personal services, labor, materials, equipment, facilities and transportation
including costs for printing, packaging and mailing, and toll free telephone lines and numbers, to establish a robust
network onicensed registered and experienced nurses (RN) advisors to perform continual Health Care Infonnation
Line (HCIL) customer informatiou/advice services_

The HelL is an overall t01m encompasshlg the Nurse Advice Line plus the aUtomated library, after hour's
notifications, and appoinnnent setting/cancellations. The Nurse Advice Line refers to a nurSe triage telephone service
answering the advice phone number and providing assistance to the caller using a software-based algorithmic driven
system. The HCIL services shall be pelfonned through call centcr(s)arrangcd and located at the discretion ofthe
contractor.

The contractor shall maintain updated Utilization Review Accreditation COmmission (DRAC) aecreditation for the
duration ofthe contract. The coniractorshall be respOl).Sible forihe establishing, maintaining, and the overall
management ofalItelephone.lines and numbers. Thcscnumbers shall betransferll-ble at the needs oftne Govemmen~
at the completion ofthe contract; and at no additional charge to the Government.
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The HCIL shall be available24 hours a day, 7 days a week, 365 days a year (24x7x365) to all MHS eligible, both
TRlCARE enrolled and non-enrolled, beneficiaries that are registered in MHS Defense Eligibility Enrollment
Reporting System (DEERS) in Europe, Africa and the Middle East. The services provided by HCIL consist of
health related advice, not diagnoses. BClL services shall include, but not be limited to, a software-based, algorithm­
driven system, nurse advisors, and an automated knowledge management tool containing pre-recorded audio health­
related advice and guidance, with the primary objective to encourage self-care to the maximum extent possible
without placing the beneficiary at risk.

The contractor shall maintainupdated DoD Information AssuranceCe,titjeation and Accreditation Process
(DIACAP) for the duration ofthe Contract, to include butnot limited, to the performance ofappointment
setting/cancellation se!'Vices for each participating Health Se!'Vice Region (HSR)and/or MTI'. The contractor shall
rnakebeneficiary'sappeintments as an add-on task to the normal nurse advice sCl'Vice, when required by the
benefiCiary. Each MTF participating in the appointmenticaneellationtllSkwil! provide contraCtor access to the
clinic's on-line appointment seltingsduting phasecin, CI-ICS access will he created, maintained and reviewed hy the
participating MTFs.

1.1 Non~Personal Services

This PWS identifies se!'Vices'thatare strictly non-personalin nature.

1.2 Severable I NoncSeverableServiees

This PWS identifies services that are severahle in nature.

1.3 Inherently Governmental Functions

This requirement has been reViewed and contains no services that are inherently, governmental functions,

1.4 Acquisition Functions Closely Assoeiated witll Inherently Governmental Functions

This PWS identifies acquisitionfuuetiohS that are closely associated with inherehtly governmental functions as
defined in Section 804 ofthe FY 1005 National Defens. Authorizations Act. Appropriate military or civilian
personhel ofthe Department of Defense can!lotreasonablibe made available to perform these functions. However,
appropriate military or civilian personnel of the Department of Defense will: (I) oversee Contractor performance of
the contract; and (2) perform all inherently governmental functions associated with the functions to he performed
uuder the contract.

2.0 PERFORMANCE WORK STATEMENT (PWS)

2,1 Task Management

TI,e Contractor shall prOvide sufficien!managernen!to ehsure that this task is perfwmed efficielltly, accurately, on
time, and in compliancewiththereqnirementsofthisdocnment. Specitjcally, the Contractor shall designate a single
manager to oversee this task and supervis.estaffassigned to this task. The Contractor shan ensure that a Monthly
Progress RepOlt is submitted oulljningtheexpenditures, billings, progress, status, and any problems/ issues
encountered in the performance oftlJis task.

2.1.1 Monthly Progress Report (MPR) - Deliverable 2

The Contractor shall ensure that a MPR is SUbmitted outlining the expenditures, billings, progress, status, and any
problemsl issues encountered in the performance ofthis task (Deliverable 2), in aceordance with the format located
at: http://www.tricare.rnilltps/MonthlyProgressRepdl1.doc
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Contractors shall be required to submit a copy ofSection 4,0, cost reporting template, to COD-FC. Tbe completed
cost report templates sball be emailed to invoicedelivery@tma.ogl,mll.

The MPR shall include the labor hours expended, by labor category, for eacMask and sub,task.

The Contractor shall require. all subcontractprs!o provide input to theMI'Rwhere there are critical or significant
tasksrelated to the prime contmct. critical orsignific;mtlasksshall be defIned bymutual agreement between the
Government and Contractor.

2.1.t Subcontractor Expenditures Plan - DeliVcrable3

The Contractorshall prepare and deliver a Subcontract Expenditures Report (Delive"able 3) that discloses actual
subcontract expenditures by cOmpany name, business size standard (i.e. Woman Owned Business, Veteran Owned
Business, etc.), and other socioeconomic programs (Le. Indian Incentive I'rogram, Historically Black Colleges and
Universities and Minority Institutions,etc.). The Contractor shall prepare and deliver a Subcontract Expenditures
plan incompliance with the interim rule's amending DFARS Part; 215 (Negotiated Contracts), 231 (Cost Principles)
and 252 (Solicitation and Contract Clauses) in Exhibit 9, (The inMim rule's requirements apply whenever an offeror
Or potential subcontractor at any tier intends to subcontract more than 70percent of the work to be performed under
the prime contract or subcontract to a lower~tier subcontractor).

2.1.3 Transition Support

a. Incoming Transition Plan- Deliverable 4

In accordance with this PWS the Contractorshall prOVide aplan for 90 daysincotning transitionfi'om contract to
contract. During this 90-dayp.eriod, the Contractor shall initiate and.maintain Department ofDefense Information
Assurance Certification and AccreditationProcess (DIACAP), disclose andprocess the required information security
necessary to obtain thecertification,ineludlng thelllterim Authorization to Operate (lATO) and the Plan of Action
and Milestones (POA&M). The contractor shall coprdinare withQASD(fIA.) MEsrIMA Information Assurance
OfficeofCIO, the TAO·EA DesigttatectArjlrovlngAul.hority(PAA), alld CAClTea11j. Manage11j.ent, at the time of
award, to establish milestones, security controls, reqniredresotll'cesandmitigation risks assessments. The incoming
transition plan shall also identify the administration ofthe personnelcertifications, security clearances and all related
approvals for each.task to be performed by the·Primeand by IheSubcontractor;!o include Health Insurance
Portability and Accountability Act (HIPAA) regulation compliallce ensuring that regulatory requirements related to
the SOW tasks are continuously met. Upon completion ofrequired certification alldaccreditation and during the
Government designated transition period, the incoming Prime Contractor shall coordinate and work with the
Subcoutractor and with the OASD (HA) MHS/TMA Information Assurance Office ofClO, for a seamless transition.
The Contractor shall collaborate with the Governmentto develop and deliver an Incoming Transition Plan
(Peliverable 4). The Government will designate a transition period for the inconling Contractor to coordinate and
work with the incumbent Contractor. This transition plan shall inclUde, bnt is not limited to:

• Processes to obtain Information Security certification and accreditation (DlACAP), in coordination with
the OASD (HA) MHS/TMA Inf0l1nation Assnrance Office ofCIO

• Processes, inclUding POA&M, to obtain Interim Authorization to Operate (IATO),

• Coordination with Government representatives (DAA)

• Processes to insure Health lnsnrance Portability and Accountability Act (HlPAA) regulation compliance,

• Personnel data system tl'aining~ certifications and security clearances,

• Review, evaluation and transition ofcurrent support services, to include Contractor establishment and
maintaining oftoll free dedicated telephone lines andnnmbers, including international toll free lines and
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numbers per Table 2~2.1.3-2 to service TRICARE -Eurasia-Africa HCIL regions within the established
timcfi"arnes,

• Transition ofhistol'ic data to new contractor system,

• Government-approved training and certification process"

• Transfer ofhardware warranties and software licenses (ifapplicable),

• Transfer of all necessary business and/or tecImical documentation,

• Transfer ofcompiled and uncompiled source code, to iuelude all versions, maintenance updates and patches
(ifapplicable),

• Orientation phase and program to introduce Government personnel, programs, and users to the Contractor's
team, tools, methodologies, and business processes,

• Distribution ofContractorpurchased Goyernment owned assetS, including facilities, equipment, furniture,
phOlie Ihies~computere'qllipment,etc.,

• Applicable TMA briefingandpersontiel in-processing procedures,

• Coordinate with the GOyernment to account fo(government keys,~ IDlaCcesscards, and security codes.

b. Option Item: Outgoing Transition Plan - Deliverable'S

In accordance with this solicitation, the Contractor shall provide a plan (Deliverable S} for 30 days outgoing
transition for transitioning work from an active contract to a follow-on contract/order or Government entity. This
transition may be to aGovel1lmerit entity~, another Contractor or to the .incurnbentContractor under a new
contract/order. in accordance with the Government-approyedplan, the Contractor shall assist the Government in
planning and Implementing a complete transition from the colltract andlor orders issued under the contract to a
successful provider. This shall include formal coordin.tion with Government staff and successor staff and
management. It shall also include delivery ofcopies of eXistillgpolicies and procedures, and delivery of required
metricsand statistics. This transition plan shall include, but is not limited to:

• Coordination with Government rept'esentatives,

tl Review" evaluation and transition of current support services~

• Transition of historic data to new Contractor system,

o Government-approved training andcertlficationprocess,

• Transfer ofhardware warranties and softWare licenses (if applicable),

• Transfer of all necessary bnsinessand/or technicaldoCllntemation,

• Transfer ofcompiled and uncompiled Source code, to include all versions,maintenance updates and patches
(ifapplicable},

• Orientation phase, and program. to introduce Government personnel, programs, and users to the Contractor's
team, tools, methodologies, and business processes,

• DispOSition ofContractor purchased Government owned assets, including facilities, equipment, furniture,
phone lines,: computer equipment, etc.,

• Transfer ofGovennnent Furnished Equipment (GFE} and Government Fnrnished Infonnation (GFI), and
GFE ,inventory management assistance.

• Applicable TMA debriefingalld personnel ont-processingprocedures.
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• Tum·in of all government keys, ID/access cards, and security codes.

2.1.4 Program Management Plan - Deliverable 6

The Gontractor Shall develop a Program Management Plan (Peliverable 6) that shall require Government approval.
It will be llsedtomanage, track and evaluate the Contractor'spelforn:tance. The Program Management Plan shall
consist of control policies and procedures in accordance with standard industry practices for project administration,
execution and tracking.

The Program Management Plan shall include the following;

• Identification ofmilestones where Government information/activity is required and timeline dependencies
for subsequent Contractor activities;

• The Contractor's plan to coordinate with the OASD (HA) MHSITMA lnfonnation Assurance Office of
CIO, tlle TAO-EA Designated Approving Authority (IlAA), and CACI Team Management. to meet all
DOD Information Assurance accreditation and certification requirements (DIACAP, IATO, POA&M),
requirements pertaining to Data Use Agreements, Authorization to Operate (ATO). and personnel
clearances to access DOD data systems.

• The Contractor's plan for obtaining patient encounter data from several sources including ALTHA aildthe
TRICARE Operations Center (TOC) portal Qlltp~//mytoc.tma.Qsd.mil/EnrollftociEnrollmentReport;htm) in
compliance with security requirements. Commona.cess cards (CAC) aecess to ALTHA is approved by
eachMTF.

• The c<:>ntractor 'splan for obtaining and maintaining HCIL minimum Qualifications and Standards,
including URAC accreditation in support ofthe contractrequirements.

• The C<mtraCtor's pian for establishing and maintairtingtoll-free,anddedicat¢d telephone lines and numbers,
includhlginternationaltollfree lines andnumbetsper Table22.I.3-2 to setvice TRICARE -Eurasia-Africa
HCIL regionswitilin the established timeframes,

0) For Germany, United Kingdom, &Italyregions: All Jines shall be fully operational at a 98%
quality standard on the firstqay ofthe required periOd ofperfonnance.

b) All other regions: All lines shall he fUlly operational within 90 calendar days after contract
award. Once contractor identifies a line as operational, the 98% quality standard will be in effect on the
first day the site (toll free number) is operational.

c) The dedicated lines shall provide toll-free uninterrupted services 24/7/365 days per year and
shall be accessible from both land line and cellular telephones for each eountry serviced. These numbe'fs
shall be transferable at the option of the Government, at the completion of the eontract at no additional
charge to the Government.

• An lntcgrated Master Management Plan (IMMP) deseribing the Contractor's overall mauagement
approaches) poLicies and procedures including suggested project metrics;·andl

• A detailed staffmg plan.

The Program Management Plan shan be due five (5) calendar days after the award ofthe order.

2.1.5 Quality Control Plan - Peliverable 7

The Contractor shaUprepare and adhere to a Quality ControIPlail(QCP). TheQCP will initially be submitted with
the offeror's proposal and will beupqated upon aWard (Deliverable?), TheQCP shaU document how the
COtltractor will meet anq complywitllthe qtlality standards e.staj)lisbed in this statemetlt ofwork. At a minimum, the
QCP,nust include a selfAnspection plan, aninternal:staffingplan, and an outline·ofthe procedures that the
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Contractor will use to maintain quality, timeliness, responsiveness, customer satisfaction, and any other requirements
set forth in this solicitation.

2.1.6 Contingency Operations Plan - Deliverable 8

The Contraeior shall prepare andsubm;t a Contingency Operations Plan to the Govetriment. The Contingency
Operations Plan shall be due ten (10) calendar days after the award oftheorder, and shall be updated on a quarterly
basis (Deliverable 8). The Contingency OperatiollS Plan shall document Contractor plans and procedures to
maifltain TMA support during an emcrgency. The Contingency Operations Plan shall include the following:

• A description of the Contractor's emergency management procedures and policy
• A description of how the Contractor will accounHor theiremployees during an emergency
• Planned'temporaryV;rork location'soraltemate -faCilities
• How the Contractor will comlnunicatewith TMAduring emergencies
• A list ofprimary and alternate Contractor points of contac~ each with primary and alternate:

• Telephone numbers
• E-mail addresses

• Procedures for protecting Government furnished equipment (if any)
• Procedures for safeguarding sensitive and/or classified Government information (if applicable)

2.1.7 Operations During Emergeney Situations

Individual contingency operation plans shall be actlvatedimmediately after detenniniflg that an emergency has
occurred, shall be operational within twelve (12) honrs ofactivation, and shall be sustainable until the emergency
situatiollis resolved and normal conditions ate restored 'Of the contract is terminated, whichever comes fIrst. In case
ofa life threatening emergency, the COR will immediately make contact with the Contraclor Task Managers to
asceltainthe status ofMY Contraclor personnel Who were located in Govemment controlled space affected by the
emergency. When any disruption ofnonnal, daily operations occur, the Contractol'Task Manager shall promptly
open an effective means of communication with the COR and verify:

• Key points ofcontact (Govemment and Contractor)

• Temporary work lOcations (alternate office spaces, telework, virtual offices, etc.)

$ Means ofcommunicatiotl available under the circumstances (e.g. email) webmail, telephone. FAX. courier,
etc.)

• Essential work prodUcts expected to continue production by priority

The Contractor Task Manager, in coordination with the COR, shall make use of the resources and tools available to
continue TMA contracted functions to the maximum extent possible under emergency circumstances. The
COntractor shall obtain approval from the COR and Conu'actingOfficer prior to incurting costs over and above
those allowed for under the tenns of the eonlract. Regardless of cOntract type, and of work loc.tion, Contractors
perfonning work in support ofauthorized tasks within the scope oftlleir contract shall chargc those hours accurately
in ac{:ordance'with the terms of the contract.

2.1.8 COlltraetor Personnel PerformancelReplaccment

Substitutions ofproposed Ptogramrrask Manager (5), whether for the primeandlor the subcontractor (s) shall not be
allowed for a period ofsix lIlonthsafter award, exeept under extreme circumstances. Any substitution or
replacement of these personnel shall have qualification equal to or greater than the individuals proposed. For
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temporary and/or permanent repIacerrientofProgramlTask Manager (s),the Contractor shall provide. resume for
each individual to the COR, Resumes shall he provided at least two weeks (or as mutually.greed upon) prior to
making any personnel changes, The Govertltllelllreservesthe righlto pre-approve any replacementorsubstitution of
these personnel. Contractor personnellnust sublnit necessary information to be issued a clearance prior to reporting
for performance.

2.2 Program Management Support Serviees

2.2.1 Specific Tasks

2.2. l.I DIACAP Certifieation

The Contractor shall coordinate and disclose all necessary information security data with the OASD (I-IA)
MHSfTMA InfonllationAssurance Office of CIO and the TAO-EA Designated Approving Authority (DAA) to
obtain DIACAP certification ill order to meet all DOD lnformation Assurance accreditation and certification
requirements http://www.tricare.milltmis newiIA.htrn. The Contractor shall assume responsibility for all tasks in the
PWS althe end of the 90-day transition period. This will include the Data Use Agreements (DUA), Interim
Authorization to Operate (IATO), the Plan ofAction and Milestones (POA,jl;M), and personnel clearances to access
DOD data systems. The Interim Authorization to Operate must be qbtained prior to obtaining access to Government
data systems and patient information.

2.2.I.l.l .Program/System.Seeurity

Tbe ContractorshaII identify as .security-c_;!!ical those corc items (hardware, software, or business process)
whose failurecouldiead toa hr~aehofsystem security. For eachriSkidentified, the Contractor shall
develop a security assnranqe strategy to enSllre that the reqllirements, design, impiementation, and
operating procedures forthddentiftedproductminimize or eliminate the potential for breaches of system
security. The Contractor shall record the strntegy in the Security Managemeot Plan (Deliverahle 12),
implement the strategy, and produce evidence, as part ofrequired software products, that the security
assurance strategy has been carried out.

2.2.1.1.2 Certification and Accreditatiori Support

The Contractor shall provide documentation, data,and access as required to any components of federal
infonnationsystems that it supports tq assist the Government in attaining Certification and Accreditation in
accordance witll OMB Circplar A-130, "ManagementofFederal Information Resources." All Contraclor
personnel working on government networks, to include Subcontractor personnel shall complete the ADP
Security package arid shall be approved for workirig information systems, Additionally, the Contractor
shall provide documents, data, and acCeSs as required for any systems the Contractor supports that undergo
majot changes and require recertification. Further, the Contractor shall provide access to documents, data,
and facilities as requiredfor·ammal systeiJ.l$ reviews.

2.2.1.2 The contractor shall fw'nishaIl non-personal services. lahor, materials, eqUipmen~ facilities and
transportation including, but no! limited to, the costs for printing, packagil1.g, mailing and toll free telephone lines
and numbers, to performthe task ofa continualHealth Care InformationLine (HCIL) and an established robust
network of licensed registered?nd experienced nurse (R]\j) .advisors for allMHSDefense Eligibility Enrollment
Reporting System (DEERS)~ligible beneficiaries WitlJin the TAO region ofresponsibility. MTF sites to be covered
in this PWS ate listed in Table22.I.2-1. All printedmaterial shall contain the current name ofTRlCARE Eurasia­
Africa.
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Table 2.2.1.2-1
HeIL MTF Locations- TRICARE -Eurasia-Africa

Armv
Landstuhl, GE

Heidelberg,GE
Vilseck,GE

Grafenwoehr, GE

Bitburgfgoangdahlem,.GE
Menwith Hill, UK

Aviano, IT

Naples IT
St. Mawj(an UK

Baurnholder, GE
Hohenfels, GE
Brus~ls,.BE

Schweinturt, GE

Ramstein GE
Upwood, UK

Gaeta, IT
Rota, SP

Bamberg,GE
Illesheim, GE
SHAPE,BE
Vicenza, IT

Air Force
Sembach, GE

Lakenheath, UK

Navv
I gigoneIla, IT

Babrain Clinic

Klel>er-Kaserne,GE
Katterbach, GE
Mannheim, GE

Livomo,lT

Geilenkirchen, GE
lncirlik, TK

Capodichino, IT I

Wiesbaden, GE
Coleman Brks, OE

Stuttoart, GE

CrouohtoniFairford, UK
Laies Field, Azores

Souda Bav, GR

2.2.1.3 HCIL Operations. The contractor shall provide HCIL services tbat provide information and
recommendations to beneficiaries guiding them towards available options or medical interventions andlor
general healtheare information, as needed. The contractor shall provide services in compliance with URAC
statldards as well as maintain URAC accreditation fot the duration oflhe contract. Paragraph 7.3 lists the
Exhibits providing specific information regarding current data, reports, appointiug protocols, sample marketing
kits, and voice scripts. All marketing material sball be provided in draft to the COR thirty days prior to printing
and release. Examples of URAC standatds are: service option from initial ring to Registered Nurse (RN)
acknowledgemeut; availability 24 bours day, 7 days a week for 52 weeks per year; average eall response time
from initial ring to RN acknowledgement; and Caller Abaudonment lAW industry best practices for Health Care
advice lines; callers shall not be placed on hold for longer than industry or URAC standards, HCIL services
shall include:

a) Nurse Advice Line- Nurse Advice Line serviccs shall be software.based, algorithmic-driven.
Serv.ices shall be perfonned as a commercial best practice incorporating rules":based, algorithmic standards·and
protocols in conformance witb MHS standards and procedures. Nurses shall have consultation aecess to a Board
Certified Physician with post residency experience available 2417,52 weeks per year. Services shall be made
available to all MHS eligible, enrolled and non-enrolled beneficiaries. NurseAdvice Line shall have the ability
to respond to callers in English and Spanish Mall locations.

b) Primary Care Manager (PCM) After Hours Notification. The servIce is required by participating
PCM/NlTFrequesting to be notified when assigned beneficiaries have 1!tilized HCIL services, For each
participating MTF, the Government will provide access to the PCM after-hours-notification processes and
protocols, Contractor shall provide support after normal business hours (weekdays when individual MTFs are
closed ~weekends and holidays).

c) Automated library ofhealthcare ·iuformation. The contractor shall provide an automated knOWledge
management tool containing pre-recorded audio health-related advice arId guidance with the primary objective
ofencouraging self-care to the maximum extent possible without placing the beneficiary at risk. BCIL services
shall provide information and reconunendations to beneficiaries guiding them towards available options or
medical intervention andlor general healthcare infolmation as needed, to inclnde but not be limited to, provider
or customer services beuefits referral. Asample ofthe automated library message can be found in Exhibit l.

Nurse Advice Line - 4Rel 10



HTOOI 1-1 1-0-0002
Nurse Advice Line (OOONUS)

d) Appoinlment setlingservices. For each partiCipating HeallltService Region (HSR) and/or MTF, the
contraetorshal1:makeberteficiaty'sappdintmellts:asahadd-Oiltil'sktothenormal nurse advice service; when
required by the benefiCiary .and as funded by the govenlll1ent. Each MTF participating in the
appointment/cancellation lask will provide contractor access to tile clinic's on-line appoinlll1ent setlings during
phase-in. CHCS access will be created, maintainedaud reviewed by the MTFs.

e) Appointmeht Setting Guidelines. SpeCific appOihlll1ent rules, including any codes and time/day
restrictions, shall be negotiated between Ihe contractor and each of the participating MTFs. A sample of these
protocols can be found in Exhibit 6.

l) Appointment OancellationslReschcduling. Por each patlicipaling HSR and/or MTF, the contractor
shall make the cancdlation/rescheduling ofmedical appointments generated as follow-on to the nurse triage, a
distincl available option in thc phone tree menu. The government will provide contraclor access to the clinic's
on-line appointmenl sctlings during phase-in. OHOS access will be created, mairttained and reviewed by the
MTFs.

g) As part ofthe HOIL operations, the contractor shall ensure. effective communications with the
Government providing the following adjunCt services:

g.l) Reporting Tools-The contractor shall provide various electronic reports in supportofthe
Government's reqnirement for data thatis searchable, sortable and able to be manipulated and which
contains tile minimum data requirements ofthe contract. See paragraph 2.2. I.6.

g2) Beneficiary Satisfaction Surveys - The contractor shall develop and measure beneficiary satisfaction
with the HClL services. Emplqying an independent Ihirdpartycontractor, tho contractor shall measure and
report findings ofbeneficiaries satisfaction usingphone,based, random-sample statistically significant
surveystl1atfollow industrystahdard practices. Surveys shall be conducted annually for at least 3,000
heneficiaries per option periodand shaH contain, ata minimum, the following criteria:

g.2.1) Random sample of callers by relephone 2-4 weeks post NAL call.
g.2.2) Allemptto contact survey candidates tip to sixtimes, on different days of the week and at
different times of day.
g.2.3) The avcrage length ofthe survey interview shall be 4-5 minutes.
g.2A) Survey questions shall be focused On satisfaclion with NAL service, and level of medical
service uscd after NAL calls.
g.2.5) Survey responses shall be recorded using a Likert or similar scale for measuring satisfaction

h) Beneficiary Communication and Education Plan- The contractor shall develop and submit to the
Government an annual plan in suppMt of para. 2.2.1.3 (Deliverable 9);

j) "Infortnation Kits"- The coutractor shall develop and produce informarion kits dirccted to
beneficiaries in the use ofthe HOIL. These information kits shall be distributed semi-annually to the
TRICARE Service Centers localed at each MTF. All prinred material shall contain the currenl name of
TRICARE Eurasia-Africa (see table 2.2.1.3-1). Infonnation kits shall include, but not limited to, member
guide, membereard, magnet, and mailing envelope.

k) "User's Guide", The contractor shall develop lind produce a "User's Guide" (see Table 2.2.1.3-3)
witil the objective ofhighlighting tilcpurpose, use, andproeess associated with the HCIL to include an
infortnlition videolDVDs andassociatcdinfolmation. Tho video shall give an overview ofthe NAL service
to include graphics and other vHmaJaids to explain and provide"how to" examples for mUltiple audiences,
patients and health care professionals. The GovernmenlShallown all rights and licensing agreements to
images, templates, videos/ENDs, audio and the "User's GUide" kit. All printed material shall contain tile
currentnalne ofTRIOARE Eurasia-AI\'ica kit, (see Table 2.2. I.3-3). The contracror shall provide \he kits to
each ofthe MTP commander's office· in Table 2.2.1.2-1.
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Member Guide
Member Card
Toll Free Numbet,li,tin
Tele hone Sticker and
Magnet with toll Ji'ee numbers- (TAO-EA +
Contractor Lo 0)

Sariisll,Lallua. e
Member Guide
Metnber Card
Toll Free Numbers 1i,tin
Tele hone Sticker and
Magnet with toll free numbers-(TAO-EA + Contractor
Lo 0)

Portu
Bahrain
Sela ium
Gennan
Greece
Ital

Netherland
S ain

Turke
United Kin dom

888-475-9233 **
0800-71920

0800-825-1600
008-001-1815·3044**

800-877660
0800·0227944
900·93·1193

00·800-13815-9042**
0800·896409

080080149*

800788847*

008004759 2330

008004759 2330
0080047592330

0080047592330

351
973
32
49
30
39
31
34
90
44

* Note: During previous te,ting proce" with the Universal Free Phone numbers (UIPN), ATM found that the UIPN
number wasn't alwaysreliableinI;alyandJ)elllium witl1 cell phones. Due to that, AT&T set up a "local counny
800# lor Italy and Belgium cellphoneusers. This simationis currentasof October2010.

"Note: Due to service issues in the coumnes of Bahrain, Gteece andTurkey, users are not able to access the UIPN.
Additionally, as ofMarch2009', AT&T is notable to acquire a 10calcouhtry 800# for free cell phone usage. The
AT&T lnternationa1800 numbers liSted are actIve fOf use.

Table 2.2.1.3-3

En lish Lan ua e
Member Guide
Sam Ie Member Card
Toll Pre.eNumbers listin
VideclDVDs

2.2.1.4 HCIL Emergency CaseProccdures: In accordance with commercial and URAC standard practices, il,e
contractor shall provide ata minimum, services as following:

When experiencing a life or limb threalening illness, the Nurse Advisor shall:
i) Alert a second nurse to assist, remain on the line mainlainingdirect contilct with the caller and attempt 10
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obtain as much infoMation regarding the caller's identification and locatioll as possible.
Ii) The second nurse will note the caller's name, location and phoncnumber, as they become available; dial

the listed 2417 emergency nUlllber (military police or designated facility); notify the military police or designated
facility ofthe emergellcy situation including the callet's name and current location, caller's phonenUlllber, and
infonnation regarding the crisis situation

iii) rhe military police or designated facility will take over the call and determine action plan neccssary. Re
cord the time, agency and name/badge oftheindividnal with whom they spoke and agency actions planned to take.

iv) The first nurse will remain on the line with the caller until there is an established plan identified with the
military police or designated facility, while offering support to the caller,

Specific contact numbers will be provided to the Contractor at time ofaward

2.2.1.5 Personnel.

2.2.1.5.1 Employees. The contractor shalf nOt employ persons to work on theconttact ifsuchemployee is identified
by the Commanding Officer as a potential threat to the health, safety, security, general well being or operational
mission. Nurses shall be US licensed Registered Nurse (RN) III accordance withURAC Case Management
qualifications.

2.2.1.5,2 The contractorshall not employ any person who is an employee oftI,e US Governmellt, either military or
civilian, unless such persou seeks and receives prior approval according to DoD Directive 5500.7 Standards of
Couduct.

2.2.1.5,3 The c,ontractorshallensurethatallpersounel perfnrmingapPnintment setting s.ervlces arein .compliance
with ADPclearance requirementspriortoaccessinganymilitary lTsystems, Current DoD and MRS DlACAP
policies apply to coutractor systems operated on behalfof the Department ofDefense that receive, process, store,
display, or transmitDOD infonnation, regardlessofcJassification or sensitivity.
http;llwww.dtic.mil/..Chs!slirectives/corres!pdf!DTM-08.:mt1df

2,2,J,6 Data Requirements: The COntractor shall prepare aud 'submit in addition to the monthly status reports a
report in accordance with Table2.2. 1.6-1, (Deliverable 10), thatincJudes but.is not limited to, identllying key
relevant activities! accomplishments, issues, deliverable status, data,.cumulative number of calls received per month
under the HClL, caller hold times, caller compliancereport and phone line otttage.

cou h/etc

AlgoritIlm Triage (Summary)

9 To 10 Aloorithm Women's Health
8 To 10 Al orithm cds Detail)
7 To 10 Al orlthm Adult Detail

5 AI orithm UtllizaticnSumma
6 To 10 AI orithms> Sunll11

4 Call Outcomes

10 Call FNquency'byDay ofWeek ari([Time Day of Week ! Time ofDay/Hour.!nterval
orDa

~1!..'1W-1.r202.1.1O!l.!!ln,!!f<0!0ffil!.!!!'a;;tl~'0~111.D~a~ta'!Ob!Ea~se,-T.i.o!il~i",cs!.-__I-A~ccess!2.!l1folll1atioll Topic dis la d as %
12 Percentage ofCallers triaged

higher!lower!same as pre-intent (see #4)
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13 Call rate Calls/ooollilition (usuallv xilOOO members/month)

14 Call Demographics
Type ofcall, time/date ofcall, caller information, beneficiary
cate~orY

15 Beneficiaries Compliance Type ofcall, time/date of call, caller information, beneficiary
¢ategory, advice.
Nwnber of!\ppointments booked, time ofday, day of the week,

Appointment Setting, Cancellation, and category ofcare booked; Number ofappointments cancelled,
16 time dfdliy, day ofthe week, category ofcare; Number ofReappointment;

preViollsly caneelledappointmentsthatare rebooked for
aooointrnent

2,2.1.7 HOllrs Of Operation. Twenty-four hours a day, seven daysaweek, three hundred and sixty-five days a
year (24x7x365), including all US holidays.

2.2.1.8 Official Governmcn.t Databasefiies: TAO-EA will provide the contractor access to the official web­
based database files identifying all beneficiades under TRlCARE Area Office -Eurasia-Africa who are eligible to
receive contract services. This data will be extracted from numerous government databases including the Composite
Health Care System (CHCS) and the Defense Enrollment Eligibility RepOrting System (DEERS). This data is the
property of the U.S. Government and shall not be used for any purpose outside the execution of the contract. The
data will be provided to the Contractor iit electronicfonnat.

2.2.1.9 Consultative Transferor Appropriate HelL Calls. Method for providing consultative transfer to the
MTF for all calls. This shall include a three-way conference call tQ the appropriate office, (appointment desk, PCM
offic", afrerhour's de,sk) at the MTF.

2.2.1.l0 Operational~lan: The Contractor shall identitY its approaeh(Dellverllbie 11) to be fully operational
within the timeframesas identified in paragraph 2.1.7 and 2.2.1.3 ofthe contract. The approach shall describe the
ability to provide near seamless transitiQn from both a beneficiary, provlder,and a program management perspective.
Contractor shall take-overall. currenttoll-free lines per Table 2.2.l.3-2. Fol' complete operation and maintenance as
required by the contract the Contractor shall coordinate thetransltion ofthe lines with the incumbent contractor.

2.2.1.11 RecQrds. All contractor records of inspections are the property ofthe Government and shall be available to
ille Govemmentduringthe life ofthe contract andtllrnedovertothe<Jovemmerit on final paymenlto the contractor.

2.2,1.l2 Caller compliance: The con~'actor shall sQbmitwithin the MonthlY Task Progress Report, (Deliverable
2) anarrative summal')'ofthe tasks penorrned during the pertinent month NLT 10 calendar days after the end of the
preceding montil

2.2.l.l3 Lot OF 1000 Calls (CLIN 1002 and corresponding GUNS in QPtlon years): The contractor shall
notitY the COR within 3 calendar days when calls reach 80% ofthe total nQmber purchased, to provide sufficient
time to fund and pQrchase additional quantities ifrequired. Contractor acceptance ofcalls in excess ofthe quantities
purchased is at the contractor's risk and cost. (Deliverable 14)

2.2.hl4 Technical Definitions
Table 2.2.1.14-1

~,_\jWJ'~ iUtor_~_4~Jt~~is~~~iK~filifi~~~11fd~~~~ffltiUi'ir0f§;lfB7W~B
Military Health System Any individual who is eligible to receive treatment in a Military Treatment Facility (MTF).
(MHS) Beneficiary The categories ofMHS beneficiaries shall be broadly interpreted unless otherwise

specifically restricted. (Far Ci<l1mple: Authorizedparenrs and parents-in,law arenol
eligiblefor TRICARE purchased care, bu1may receive trealmentin an MTF (on a space
available basis) and may accesnM7'RICARE HCIL.

Melnber Individuals enrolled in l)efenseEligibilityEnrolledR~port/ng System (DEERS)
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Enrolled Beneficiary An MflSeligible beneficiary who is registered on DEERS and who is enrolled in
TRICARE Prime, including Active Duty Service members,

NtJn-entolled Benefldwy An MHS eligible beneficiary who is registered On DEERS and not enroiled in TRlL'A RE
Prime.

HelL Health Care Information Line
MtF Militarv treatment Facilitv, to include iaree hosuitals and smail clinics,
HSR Health Service Reeion
UR4C Utilization Review Accreditation Commission (also known as the American Accreditation

Health Care/Commission): A non-profit chaNtable organization founded in 1990 to
establish ,ttandards for the managed care industry, UMC's broad-based membership
includes representation from all the constituencies affected by managed COl'e - employers.
consumers, regulators, health care providers} and the worker's compensation and managed
care industries. Member organizations ofURACparticipqte in the development of
standards. and are elMble to sit on the Board ofOirectors. }Jt,/?':!/ww.'~,,'!!:I!£:qc~1

ALTHA Armed Forces LongitudInal Technology Application (formerly Composite Heath Care
System II). This system serves as the means by which appointing is performedfor ail
Militmy Treatment Facilities andfor the Health Care Information Line. Upon award ofa
contract,the contractor will need to become registered by the Government/or approved
use ofthis system.

MEPRSIMEWAC~ The Medical Expimse & Performance Reporling System (MEPRS) is the standard cost
accounting system for the Military Health System (MHS). containing l'ri-Service financial,
personnel, and workload datlifrom reporting medical and dental treatmentfacilities
worldwide. (htlp://www.meprs.infoll The MEPRS Early Warning and Control System
(MEWACS) is used to determine Ihe cost per outpatiel1t visit. MEWACS is refreshed
monthly. with up to 24 fiscal months afMEPRS data, Each month an updated MEWACS
workbook is posted on the web for downloading. The MEWACS website to download these
data can be, located at httn://www.menrs.info/mewacsxls.cfin.

2.2.2 Studles and Analysis

2.2.2.1 The Contractor's Management plan shall include, but not be limited to, a data analysis report (Deliverable
13), describing patient 1lsage of, and compliance with, Health Care Infonnation Line, and the impact of the program,
This report must inelude, but not limited to, the following items:

Appointment Center Encountets
Patient Eneounter Actions
CallerlPatient Complianee
Comparison ofCaller Pre-intent vs. Nurse Recommendation
COll1l'ansonofCallerPre-intent, Nurse Recommendation, and Patient Encounter Action
Nonccompliance Rate
Retum.onlllVestment
MEPRSEatly Warning and ContrOl System (MEWACS ) Cost fot (Medical Expense & Performanee Reporting
System CodeS (MEPRS)
Cost ofCate, Caller Pre-Intent vs. Nurse Recommendation vs. Patient Action
Aggregate Cost ofCare, Caller Pre~lntent vs. Nurse Recommendation vs. Patient Action
Beneficiary Distribution
Call Voiume by Geographic Sub-region
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The Medical Expense & Perrotml\Ilce Reporting System (MEPRS)]s the standard cost accounting system for the
Military Health System (MHS), contai~ing TRI"service financial, personnel, and workload data from reporting
medical and dental treatment facilities worldwide, {http://www_meprs.infoD. The MEPRS Early Warning l\Ild
Control System (MEWACS) shall beusedtodetenninecostperoutpatienlvisit. MEWACS is refreshed monthly,
with up to 24fiscalmonths of MEPRSdata. Eachmonfhl\Il updatedMEWACS workbook is posted on the web for
downloading. The MEWACS website is located at http://www.merrrs;infolmewacsx.!s.cfm.

See also EXhibit 4, Table 20 "Aggregate Cost OfCare Cal1erPre'lntent vs. Nurse Recommendation vs. Patient
Action".

2,2.2.2 The contractor shall utilize, forthe purpose ofdata study, all e.!ectronic reports and system algorithm
suppOrting tlle Government requirement for data, as described in § 2.2.1.3. The contractor data analysis shall
inClude, but notbe limited to, the study of the monthly reports in accordance with § 2.2.l.6 and Table 2.2.l.6-1

2.2.3 Records Management

When creating and maintaining offi.cial government records, tlle Contractor shall comply with all fcderal
requirements established by 44 United States Code (USC), 41 USC, 36 Code of Federal Regulations (CFR),
Department of Defense (DOD) Administrativelnstruction No. 15 (DOD AI-IS), "Records Management,
Administrative Procedures and Records Disposition Schedules," and Chapter 2 ofthe TRICARE Operations Manual.

3.0 INSPECTION AND ACCEPTANCE

The Contracting Officer's Representative (COR) forthe Contraetis a Governmcnt officialwbo has been delegated
specific techI1Ical, functional andoversightresponsibilities for the contract. The COR is designated in the COR
appointmeht letler, issued by the Contracting Ollicer, and is responsible for inspection and acceptancc of all serviccs,
incoming shipments, documents, and .services.

3.1 Aceeptance Criteria

Certification by the Governntent of satisfactory services provided is. contingent upon tbc Contractor perfonning in
accordance with the perfonna~lce standards cPnutinedin the PerfonnanceRequirements Summary Matrix (Section
6.7.2) and all tenus and conditions ofthe contract, inclading all modifications.

3.2 Contraetor Payment Processing

The Contractor is responsible for properly preparing, and forwarding to the appropriate Government official, tile
invoice and receiving report for payment. The Confractor shall invoice in accordance with the cpntract. The
Contractor shall attach back up information to receivingreports for direct labor and Travel - Other Direct Costs
(ODCs). Direct labor backup information shall reflect the person's name, job title and quantity of hours worked for
each pay period at a minimum, Backupinformation fpr Travel ODCs shall list aU elements of costs, such as travel
breakout backup, including itinerary, dates oftravel, name ofemployees traveling plus per diem costs sball
accompany the receivlng report. When the Wide Mea Workflow - Receipt and Acceptance application is able to be
used, it is the preferred method ofsubmission. (See paragraph 3.3 below.)

3.3 Invoicing and RcceivingReport Instructions - FixedPrlee Contracts

TbeContractor is responsible for sUbtnittinginvoices and initiating receiving reports electrollIcally through Wide
Area Work Flow - Reeeipt and Acceptance (WAWF) for goods and servIces rendered under the contract. For fixed
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price contracts, the WAWF 2 IN 1 forlnat (for services),aMthe COMBO fdrmat(only for supplies orequiplnent),
are the preferred methods ofprocessing electronic invoices and receiving reportswithin TMA. Back up
documentation (such as timesheets, etc.) can be included and attached to WAWFdocuments .srequested by the
responsible COR. Attachments created in any Microsoft Office product are attachable to the Invoice in WAWF.

Contractor personnel (WAWF Vendor role) shall self·register at the website: https:/l.wawfeb.rnil/,;md be activated
by the Contractor's designat"d Electronic Business Point of Contact. WAWF training is available On the internet at
http://wawftrainhlg.coln.

The Contractor shall submit invoices for payment and initiate receiving reporrs every month.
The Government shall process invoices for payment and associated receiving reports every month..

Prior to submitting the first WAWFcRA electronic form, Contractors should first coordinate with the assigned TMA
COR.

Whenin1riating documents within WAWF, Contractors must use the appropriatetwo·parl TMA location code to
include BOTH the GovemmentAcceptor DoDAAC / Extension (Ext) fields and the Local Processing Office (LPO)
DoDAAC I Extension fields as displayed within the WAWF appliCation and illustrated below:

Service Acceptor I Ext.
......_.- [.•..•.•......•.
HT0003 [ FTREUR........._..._.[_...•......•

4.0 DELIVERABLES

LPO DoDAAC I. Ext.
...•.•......•....[•....••...•....

HT0003 I FTREUR
.•.........- ...•[.............•.

4.1 Delivery Address

All deliverablesshall be ~ubmilted to the COR designated in the COR appointlnent leiter and to the TAO·EA Quality
Healtheare Operations office.

4.2 Method of Delivery

B1ectronie copies shall be delivered using Microsoft Offiee suite. of toOls (for example. MS WORD. MS EXCEL,
MS POWERPOINT, MS PROJECT, or MS ACCESS format), unless otllerwise specified by the COR. Electronic
submission shall be made via email, unless otherwise agreed to by the COR.

4.3 Shipping

The Contractor shall uSe the U.S. Postal Service standard delivery for delivery ofmaterials, equipment, or required
hardcopy documents. The COR must ~pprove all exceptions to this requirement.

4,4 (;overnmentAeceptllnce l'eriod

The COR will have teil (IO)wotkdaysto review draftde]iverables and make comme!!ts, The Contractor shall have
five (5) workdays to l1lakeeorrections. Uponreceiplofthe.finaldeliverables, the COR will have two (2) workdays
for final review prior to acceptance otproyiding doclll1lented rea~onsfo.r ilon·acceptance. Should the Government
fail to complete the review within the review period the deliverable will become acceptable by default, uttless prior
to the expiration ofthe teil (10) work days the Government notifies the Cotttractor in writing to the contrary. The
final submission should be deemed approved if the Government has not rejected it in 30 days.
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The COR will have the right to reject or require correction of any deficiencies found in the deliverables that are
contrary to the iJiforrnation contained in the Contractor's accepted proposal. In the event of a rejected deliverable,
the Contractor will be notified in writing by the COR ofthe specific reasons for rejection. The Contractor shall have
five (5) workdays to correct the rejected deliverable and return it per delivery instructions.

4.5 Delivery Schedule Abbreviations

The following abbreviations are used in the delivery/deliverable schedule:

COR
CS
DA
DACA
DAEOM
Da s
E
H
NLT
PWSRef

4.6 DeliverablelDelivery Schedule

A summary of deliverables tollows. Copies are to be provided to the Government officials indicated in electronic
file (E), and/or hard copy (H).

Deliverable I Attachment Non..Disclosure COR I Signedsta~mentsaredue, ftomeach
2 Agreement CO I employee assigned, prior to performing

ANY Work on this task.

Deliverable 2 2.1.1 Monthly Progress COR I I NLT45 NLT 15mof each
2.2.L12 Report CO I I DACA month

Deliverable 3 2.l.2 Subcontract CS I 1 NLT90 Quarterly thereafter.
Expenditures CO 1 I DACA A final submission
Repolt COR I reflecting all

expenditures on this
order is due within 5
days of completion of
the order.

Deliverable 4 2.U.a Incoming COR I Draft Updated as required
Transition Plan CO 0 submitted

with proposal.
Final due 5
DACA.
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Deliverable 5 2.I.3.b Outgoing COR I Due between Updated as required
Transition Plan CO 0 120 and 90

days prior to
cOhtract
expiration, or
when
requested by
the COR

Deliverable 6 2.1.4 Progtatll COR 1 1 Draft Updated as required
Manag,ement Plan CO I 0 submitted

with proposal.
Final due 5
DACA.

Deliverable 7 2~1.5 Quality Control COR 1 1 Draft Updated as required
Plan CO 1 0 submitted

with proposal~

Final due 5
DACA.

Deliverable 8 2..1.6 Contingency COR I I NLTIO Updated quarterly
Operations Plan CO 0 0 DACA

Deliverahle9 2,2.l.2at\d BenefiCiary COR 1 I NLT30 Updated Annually
2.2.1.3 CoIrtmmllcation CO 0 0 DACA

and Educlltion
Plan

Deliverable 2.2.1.6 Data COR 1 I Monthly Monthly
10 Requirements CO 0 0

Deliverable 2.2.1.10 Operational Plan COR 1 I NLT5 DACA
11 CO 0 0

Deliverable 2.2.1.1.1 Security COR I I Draft Updated as required
12 Management Plan CO 0 0 submitted

with proposal.
Final due 5
DACA.

Deliverable 2.2.2. Studies and COR I I NLT60 As required.
13 Analysis CO 0 0 DACA and in

Option 3

Deliverable 2.1.l3 Lot OF 1000 COR i Not Within 3 calendar
14 Calls (CLlN 0003 CO 0 Applicable days when caUs reach

at,q corresponding 80% ofthe total
CLlNS in option numher purchased
years

5.0 CONTRACT ADMINISTRATION DATA
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5.1 Place of Performance

The Contractor shall perfonn primary activity at the contractor's site.

5.2 Other Direct Costs (ODCs)

5.2.1 Travel

Arrangements for and costs ofall travel. transportation, meals,lodging, andincidentals are theresponsihility of the
Contractor. Travel costs shall he incurred and hilled in accordance with FAR Part 31. Costs for these expenses will
be reviewed, certified and approved by the COR. All travel and transportation shall utilize commercial sources and
carriers provided the method used for the appropriate geographical area results in reasonable charges to the
government. '!be Government will not pay for business. class or first-class tT'dvel. Lodging and meals shall be
reimbursed in accordance with regulations defined in FAR PART 31. The Contractor shall plan, to the maximum
extent practicable, travel/visits to multiple sites, for thosc locations listed in Table 2.2.1.2- I, during any of the trip to
Europe as eStimated/indicated helow:

USA Europe Y • 2 Trips during each of the
following periods ofperfonnance:
Transition-In., Base Year, and
Options 1,2, and 3

• 1 Ttidurin 0 tion 4

2 5

5.2.2 Travel OutSideofthe U.s.

This order includes activity that may require Contractortraveltodestinations outside oftheUnited. States. The
Contractor shall ensure that assigned participantsallowsufficientlead.-time to obtain valid passports, country
clearances, and immUllizationstosuppottl'rojectactivities. All travel outside ofthe U.S. required under this tasking
shall be laid out in thetravei matrix above.

6.0 OTHER TERMS, CONDITIONS, AND PROVISIONS

6.1 Non-Disclosure !Non-Use Agreement - Deliverable 1

The Contractor sball enSure thatthe Non-Disclosure!Non-Use Agreement (Attachment to PWS) (Deliverable 1) is
Signed by all staff assigned to or performing on this Task order before performing any work, including all
subcontractors and consultants. The Non_DisclosurelNon-Use Agreement shall he cosigned by a corporate official
(Contractor Task Manager or higher). The CbntraclOrshall also ensure that all staff understand and adhere to the
terms of the non_disclosure statement, protecting thel'rocurernentsensitive infortnation (}fthe Government and the
proprietary Information ofotilcr Contraclors. Assignment ofstaff who have not executed this statement or failure to
adhere to this statemellt shall constitute default on the part ofthe Contractor.

Nurse Advice Line - 4Rel 20



HTOOII-II-C-0002
Nurse Advice Line (OCONUS)

...~ ~--------,- ----.-,---.-.-"-.---,-.-.~--- --,-----,-.--.-.---.-,----.~,- -,-,-,-,-,-.-,-.-,-.--- .-.-.-.----.--- ,-,-o-Page 2TofSg--·----···-----·-·

6.2 Protection oHnformation

6.2.1 Dissemination of Information/Pnblishing

Tbere shall be no dissemination or pqb)ication, except within and between the Contractor and any subcontractors or
specified IntegratedProductiProcess Team (IPT) members who have a need to know, of information developed
under this order or contained ill the repolls to be furnished pursuant to tbis order witbout prior written approvai of
tbe TMA TM or the Contracting Officcr. TMA approval for publication will require provisions which protect tbe
intellectual property and patent rigbts of both TMA and tbe Contractor.

6.2.2 Contractor Employees

Contractor Identification

Tbe Contractor shall ensure that Contractor personnel identify tbemselves as Contractors when attending meetings,
answering Government telepbones, providing any type ofwritten correspondence, or working in situations wbere
their actions could be construed as official Governmentacts.

Attendance at Meetings
Contractor personnel may be required to attend meetings or otherwise communicate with Government andlorother
conlfactfepresentatives to meet tbe requirements ofthis order. Contractor personnel maketbeir Contractor status
known dming introductions. Meetings may occm at any oftbe sites listed inTable 2.2.1.2-1 or, at the direction of
tbe COR, at locations selected by TRICARE Area Office Emasia-Africa for worksbops, lraining courses,
symposiums and conterences.

Use of Military Rank by Contractor Personnel

Contractor personnel, wbile pcrfonning in a ContractOr capacity,areprohibitedfrom using their retired or reserve
component military rank Or title in all written or verbal conununications associated with the contract under wbich
they provide services.

6.4.3 Personally Identifiable Infurmation (PIl) and Protected Healtb Informatioll (PHI)

Tbe TMA Privacy Office wcbsite at bttp:/lwww.tricare.mil/tlnaprivacy/contract.cfIn contains gnidance regarding
Protected Health Infonnation (PHI) and Personally Identifiable Tntormation Pll).

Tbe Contractor shall establish appropriate administrative, technical, and pbysical safeguards to protect any and all
Government data. Tbe COl11ractor shall also ensure tbe confidentiality, integrity, and availability of Government data
in compliance with all applicable laws and regulations, including data breacb repolling and response requirements, in
accordance with DFAR Subpatt 224. I (Protection of Individual Privacy), which incorporates by reference DoDD
5400.1 I, "DoD Privacy Program," May~, 2007, and DoD 5400.1T-R, "DoD Privacy Program," May 14, 2007. Tbe
contractor shall also comply with federal laws relating to freedom of infOlmation and records management.

Health Insurance Portability and Accountability Aet (HIPAA)

The Contractor sball comply witilall requirements of the Health Insurance Portability and Acconntability Act of
1996 (HIPAA) (Pub. L. 104-191), as implemented by tbe HlPAA Privacy and Security Rules codified at 45 C.F.R.
Parts 160 and 164, and as furtber implemented within the Military Health System (MHS) by DoD 6025.18-R, "DoD
Healtb Information Privacy Regulation," January24, 2003, and DoD 8580.02~R, "DoD Health Information Security
Regulation, July 12,2007. TheContractorsball alSo comply With all applicable HIPAA-related rules and
regUlations as they afe published and as fUltherdefinedby.later-occ~rring Government requirements and DoD
guidance, including current andfortbcomingDoDguidance implementiI!gappTicable HlPAA amendments under the
American Recovery and Reinvestment Act?f2009 (ARRA). AnYT\llesandwgqlationsthat are pUblished, and/or
requirements tbat are definedafter!be award date ofthe contract, and tblitrequire expenditure ofadditional
Contractor resources for compliauce, may be considered "changes" and will be subject to the "changes" clause under
the contract.

Nurse Advice Line - 4Rel 21



HTOO I I-I I-C-0002
Nurse Advice Line (OCONUS)

Breach Response

DoD 5400.1l-R, "DoD Privacy Progratll;" May 14, 2007, defines a breach asthe."acrual Or possible1oss ofcontrol,
unauthorized disclosure, <ir unauthorized access ofjYersollal information where persons other tban authorized users
gait1:aceessor potential access to such infc}}mation for other than authorized purposes where one or more individuals
will be adversely affected." Within One hour <1fdiscovery, the breach must be reported t<1 the US Computer
Emergency Readiness Team (US CERT) at https:fffonns.us-cert.govfreportland to the TMA Privacy Office at
PrivacyOfficerMail@tma.osdmil.

The Contractor shall adhere to thc reporting and response requirements set forth in the Office ofthe Secretary of
Defense (OSD) Memorandum 1504-07, "Safeguarding Against and Responding to the Breach ofPersonally
Identifiable Information," June 5, 2009; DoD 5400.1l-.R, andapplicableTMA Privacy Office guidance, including
current and forthcoming DoD guidance on ARRAbreach notifieati<1n requirements, available at:
http://www.tricare.mil/bna/privacyfbreach.aspx.

Systems of Records

In <1rder to meet the requirements of 5 U.S.C. 552a, the PriVacy Act of I974, and its implementation witilin the
Military Health System (MHS) under DoD 5400, I loR, " DoD Privacy Pwgram," May 14,2007, Contractors must
identifyto ti,e Contracting Officer Representative. (COR) systems ofrecords that are maintained or operated for
TMA where reeords ofpers<1nally identifiable infonnation (PH) colleeted from individuals are maintained and
specifieally reb'ieved UShlg a personalidentifier. Up<1n identification ofsuch systems to ihe COR, and priOtlO the
iawful operation ofsuch systems, Contractors must Mordinate with tlle TMA Ptivacy Office at
SORmall@trna.osd.mlltocompletesystems of records notices (SORNs) for submission and publication in the
Federal Register as coordinated by the Defense Privacy Office, and as required by D<1D 5400.II-R.

Following proper SORN pUblication and Govemtnant confirmation ofContractor authority to operate the applicable
system(s), Contractors must also comply with the additional systems of records and SORN guidance, in coordination
with the TMA Privacy Office, regarding periodic system review, amendments, alterations, Or deletions sct forth by
DoD 5400.11-R, Office of Management and Budget (OMB) Mem<1randum 99-05, Attachment S, and.OMB Cit£ular
A-BO.

Privacy Impaet Assessment (PIA)

The Contractor shall proVide for the completion <1f a Privacy Impact Assessment (PIA) for any applicable systems
that eollect, maintain, use or disseminate personally identifiable information (PH) or protected health information
(PH!) about members ofthe public, federal persontlel, contractors, or in some cascs foreign nationals.

To begin the PIAprocess, Cotltrt!ct<1rsare responsible for the comjJletion ofthe PIA Determination Chceklist. This
Checklist provides basic system information to the TMA Privacy Office and ensures that the appropriate decision
concerning PIA t'equirements is made. The Checklist can be downloaded from
http://www.trieare.mil/t111.l!ntivacyfdownloads/PIA%20Determination%20Check!lst"1020Instruetions.pdf.

Contractors are. responsible for the employment ofpractices that satisfy the requirements and regulations of: Section
208 ofE-Government (B-Gov) Act of2002, (Pub. L. 107-347); DoDl5400.16, "DoD Privacy Impact Assessment
(PIA) Guidance," February 12,2009; and, Office of Management and Budget (OMB) Memorandum 03-22, "OMB
Guidancefor Implementing the Privacy Provisions of the E-Govemment Act of 2002," September 26, 2003. When
completing a PIA, the Contractot' is reSponsible Musing the DoD-approved PIA Template, DD Form 2930,
available at http://www.dtic.miJiwhs/directives/infomgtffonnsfeto[!)1S/dd2930.pdf.

Completed PIA Determination Checklists and DD Fonn2930s will be sent to the TMAPrivacy Office at
piamall@lffila.osd.mil.

Data Use Agreement (DUA)
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AP~taUse Agreernent(DUA) is cnrrently used to request !llldcontrol the disclosure, use, storage and/or destruction
ofMHS data that is owned !llld/or m!llla.ged by TMA toeusure thai applicable privacY.!llld security requirements are
followed,}n addition, research reque$ls for MHS ~data that include protected health information (PHl) must be
reviewed for HIPAA compli!lllce by the 'TMA Privacy Board.

Under DoD 6025.IS-R, "000 Health Information Privacy Program," January 24, 2003, reasonable steps must be
taken to implement appropriate procedural, administrative, technical !llld physical safeguards to prevent the
unauthorized use and/or disclosure ofany personally identifiable inforJl1ation (PIl) or PHI. Likewise, all uses,
disclosures, and destruction of PII and PHI data are generally subjectto DoD 5400.1 loR, "000 Privacy Program,"
May 14,2007, as well as DoDI S500.2, "Information Assurance (IA) Implementation," Feb. 6,2003, and 000
85S0.02-R, "000 Health Information Security Regulation," July 12,2007.

'To begin the DUA request process, the contractor should choose the applicable request template at
http://www.tricare.miJ/tmaiprivacylTemplatcs.aspx.orshouldcontactDUAmaiJ@tma.osd.mil. After receiving DUA
approval. anyone needing access to infonnation system applications· or data. sources must contact the responsible
system program office. DUAs are active for one year, after which the TMA contractor must submit a renewal
request or proVide a Certificate of Data Destruction (CDD) to the TMA Privacy Office.

Privacy Act and HIPAA Training

The Contractor shall ensure that all staff including subcontractors and consultants comply with the training
reqnirements of the Privacy Act of 1974 (5 U.S.C. 552a) and Health Insurance Portability and Accountability Act of
1996 (RIPAA) (Pub. L. 104-191). The training requirements are mandated by OSD Memorandum 15041,07,
"Safeguarding Against and Responding to the Breach ofPersonally Identiflal:>le Infonnation;" DoD 6025.IS-R,
"000 Realth Infonnation Privacy Regulation,"January 14,2003; and the TMA Workforce Training Policy
Memorandum, dated May 28, 2008, on the subject, "WorkforceTraining Policy Pursuant to the Department of
Defense Privacy Act Regtllations and the Department of Defel1se Health Insurance Portability and Accountability
ActPtivacy and Security Regulations."

The Contractor shall ensure that the annual Privacy Act and HIPAA training is complcted by all staff assigned to or
perfurming on the contract, including subcontractors !llld consultants. All required Privacy Act and HIPAA training
wiII be conducted online through Military Health System Learn (MRS Learn) at https://mhslearn.csd.disa.mil or the
current'TMA learning management system (LMS) in place to deliver training to meet the above requirements. The
Contractor shall ensure all employe~es and subcontractors supply a certificat" ofPrivacy Act and HLPAA training
completion to the Contracting Officer Representative (COR) within 30 days of being assigned to the Contract and on
an annual basis based on the trainee's birth month thereafter.

Records Management
When creating and maintaining official government records, tbe Contractor shall comply with all federal
requirements established by 44 United States Code (USC), 41 USC, 36 Code of Federal Regulations (CFR),
Department ofDefense (DOD) Administrative Instruction No. 15 (DOD AI-15), "Records Management,
Administrative Procedures and Records Disposition Schedules," and Chapter 2 ofthe TRICARE Operations Manual.

Frecdomof Information Act (FOIA) Office
TRICARE Freedom ofIntormation Act Service Center procedures require a written request under FOlA to be
addresscd to the Freedom of Information Officer, TMA, 1640I East Centrolech Parkway, Aurora, Colorado SOO II­
9066. The request shall describe the desired record as completely as possible to~ facilitate its retrieval from files and
toreduce search fees which lnay be borneb)' the requestor. No more than ten working days shall elapse after a
reques,has been received by the Fteedoll1 oflnformation Officer "efore notification is sent that the request has been
granted ordenied. The administrative time limit forresponding to FOIA requests does not begin olltil the request is
received by TMA.
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In re$pon$e to requests .received by contractors fortherelease ofinfonnation, unclas$ified infonnation, documents
andform$ which werepreviouslypr.ovidedto the public asp.rt ofroutine servicenhaU continue to be made
available in accordance with previously establi$hed criteria. All other reque$t$ from the public for relea$e of
TRICARE record$and, $pecifically, ali reque$t$ that reference the Freedomoflnformation Act $hall be immediately
forwarded to TMA, ATTENTION; Freedom oflnfonnation Officer, for appropriate action. Direct contact,
including interim repliC$, betweenTRICARE eontraclors and such requeslors. is nol authorized. The
contractor shall proce$s reque$t$ by individuals for aCce$S to record$ about them$elve$ under lhe Privacy Act
procedures when tho$eproCedllte$are more advantageou$ to the reque$tor.

6.2.5 BU$ine$s A$sociates

TheTMA Privacy Officewebsiteathttp://wwwJricate.militmaprivacY/contract.cfm contains $tandard contract
clause language regarding BU$ine$s A$sociates.

1I1tl"Oduction

In accordance with DoD 6025. 18"R"Department of Defense Health Infonnation Privacy RegUlation," January 24,
2003, the Contractor meets the definition nfBlli;iness Associate. Therefore, a Business A$sociate Agreement is
required to comply with both the Health Insurance Portability and Accountability Act (HIPAA) Privacy and Security
regUlations. This clau$e serves as that agreement \Vhereby the Contractor agrees to abide by all applicable HlPAA
Privacy and Security requirements regarding health infonnation a$ defined in this clause, and in DoD 6025.18-R and
DoD 8580.02·R, a$ amended. Additional requirement$ willbe addr""sed when implemented.

(a) Definitions. As usedinthisClausegenerally referto the <;odeofPederal Regulation$ (CPR) definition
unle$s a more $pecific provi$ion exists in DoD6025.18~R Or DoD 8:580.02-R.

IndiVidual hasthesame meaning as lhe tenn "individual" in45 CI'R 160.103 and $h.1I include a person who
qualifies as a personal representative in accordance with 45 CPR 164.:502(g).

Privacy Rille means the Standards for Privacy nf Individually Identiliable Health Infotraation at 45 CPR part
160 and part 164, subparts A and E.

P1'ctectedllealtllltt!orfililtlonha$ the same meaning as the term "prntected health infonnation" in 45 CFR
160.1 03; limited to theinfonnation crealed orreceived by tbe Contractor from or on behalfofthe Government
pum,ant to the Contract.

Electronic Proiectedllealillinformaiion has the same meaning as the tenn "electronic protected health
information" in 45 CFR. 160.103.

ReqUired by Law ha$ the$ame meaning a$ therenn "required by law" in 45 CPR 164.103.

Secretary means the Seeretary ofthe Department of Health and Human ServiceS or hi$lher de$ignee.

security Rule means the Health Insurance Refonn; Security Standard$ at 45 CFR part 160, 162 and part 164,
$ubpart C.

Tenn$ used, but nototherwi$e defined, in this Clause $hall have the same meaning as tbose terrtl$ in 45 CFR
160.103,160.502,164.103, 164.304, and 164.501.

(b) The Contractor shall not use Or further disclose Protected Health Information other lhan as pennitted or
required bythe Contract Or a$ Required hy Law.
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(c) The Contractor shall use appropriate safeguardstoprevent use or disClosure ofthe Protected Health
Infortnation other thail as provided for by the contract.

Cd) The Contractor agrees to lise administrative. physicm.andte\?l1Vl~al safeguards that reasonably and
mmroptiately protect the confidentiality. integrity, and availability of the electronicprQtected health infonnatjon that
it creates. receives, maintaIns. or tr~mits in the execution of the contract.

(e) The Contractor shall, at their own expense, take action to mitigate, to the extent practicable, any harmful
effect that is kaown to the Contractor of a use or disClosure of Protected Health Information by the Contractor in
violation of the requirements of this Clause. Tbese mitigation actions will include as a minimum those listed in the
TMABreach Notification Standard Operating Procedure (SOP), which is available at:
hltJ):/lwww.tricare.mil/tnwrorjvacyibreacbcaspx.

(I) The Contractor shall report to the Govermnent any security incident involving protected health infonnatiOn
ofwbicb it becomes aware.

(g) The Contractor sball.report to the Government any lise or disclosure of the Protected Healtb Information not
provided for by the contract of which the Contractor becomes aware.

(h) The Contractor shall ensure that any agent, including a subcontractor, to whom it provides Protected Health
Information received from, or ereated or reeeived by the Contraptor, on behalfofthe Govermnent, agrees to the same
restrietions and conditions that apply through the eontract to the Contraetor withrespeet to such information.

(i) The Contraetorshall ensure thatany agent, ineludinga subeontractor, to whomitprovidcs eleetronic
Proteeted Health Information, agrees to· implement reasonable and appropriate safeguards to protect it.

0) The Contractor shall provide aeeess, attherequestofthe Govertnnent, and in the time and manner
r,easonably desigllatectby the G"vernmeltt toProtectedHealtl, Information ill a Designated Record Set, to the
Gnvernment or, as directed by tbe Government, to an Individual in order to meet the requirements under 45 CFR
164.524.

(k) The Contractor shall make any amendment(s) to Proteeted Health
Information in a Designated Record Set that the Government directs or agrees to pursuant to 45 CFR 164.526 at the
request of the Government, and in the time and manner reaSopably designated by the Government.

(I) The Contractor shall make internal praetiees, books, and records relating to the use and disclosure of
Proteeted Health Infmmation reeeived from, or created or reeeived by !he Contractor, on behalfof the Government,
available to the Government, or at th.e request ofthe Government to the Secretary, ina time and manner reasonably
designated by the Government or the Seeretary, for purposes ofthe Seeretary determining the Government's
eomplianee with the Privacy Rule.

(m) The Contractor shall document sueh diselosures o[Protected HealtllInformation and information related to
such disclosures as would berequired for the Government to respond to a request by an Individual for an aceounting
ofdisclosures of Protected Health Infonnation in aeeordanee wit1t45 CFR 164.528.

(n) The Contractor shall provide to the Government or an Individual, in time and manner reasonably designated
hy the Government, information colleeted in aecordanee with this Clause ofthe Contract, to pennitthe Government
to respond to a request by an Individual for an accountingnfdisclosuresufl:'totectedHealth Information in
aceordance with 45 CFR 164.528.

General Use and DisClosnre Provisions

Exeept as otherwise limited in !his Clause, the Contractor may use or disclose Protected Health Infolmation on
behalfof~ or to provide services to, theOovemmentfor treatment> payment, or healthcare operations purposes, in
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accordance with the specific use and disclosure provisions below, ifsuch use or disClosure of Prorected Health
Information would not vIolate the HlPAA Privacy Rule, the HIPAA Security Rule, DoD 6025.18-R or DoD
8$So.o2-R ifdoue bythe Government.

SpecIfic Use and Disclosure Provisions

<a) Except as otherwise limited in this Clause, the Contractor may usc Protected Health Information forthe
proper management and administration ofthe Contractor or to carty out the Iegalresponsibilities of the Contractor.

(b) Except as otherwise limited in this Clause, the Contractor may disclose Protected HeaI\h Infonnation for the
proper management and administration ofthe Contraclor,provjdedthat disclosures are required bylaw, or the
Contractor obtains reasonable assurances from the person to whom the information .is disclosed that it will remain
confidential and used or further disclosed onlyas required by Jaw orfor the purpose for which it was disclosed to the
person, and the person notifies the COntractor ofanyinslances ofwhich it is awareIn which the confidentiality of the
information has been breached.

(c) EXcept as otherwise limited in this Claus.e, theConlraclormayuse Protected Health Information to provide
Data Aggregation services to the Govel11mentas pennitted by 45CFR 164.504(e)(2)(i)(B).

(d) Contractor may use Protected Health Information to report violations oflaw to appropriate Federal and
Slate authorities, consistent with 45 GFR 164.502G)(1).

Obligations of the Government

Provisions for the Government to lufonllthe Contractor ofPrivacy Practices aud Restrictions

(a) IM Government shall provide theContraclQr withtbe notice ofprivacy practices that the Govemment
produces in accordance with 45 CFR 164520.

(b) The Government shall prOVide the Contractor with any changes in, or revocation of, permission by
Individual to use or disclose Protected Health
Information, if such changes affectthe Contractor's permitted or reqUired uses and disclosures.

(c) The Government shall notify Ihe Contractor ofany restriction to the·use or disclosure of Protected Health
Information that the Government has agreed to in a""ordance with 45 CFR 164.522.

Permissible Requests by the Government

The Govel11ment shall not request the Contractor to use Or disclose
Protected Health Information in any Inannerthatwotildnotbe perlnissible underlhe HlPAAPrivacy Rule, the
HIPAASecurity Rule, Or any-applicable Government regulations (inclUding without limitation, DoD 6025.18-R and
DoD 8580.02-R) If done by the Government, excepffor providing Data Aggregation services to the Government and
for management alId administrative activities ofthe COlltractor as otherwise permitted by this clause.

Termination

(a) Tennination. A breach by the Contractor of this clause, may subject the Contractor to termination under any
applicable default or termination provision of the contract.

(b) Effect ofTermination.

(I) If the contract has records management requirements, the records subject to the Clatlse should be
handled in accordance with the records l11anagemenuequirements. Ifthecuntract does Ijot have records managemeut
requirements, the records should be handled in accordance with paragraphs (2) and (3) below

Nurse Advice Line - 4Rel 26



HTOOI I-I I-C-0002
Nurse Advice Line (OCONUS)

---------------------- ---------------------------------------------------------------Page 2'7oroY-------------------------

(2) Ifthe contract does not have records management requirements, except as provided in paragraph
(3) ofthis section, upon termination ofthe contract, for any reason, the Contractor shall return or destroy all
Protected Health Information received from the Government, or created orreceived by the Contractor on behalfof
the Government This provision shall apply toProtectedHealthlnformationthatis in the possession of
snbcontractors or agents ofthe Contraetor. The Contractor shall retain no copies ofthe Protected Health Information.

(3) If the contract does not have records managementprovisions and the Contractor determines that
returning or destroying the Protected Health Infonnation Is Infeasible, the Contractor shall provide to the
Government notificationofthe conditions that make return or destruction infeasible. Upon mutual agreement of the
Government and the Contractor that return or destruction of Protected Health Information is infeasible, the
Contractor shall extend the protections ofthc contract to such Protected Health Information and limit further uses
and disclosures of such Protected Health Information to those purposes that make tl,e retum or destruction infeasible,
for so long as the Contractor maintains such Protected Health Information.

Miscellaneous

(a) Regulatory References. A reference in this Clause to a sectiOn in DoD 6025. I8-R, DoD 8580.02-R, Privacy
Rnle or Security Rule means the section currently in effect or as amended, and for which compliance is required.

(b)Sutvival. The respective rights and obligations of13usiness Associate under the "Effect ofTerminadon"
provision of this Clause shall survive the tennination ofthe contract.

(c) Interpretation. Any ambiguity in tllis Clause shall be resolved in favor ofa meaning that permits the
Government to comply with DoD 6025. 18"R, DoD 8580.02-R, the HIPAA Privacy Rule or the HIPAA Security
Rule.

6.Z.6 Public Key Infrastructure AuthenticatiOll ttlld Eucryption.

Contractors shall follow the DoD standards, policies, and procedures related.to the use ofPnblic Key Infrastructure
(PKI) certificates and biometrics for positive authentication including anthenticationto DoD private web servers or
applications. Where interoperahle PKI is required for the exchange of unclassified infonnation, inclnding the
encryption ofe-mail containing sensitive information, between DoD and its Contractors, industry paltners shall
obtain all necessary certificates ifthey are not eligible for a 000 Common Access Card. (refer to
http://iaso.disa.mil/pkilecal and http://www.cac.mil/)

6.3 Access Requirements

6.3.J Contractor access to HAffMA NetworkJDoD Systems

The Contractor will require access to the HAITMA Network/DoD Systems to perform work under this task. See
Attachment # 7 for instructions.

6.4 Data Rights

The Government will retain rights to all data produced in the course of developing, deploying, training, using and
supporting TMA or other federal agencies that utilize this order.

6.5 Quality Assurancc
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The Govermnent will review Monthly Progress Repolts and will attend regular task performance review meetings
with the Contractor to survey quality of products and services.

6.5.1 Quality Assurance Surveillance Plan (QASP)

The Governmem intends to utilize a Quality Assurance Surveillance Plan (QASP) to monitor the quality ofthe
Contractor's performance. The oversight provided for inthe order and in the QASP will help to ensure that service
levels reach and maimain the required levels throughoutthecontract term. Further, the QASP provides the COR
with a proactive way to avoid unaeceptaPle or deficient performance, and provides verifiaPle input for the required
Past Performance Infonnation ASsessments. The QASP will Pe finalized immediately following award and a copy
provided to the Contractor after award. The QASP is a living document and may be updated by the Government as
necessary.

6,5.2 Reserved

6.5.3 PerformanoeEvaluation Process

The Contractor Perfonnanee AssessmentRepotling System (CPARS) has been adopted py TMA to electronically
capture assessment data and manage the evaluation process. CPARS is used to assesses a Contractor's perfonnance
and provide a record,boilipoSitive and .negative, on. a given contract during a specific period oftime. The CPARS
process is designed with a series ofchecks and balances to facilitate the objective and consistent evaluation of
Contractor performance. Both Government and Contractor program management perspectives are captured on the
CPAR forn, and together make a complete CPAR. Once the Assessing Official completes the proposed assessment
for the period ofperformance, the CrARS is released to the appropriate Government Contractor Representative for
their review and comments. User 10 and Password will be provided to the designated Government Contractor
Representative upon issuance ofa contract. The Contractor has 30 days after the Government's evaluation is
compieted to comment on the evlliuation. The GoVeITimenlContractorRepresentativemust either concur or
nonconcur to each CPAR. Ifthe Contract~r concurs with the proposed assessment and the Reviewing Official does
not wish to see the CPAR, the Assessing Official may closeout the CPAR. Otherwise, they must forward the CPAR
to the Reviewing Official for them to review, entercomment,ifappropriate,and closeout. The Reviewing Official
may at their option direct the Assessing Official to forward every CPAR. to them for review.

6.6 Section 508 Requirement

The Contractor shilll comply with Section 508 ofthe RehaPilitation Act of 1973 (29U.S.C. 794d). Specifically, the
procorement, development, maintenance, or .integtation ofeloctron!c and infonnation techl\ology (ElT) under the
contract must comply willI tlie applicable accessibility stan.dards issued by the Architectural and Transportation
Barriers Compliance Board at CFR palt 1194.

7.0 APPLICABLE DOCUMENTS AND DEFINITIONS

7.1 Compliance Documents

TheJollowing documents provide specil1.cations, standards, or guidelines that mUSt he complied with in order to
meet the requirements ofthis order:

• DoDInstruction 8510,01 DoD Infonnation Assurance Certil1.cation and Accreditation Process (DIACAP)
• SUbchapter III ofChapter 35 of title 44, United States Code, "Federal Information Security Management

Act (FISMA) of 2002"
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• DoD Directive 8500.0IE, "Infonnation Assurance (IA)," Current VersIon
• DoD Instruction 8500.2, "Infonmition Assurance (IA) Implementation," Cutrent Version
• Guide to the Defense Information Infrastructure (DU) Common Operating Environment (COE) for the

Military Health System (MHS), CWTentVersion (http://dJicoe.disa.mIVcoe/)
• DoD Regulation 5200.2-R, DoD Pelspnnel SeQUrity Prpgram, CurrentVel1lion

(http://www.dtic.mIllwhs/directives/corres/pdfJd52002.040999/d52002p.pdt).
• PL 104_191, Health Insurance Portability artdAccountability Act (HlPAA) of 1996

(bttp://aspe,hhs,gov/admnsimp/pIJ04J9J,htm)
• OMB Cilcular A-J30, "Management ofFederallnfotrnation Resources", 11/28/200.0.
• TItle 10 1102
• URAC accreditation for patient health care line services
• Health Insurance Portability and Accountability Act of 1996 (HIPAA)
• Electronic and Infonnation Technology Accessibility Standards (36 CFR 1194)

• 000 Regulation 5200.2-R, "DoD Personnel Security Program," January 1987 DoD RegUlation 5000.2-R,
"Mandatory procedures I'm Major Defense Acquisition Programs (MDAP) and Majm Automated Information
System Acquisition Programs (MAlSAPs)," June 10,2001.

7.2 Reference Documents
Thc following dpcuments may be helpful to the Contractor In petfonning the work described In thIs docwnent:

• Defense Infonnationinfrastructnre (DIl) Common Operating Environment (COE) Integration and Runtime
Specification (I&RTS), Version 4.2, dated February 2002, and subsequent updates

• MRS Information Management (IM)/ !tlt'onnationTechnology (IT) Strategic Plan, Sept 1999 (on TRICARE Web
Site) and subsequent updates.

• MRS 1M/IT Program Plan, Volume I and II, August 1996 (on TRICARE web site) and subsequent updates
• MHSFunctional Area Model- bata (FAM-D) and subsequent updates
• MRS Functional Area Model - Data (FAM-A) and subsequent updates
• MHS Functional Area Model- Data (FAM-O) aud subsequem updates
• Defense Data Dictionary System (DDDS) and subsequent updates
• MRS Automated lnfonnation System (AIS) Security Policy Manual, Version 1.0, April 1996 and subsequent

updates
• MIL-STD 913,. "Configuration Management," 11 Feb 2000 and Subsequent updates
• NBSBP500-l53, "Guidelo Auditing for Controls and Secuiity:A System Development Life-Cycie Approach," April

1988 and subsequent updates
• DODD 8320,1, "DOD Data Administration," Mar 1994 and SUbsequent updates
• DOD ManuaI8020.l-M, FunctIonal Process Improvement, 15 January 1993 and subsequent updates
• DOD Joint Technical Architecture, Version 3.0, January 28, 2000 (DISA web site) and subsequent updates
• MHS Office Automation Guidanee, September1, 2000 and subsequent updates
• MRS Personal Computer Hardware Requirements, September 7, 2000 and subsequent updates
• MHS Minimum Standard Notebook Hardware, September 7, 2000 and subsequent updates

B-IOCI
H-I ORGANIZATIONAL CONFLICT OF INTEREST COerl

a. Purpose: The primary purpose ofthis clause is to aid in ensudng ihat:
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(I) the Contractor's objectivity andjudgment are not biased because of its present, or currently planned
interests (financial, contractual, organizational, or otherwise} which relate to work under this contract;

(2) the Contractor docs not obtain an unfair competitive advantage by virtue of its access to non-public
Govemntentinformation l'egardingthe Govemmenfs program plans and actual or anticipated resources;
and

(3) the Contractor does not obtain any unfair competitive advantage by virtue of its access to proprietary
infonoation belonging to others.

b. Scope: The restrictions described hereIn shall apply to perfonnance or.participation by the Contractor and any of
its affiliates or their successors in interest (hereinafter collectiveJy referred to as. "Contractor") in the activities
covered by this clause as prime contractor,subcontractofJ <:o~sponsdr, jointventure, consultant,or in any similar
capacity. The tenn "proprietaryinfonnation" for the purposes ofthis clause is any infonnation considered to be

. so valuable by its owner that it is held in secret by theln and their licensees. Information fhmished voluntarily
by the owner without limitations on its use,orwhich is avaiIablewithoutrestrictions from other sources, is not
considered proprietary.

(J) . Acce:s]'oand USe ofGovernmentInformation: Ifthe Contractor, intheperfolmance oftMs
contract, obtainsaccesstoinfonnation such a" plans, policies, reports, studies, financialpJans, or data
which has notbeen released Or otherwis.emadeavailable to the public, the Contractor agrees that without
prior written approvaJ of the ContraCling Officer, it shall not: (a) use such information for any private
purpose unless theinformation ha" been releascd or otherwise made available to rhe public, (b) compete for
work based on such information after the completion ofthis contract, or until such information is released
or otherwise made available to the public, Which e.ver occurs first, (c) submit an unsoli.cited proposal to the
Government which is based On such infomlationafter suchirtfotrnation is released or otherwise made
available to the public, or (d) release such infonnation lUlless such information has previously been released
or otherwise made available to the public by the Government.

(2) Access To and Protection ofPropriety Information: The Contractor agrees that, to the extent it
receives or is given access to proprietary data, trade secrets, or other confidential or privileged technical,
business, or financial information (hereinafter referred to as "proprierary data") under this contract, it shall
treat suchinfonnation in accordance with anyrestrictions imposed on such infonnation. The Contractor
furlher agrees to enter into a written agreement lor the protection ofthe proprietary data ofothers and to
exercise diligent effort to protect such proprietary dall! from unauthorized use or discJosure. In addition, the
Contractor shall obtain fi'om each employee who has access to proprietary data under this contract, a written
agreemeut which shall in substance provide that such employee shall not, duringhislher employment by the
Contractor or thereafter, disclose to others or ,usefof their benefit, proprietary data received in connection
with the work under this contract. TheContraelor will educate its employees regarding the philosophy of
Part 9.505-4 of the Federal Acquisition RegUlation so that they will not usc or disclose proprietary
information or data,generated or acquired hI 'the'perfonnance of this contract except as provided herein.

c. Subcontracts: The Contractor shall includ.ethisorsubstantially the same clause, including this paragraph, in
consulting agreements and subcontracts.ofall ticts. The terms"Contract", "Conlractor", aIld "Contracting
Officer",will be appropriately modified to preserve the Govemmenrs rights.

d. Disclosures: If the Contractor discovers an organizational conflict of interest or potential conflict of interest after
award, a prompt and full disclosure shall be made in writing to the Contracting Officer.

e. Remedies -and Waiver:

(1) For breach ofany of the above restrictions or for non'disclosure or misrepresentation ofany relevant
facts required to be disclosed conceming this solicitation/contract, the Government may terminate thi.s
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contract for default, disqualify the Contr.ctor for subsequent related contractual efforts, and pursue such
other remedies as may be permitted by law onhe contract. IJ,however, in compliance with this clause, the
Contractor discovers and promptly reports an organization.lconmct of interest (or the potential thereof)
subsequenno contract award, the ContractingOfflcer may terminate this contract for the cOlwenience of the
Govemment ifsuch termination is deemed to be in the best interestofthe Govemment.

Moditications: Prior to contract modiflcation, when the PerfoMance WOrkStatement is changed to add new work
or the periodofperfolmance is significantly increl\Sed, the ContractingQfficermayTeqllire the Contractor to sllbmit
either an organiZlltional conflict ofintcrest disclosureor an update ofthepreviously submitted disclosure or
rcpl'esel1tation.

B-2 NON-DISCLOSURE AGREEMENT

Non-Disclosure Agreement. In the course of perfomlance pursuant to this contract, the contractor may access
nonpublic information, including Planning, Programming, Budgeting and Execution (PPBE) information. In that
event, the contractor shall agree that it will not use or disclose any such infomJation unless authorized by the
Contracting Officer's Representative (COR). The contractor shall further agree that it will use its best efforts to
ensure that its employees and oth.ers performing services under thiscontract will not use or disclose any such
information unless authorized bylhe ContraclingOfficer's Represel'tative (COR). The contractor shall prolect
information in accordance with the Privacy Actof1974 (5 U.S.C. 552a) andlhe Freedom oflnformation Act (5
V.SeC. 552, as amended). To that end, the contractor shall agree that each orits employees and others performing
duties under this contractwill sign the Non-Disclosure Agreemelit set fnrth on the following page.
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NON·DISCLOSURE AGREEMENT

1, (IndividuaJ Name), (hereinafter RECIPIENT), an employee of(Compl1oy Name), a Contractor providing support services to
TRICARE Management ActivitY nnd likely to have access to nonptlblic information, agree to and promise the following~

WHEREAS RECIPIENT is engaged in delivering support services to TRICARE Management Activity under
(Contract Number); and

WHEREAS. it is t!HHntention- of,TRICARE Management Activjtyto .protect-and pr~vent access to: and disclosure pf
nonpubJic information.• including butnot. limited to Pl.anning, Programming, BUdgeting and.Exe<:ution (PPBE) information, to
anyone other than employees ofthe United States Government and others who'have a need to know, unless soauthorizcdby the
Contracting Officer's Represeritative; arid

WHEREAS TRICARE ManagcmentActivity acknowledges that RECIPIENT will have or require access to such
nonpublic infonnatioil in the course ofdelivering tile: contract services; and therefore,

WHEREAS RECIPIENT will be given or otheIWisc have access to nonpublic intormation while providing SULll
services; and finally.

WHEREAS "noilpuhlic'infonnation'j ihcludessuch'infonnationasPPBE information,.proprietary information (e.g.,
information sUbmjttcd.·byaeontmctormarked:as,propri¢tary),·advan'ce~ro~ureincnt:information.(e.,g.j future requirements,
statementspfwork, andacqujsiti,on~~l"dt~gi~'~), SQurc:e sel~cti~lrinforlll'ati:()~ (e.g;, bids before made public•. SOUrce selection
plans,.and, ral)kings ofproposals),Jr~de :secrets an4:'other co~tid~ntial' busin~sl)<infomlation(c.g;,contldential .business
information submitted by a contractor),attortlcyworkproduct;informationprotectcdby thcPrivacy Act (e.g;, social security
numbers, home addresscs:nndtclcphonenumbers),andothcrscnsitlve informationthat would not be released by TRICARE
Manageme.ntActivity under the 'FieedomofJnforrnationAct (e.g.PPBE data);

NOW THEREFORE, RECiFIENT agrees In and promises us follow",

RECIPIENT shall not seek access tononpublic infonnation beyond 'what is required for the performance of the support
services contract;

RECIPIENT will ensure "that his or her status as a-contractof'cmployce is known when seeking access to and receiving
such nonpubHc information fl'om Govcrnmcntemployees;

As to any nonpublic information to which RECLPIEl'rr ha." or is given access, RECIPIENT shall not use or disclose
such information for any purpose: otherthan prbviditlg thccontruct supportservices,and will not use or disclose the infonnation
for any personal or other colilmercial purpose; and

IfRECIPJENT becomes aware of any impropcr release,or disclosure of s'tlch l10npublic infonntl.tion, RECIPIENT will
advise the- ContractingOfficer1s Representative in' writiilg as soon as possible.

'U1C RECIPlE~T agrees to return any nonpublic infonnatiol1 given to him or herpursuam to this agreement, including
any transcriptions by RECIPIENT of nonpUblic information to which RECIPtE'NTwas,given-acccss. ifnot alreadydcs1.roycd,
upon RECIPIENT 'leaving the contract.

REC1PJENT understands,thatanyunaut:horized usc,reJcasc ordisj::lQsureof nonpublic information in violation ofthi$
Agreement will. subject the RECIPIENT to,administrativc, civil or criminai remedies. as may be authorized by law;

SiGNATURE AND DATE

PRlNTEDNAME: _

TITLE: .

EMPLOYER: _
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Quality Assurance Surveillance Plan

Nurse Advice Line - OCONUS

I. OVERVIEW

Introduction

This Performance-based Quality Assurance Surveillance Plan (QASP) sets forth procedures and guidelines that the
Office oflile Secrelliry of Defense for Cost Assessment and Program Evaluatiort (CAPE) will use in evaluating the
technical performanCeolthe Contractor. A copy afthis plan is incorporated in the task order so that the contractor
will be aware of the methods that the Government will employ in evaluation performance on this project and address
any concerns that the contractor may have prior to initiating work.

This QASP further clarifies the standards which will be employed by the Government in the illspectian and
acceptance of the services to be provided by the contractor. This is in addition to the requirements speciiled in
Contract Section E -Inspection and Acceptance, which provides for inspections and acceptance olthe articles,
services, and documentation called for in task orders to he accomplished by the Contracting Officer or his duly
authorized representative. ThisQASP isa "livillg dOCllment" and the Government may review and revise it on a
regular basis. However, the Government sh.llcoordirt.te changes witil the contractor. Updates shall ensure tilat the
QASP remains a valid, useful; and enforceable document. Copies oftheonginal.QASP and revisions shall be
provided to ti,e contractor and Government officiais implementingsurveillanee activities. The Inspection of
Services FAR C!ause 52.246-4 applies, and (ake preeedenee in -the eventofany eonfliet between the
requirements of those provisions and tliis QASP.

Purpose of the QASP

The QASP is intended to accomplish the following:

i. Define the roles and responsibilities ofparticipating Government officials and outside experts;
2. Define the key deliverables whieh wiIi be assessed;
3. Describe tile rating elements and standards of performance against which tile contractor's performance

will be assessed for each key deliverable;
4. Describe the ,process ofquality assurance assessment; and
5. Provide copies ofthe qualitY aSSllrance monitoring forms that will be used by the Government in

documenting and evaillating the contractor's performance.

Each ofthese purposes is discussed in detail below.

Rnles and Responsibilities of Participating Government Officials

The following Government Officials will participate in assessing the quality ofthe contractor's performance. Their
roles and responsibilities are described as follows:
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Government Task Monitor (TM). The TM is the individual wiihin the. Program Management function who has
overall technical responsibility for this effort. The TME provides technical directiOn to the Contractor, Le., shifting
work emphasis between areas of work; fills in details, or otherwise serves to accomplish the purposes cfthis effort.

Contracting Officer's Representative(COR). The COR will be responsible for monitoring, assessing, recording
and reporting on the technical perfonnance ofthe contractor on a day-to-day basis. The COR will also be
responsible for completing the Quality Assurance Monitoring Fonns that will be u.ed to document the inspection and
evaluation ofthe contractor's work performance On keydeliverables. The COR's responsibilities and limitations are
addressed in the provision entitled "Conttacting Officer's Representative". Nothing in this QASP shall he construed
to expand on the COR authority delineated in that provision. The COR and contractor's Project Director (I'D) will
establish and maintain a team-oriented line ofcommunication in order to perform I'nonitoring functions. The COR,
CO and I'D must worktogether as a team to ensure that required work is accomplished in an efficient and proper
manner. Meetings should be held on aregular basis in order to resolve issues and concerns.

Contracting Officer (CO). TheContracting Officerwill haveoverallresponsihility for overseeing the contractor's
perfonnance. The Contract Specialistwill be responsible for the day-tocdaymonitoring ofthe contractors'
perfonnance iu the areas ofcontract compliance, contracladministration, cost control, property control and
reviewing the COR'sassessmenlof'the contraCtor's perforlnance.

Key 'Deliverllblesto Be Assessed

The Government will use a quality-assurance review process to monitol' the contractor's performance under this
project. All msks, including those not evaluated under the QASP (snch as general requirements, Integrated
Schedule, Integrated Status Report and the Monthly Reports) will be considered in the requisite annuai evaluation of
this contractor's performance. The COR will assess the contractor's performance across all msk anddeliverables.

4. CONTRACT QUALITY REQUIREMENTS

4.1 Quality Program. The Contractor's Quality Control Program requirements are defined the performance work
statemeut. The Quality Control Program shaH ensure the government receives the level ofquality that is consistent
with the performance standal'ds specified the perfonnance work statement.

5. PERFORMANCE ASSESSM.ENT

5.1 Purpose, This section demils the general method(s) used to verilY Contractor compliance with SOW
requirements. The key elements ofthis process are the Contractor'S quality program and Government identified
Performance Objectives. The Perforlnance Requirements Summary in the attached table dictates the task order level
Performance Objectives. Individual msk orders under the task order may include additionalPerfonnance
Requirements specific to the msk order. The procedures on how to document perfonnalJce in a correct and effective
manner are included helow.

5.2 Performance Assessment Approach, To facilitate the performance aSSessment ofthe Contractor's quality
program,the COR will verify Contractor complianee with the designated Perfonnance Objectives, The intent of the
perfunnanceassessmentapproach is to gaincolltlde'nce in· the Coritraqtor's ability to provide satisfactory services
and then adjusting the level ofPerfonnance assessment to a point that maintains confidence. This Perfonnance
assessment approach is SUbject to change based on the Contractor's performance. Methods of assessment or
surveillance include; but are not limited to:

5.2.1 100% Review - This levcl of Review entails cOllsideration of all perfonnance requirements and deliverablcs
estahlished hy and for the Perfonnance Ohjective within a given timeframe.

5.2.2 Random Monitoring - Random monitoring consists ofunspecified observations ofsome or all requirements
anddeliverables established by and for the Pertbnnance ObjectiVe within a given tbneframe.
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5.2.3 Passive MOllilOtl\ig - Passive monitoring inciudes observations by other Government personnel to be
substantiated by the COR, that nllate to some or all requiremenIsand deliverablesestabIished by and for the
Performance Objective Within a given timeframe. The handlings ofcomplaints ate included in this method of
surveillance.

5.3 Annual Review. The CORwill penodicallyteview QASPRequirementS\lI1lmaries, .assess their applicability
and recommend theadditionqrsubtraction ofPeri'ormanceRequirement Snmmaries as conditions warranl Any
changes to ti,e QASP will be subject tonegoliation ofa modification to-the task order by the Contraeting Officer.

5.4 Special Audits. The COR must be alert to conditions that would warrant a special quality audil Any time the
COR observes that a functional area is out ofacceptable tolerance or that the teehnical expettise is not available, a
requ.,t for a functional area quality audit should be addressed to the ContractOr.

5.5 Performance Assessment Folders. APerfonnanee Assessment Folder must be created and maintained by the
COR. The folder will be maintained in bard eopy. ThePerfOlmanee assessment folder must eontain the following
sections and may coritain'othersecti'ons or information that the COR finds p'ertinent 'Or necessary.

5.5.1 Section 1. Approved QASP.

5.5.2 Section 2. ACTIVITY LOG. Achronologieallog ofactions taken in the _aecomplishment ofQuality
Assurance by the Government based on assignedPerfoJ'lUance Requirements. The purpose of this log is to provide a
brief synopsis ofaninspe(,-jion of Contractor provided services or ofameeting with the contractor regarding
performance in a givcnfunctional area. Documentation that supports activity log entries may be maintained in the
RECORDS section of the Perfonnance assessment folder. Also see. Paragraph 7.2 regardingCPARS illput.

5.5.3 Section 3. CONTRACT.

5.5.4 Seetion 4. APPOINTMENT LETTERS. This section shall inclUde the COR's appointment letter and
training certificates,

5.5.5 SectionS. RECORDS. Aseetion used for filing alJ documentation assoCiated with QA (e.g., Perfonnance
AssessmentLog, correspondence, letters of interpretation fromthe CO and ACTIVITY LOG SUppOlt documents).

5.6 Performance Complaints. When complaints are used as a method ofperfonnanee assessment, tbe following
should be completed by the COR:

a. Advise the person(s) initiating ti,e complaint of the type ofservice(s) that are to be provided by the
Contractor per the task order.

b. Gather all customer feedback.

c. Conduct an investigation to determine the validity of any negative comments received. If the negative
eomment is not valid, inform the initiator(s) of the reason(s) why and carry on further cOlTespondence if
necessary. For valid negative comments, the COR will notify the Contractor to allow the opportunity for
investigation and comment and/or rectification. The COR will determine appropriate documentation that
may include annotations in the Activity Log, the Performance Assessment Log and/or other pertinent
documentation included in the Records Section ofthe Performance Assessment Folder.

d. Notify the initiator(s) ofthe corrective action taken by the contractor, .ifapplicable.

e, Conduct. trend an.lysis ofv.lid.tedueg.tive comments ifappropri.te.
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5,7 Montbly Progress Reporting, The contractors shall submit a monthly progress repo11 to the COR and
Contracting Officer, At a minimum, the monthly report shall address the following: the status of contractor effort
towards achieving contrdct objectives for each task order; an abstract orsllmtnary of accomplishments in the period
covered by thc report; milestones for outstandingdeliverablesaodproject activities; technical andfinaneial statns;
and significant issues or problems.

6. PERFORMANCE ASSESSMENT DOCUMENTATION

6.1 Performance Assessment Log, The COR shaU document performance assessment quarterly. The
Performance Assessment Log is an official Government record of inspections of the performance objectives and
olber inspection items contained ill this QASP.

6,1.2 Contractor Perfornlllnce Assessment. The contractor shall submit a quarterly Performance Assessment to
the COR and Contracting Officer. The Performance AsseSsment shall docnment the contractor's performance
against "ach ofthe pcrformance requirements specified Jolbe attached table.

6.1.3 The COR shall create a Performance Assessment Log. In deveIopingthe P"rrormance Assessment Log. the
COR shallcotlsider the contractoes assessment It shall contain thcfo1lowingitems -as a minimum:

6.1.3.1 Performance Objectives. From the Performance Requirements Summary Matrix Table.

6,1.3.2 Perrormance Standards. From the Perfonnance Requirements Summary Matrix Table.

6.1.3,3 Method of Perrormance Assessment. If inspections were conducted in accordance with the QASP, enter
"]AW QASP." If the inspection method deviated from the procedures of the QASP, indicate what methods were
used.

6.1.3.4 Date Accomplished. Emer date accomplished to veriryand track that the performance aSSessmemwas
perforinedw'ithin a particular tirneframe.

6.1.3,5 Comments. Provide qualitative comments on thepel'formance ofthe contractor for the specified period of
perrormance based on the established perrOlmance standards. Comtnents shall be sufficient so as to provide
mean-ingfuland constructive feedback to the contractor, and shall,ifappropriate; identify any incentives or
disincentives that should be applied and the associated rationale,

6,2,2 Completed PerrormanceAssessme1ltLogs will be maintainedin lbeperrormance assessment folder until such
time as they are requested by lb.e Contracting Officer. At the completion ofthePWS, the COR will contact the
Contracting Officer for disposition instructions ofthe perfonnanCeassessment records.

7. PERFORMANCE REPORTING REQUIREMENTS

7.1 CORFeedback to tbe Contractor. The COR shall provide a copy ofthe Perfonnance Assessment log upon
completion to both the contractor and the Contracting Officer.

7.2 Contractor Performance Assessment Reporting System (CPARS) Items tbat are surveyed lAW this QASP
may andsbould also be used as input to tbe CPARS, Tbe COR should keep in mind that details of the
inspections from tbe activity log can be used for tbis purpose. the iuelusion of more detailed documentation
ofinspection results would be very helpful to the development oftheCPARS. CPARS reporting shaU be
accompliShed at the end of each contract period of performance. hltcrimreporting may be considered by the
Contracting Officer due to exceptionally good 01' exceptionally poor performance, or at the reqnest of the
contractor.
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Performance Requirements Summary Matrix Table

Provide Direct observation, and
pr,?fessional, written..or·oral
courteous, quality complaints.
service to TAO-E,
MTl' personnel and
TRICARE
beneficiarie.s.

Program Establish a.robust Nurse advisors muSt 'be 99% Periodic inspection of Past performance
Management network oflicensed, U.s> registered and active RN resumes rating

registered; alld licensed nurses with a
experienced (RN) minimum of 3 years
nurse advisors. expcricnl;~ as a

Reis~ered .Nurse(RN
Customer P'Ian, implement,: Effective & efficient 98% Observation and 100% Past performance
Service control and monitor management ofTAOME review of Reports. rating

HCIL TRICARE HCIL progrlll!ls. URAC
Program support standard-satisfactionnt
services all time.

Automated Health Care advice Qual ity and Timeliness, 98% Customer Satisfaction Past performance
Library assistance is given to URAC standard Surveys, Complaints and rating

aUbeneficiaries. s'atisfiiction,at 'ill! time. roO%, review ofRc orts.
Primary Care C.ustoinerS\:fvicc to Quality and Timcli~css 90% Customer Satisfaction Past performance
Mana,gers aU PartiCipating as 'referenced In§ Surveys, Complaints and rating
Notification facilities (PCMs 2.2,1.13 100% review:ofRe orts.
Phone line tiRAC standard Q\tali!y and TimelineSs 99% Customer SatisfMtion Past performance
outages satisfadioirat alltiine, as 'reference,:in:§2:2,1 Surveys.• Complaints and rating

lOO%review,ofRc orts.
DcHVcrables AlIreqlliredrepolts, QuaJityan:dTi"~eliness 98% Customer'Satisfaction Past performance
(Reports) aU rcql,Jire'd asreferCr1CM in SurveYs, Complaints and rating

deliverables sehedule 4,6 100% review ofRe erts.
Quality Quality Control Plan Quality and 'Timeliness 98% Customer Satisfaction Pastperforrnancc
Control monitoring & as ref. in § 2.1.6 Surveys, Complaints and rating

updating: Reporling 100% review ofReports.
Data

Caller Quality and Quality and Timeliness 98% Custoincr Sathifaction Past pcrfonnance
Compliance TimcHness in as refere:l1eein § 2,2.1 Surveys, Coulpla!ntsand rating
reports accordance with 100% review of Reports.

URAC standard
Appointment Customer Service to Quality edd Timeliness 99% CU~iomer Satisfaction Pn~1 perfoimance
Setting and all Participating asref. in § 2.2.1.11 & § Surveys, Complaints and rating
Cancellation taeilities (PCMs) 2.2.1.12 100% review·ofRcports,
Re ort
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Information deemed exempt due to
5 USC 522(b)(4

UNIT
Months

QlJANTlTY
3

Nurse Advice Line (OCONUS) Transition-In
FFP
The Contmctor shall provide Nurse Advice Line non-personal services for
OCONUS in accordance with the Perfonnance Work Statement (PWS).
Period orPerformance: July I, 2011 - September 30, 2011
FOB: Destination
PURCHASE REQlJEST NUMBER: HT0003] 1023281

ITEM NO SUPPLIES/SERVICES
0001

ACRNAA
CIN: HT00031 ]0232810001

NETAMT

Information deemed exempt due to
5 USC 522(b)(4)

  
 

  

 
 

Information deemed exempt due to
5 USC 522(b)(4)

  
 

UNIT
Lump Sum

QUANTITY
1

Studies and Analysis-Transition In
FFP
The Contractor shall conduct studies and analysis in accordance with the
Perfonnance Work Statement (PWS).
Period of Performance: July 1,20] 1 - September 30, 201 J

FOB: Destination
PURCHASE REQUEST NUMBER: HT00031 1023281

ITEM NO SUPPLIES/SERVICES
0002

ACRNAA
CIN: HT00031 10232810002

NETAMT

Information deemed exempt due to
5 USC 522(b)(4)

 
 

(b)(4) (b)(4)

(b)(4)

(b)(4)(b)(4)

(b)(4)
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ITEM NO SUPPLIES/SERVICES QUANTITY UNIT
0003 Dollars,

U,S,

UNIT PRICE  
   

Travcl~Other Direct Costs-Transition In
CQST

Period ofPerfoJ1nance: July 1,201 I • September 30, 2011

FOB: Destination

PURCHASE REQUEST NUMBER: llT000311 023281

Information deemed exempt due to
5 USC 522(b)(4)

ACRNAA
CIN: HT0003 IJ 02328 10003

ESTIMATED COST  

 

Information deemed exempt due to
5 USC 522(b}(4)

   

Information deemed exempt due to
5 USC 522(b}(4)

  
 

!lli1I
Months

SUPPLIES/SERVICES QUANTITY
12

Nurse Advice Line (OCONUS) - Base Year
FFP
The Contractor shall provide Nurse Advice Line (OCONUS) non-personal services
in accordance with the Performance Work Statement.
Up to 40,000 calls pc, 12 months period
Period ofPerfonnancc: October 1,2011 - September 30,2012
fOB: Destination

ITEM NO
1001
OPTION

NETAMT   

Information deemed exempt due to
5 USC 522(b}(4)

(b)(4)

(b)(4)

(b)(4) (b)(4)

(b)(4)

Nurse Advice Line - 4Rel 39



HTOOII-II-C-0002
-----"-"----"-.-.-.-,---- .-.--------..--.---.-.------.---.----------- -··---Nur-se-A-dv-iGC-bine-(GGQN-lJSj- ---,--.----,---.-----.-----,-.-­

Page 40 of 59

ITEM NO
1002
OPTION

SUPPLIES/SERVICES QUANTITY UNIT
I Lot

Excess Phone Cans· Base Ycar
FFP
Lot of 1,000 calls
Period ofPerfonnance: October 1,20 II - September 30, 2012
FOB: Destination

  
 

Information deemed exempt due to
5 USC 522 (b)(4)

NET AMT  

Information deemed exempt due ta
5 USC 522(b)(4)

OPTION Travel-Other Direct Costs-Base Year

COST

Period ofPerfonnallce: October 1,2011 - September 30, 2012

FOB: Destination

ITEM NO SUPPLIES/SERVICES OUANTITY
1003

UNIT
Dollars,

U.S.

UNIT PRICE  
 

Information deemed exempt due to
5 USC 522(b)(4)

ESTIMATED COST  

Information deemed exempt due to
5 USC 522(b)(4)

(b)(4) (b)(4)

(b)(4)

(b)(4)

(b)(4)
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Information deemed exempt due to
5 USC 522(b}(4)

  
  

UNIT
Months

SUPPLIES/SERVICES OUANTITY
12

Nurse Advice Line (OCONUS)-Option 1
FFP
The Contractor shall perfonn Nurse Advice Line (OCONUS) non-personal services
in accordance with the Performance Work Statement (PWS).
Up to 40,000 cans per 12 months period
Period of PeTfonnancc: October 1, 2012 - September 30, 2013
FOB: Destination

ITEM NO
2001
OPTION

NETAMT  
Information deemed exempt due to
5 USC 522(b}(4)

ITEM NO
2002
OPTION

SUPPLIES/SERVICES QUANTITY UNIT
1 Lot

Excess Phone Calls-Option 1
FFP
Lot of 1,000 cuns
Period ofPerfonnance: October], 20]2 - September 30, 2013
FOB: Destination

   
   

Information deemed exempt due to
5 USC 522 (b}(4)

NET AMT  

Infarmation deemed exempt due to
5 USC 522(b)(4)

(b)(4) (b)(4)

(b)(4)

(b)(4) (b)(4)

(b)(4)
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ITEM NO SUPPLIES/SERVICES QUANTITY UNIT
2003 Dollars,

U.S.
OPTION Travel-Other Direct Costs-Option I

COST

Period of Performance: October I, 2012 - September 30, 2013

1'013: Destination

UNIT PRICE AMOUNT
 

Information deemed exempt due to
5 USC 522(b)(4)

ESTTMATED COST   

Informotion deemed exempt due to
5 USC 522(b)(4)

 
   

Information deemed exempt due to
5 USC 522 (b)(4)

  
 

UNIT
Months

SUPPLIES/SERVICES QUANTITY
12

Nurse Advice Line (OCONUS) -Option 2
FFP
The Contractor shall provide Nurse Advice .Line (OCONUS) non-personal services
in accordance with the Perfonnance Work Statement.
Up to 40,000 calls per 12 months period
Period ofPerfonnallce: October 1,2013 - September 30, 2014
FOB: Destination

ITEM NO
3001
OPTION

NETAMT  

Information deemed exempt due to
5 USC 522(b)(4)

(b)(4)

(b)(4)

(b)(4) (b)(4)

(b)(4)
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ITEM NO
3002
OPTION

SUPPLIES/SERVICES OUANTITY UNIT
1 Lot

Excess Phone Calls-Option 2
FFP
Lot of 1,000 calls
Period of PerfOmlance; October 1,2013 - September 30, 2014
FOB: Destination

   

  

Informotion deemed exempt due to
5 USC 522(b)(4)

NET AMT  

information deemed    
5 USC 522(b)(4)

OPTION Travel-Otber Direcl Costs-Option 2

COST

Period ofPerlom13nce: October 1,2013 - September 30, 2014

FOB: Destination

ITEM NO SUPPLIES/SERVICES OUANTITY
3003

UNIT
Dollars,

U.S.

UNIT PRICE  
 

Information deemed exempt due to
5 USC 522(b)(4)

ESTIMATED COST  

Information deemed exempt due to
5 USC 522(b)(4)

(b)(4) (b)(4)

(b)(4)

(b)(4)

(b)(4)
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ITEM NO
400J
OPllON

SUPPLIES/SERVICES OUANTITY UNIT    
12 Months   

Nurse Advice Une (OCONUS) -Option 3 Informotion    e to

~ ~~
The Contractor shall provide Nurse Advice Une (OCONUS) non-personal services 5 USC 522
in accordance with the Performance Work Stalement.
Up to 40,000 calls per 12 months period
Period of Performance: October J, 20 I4 - September 30, 20 IS
FOB: Destination

NETAMT  

Information deemed exempt due to
5 USC 522(b)(4)

ITEM NO
4002
OPTION

SUPPLIES/SERVICES QUANTITY UNIT
I Lot

Excess Phone Calls-Option 3
FFP
Lot of 1,000 calls
Period of Performance: October I, 20 J4 - September 30, 2015
FOB: Destination

    
  

 ation deemed exe   to

5 USC 522(b)(4)

NET AMT  

Infarmation deemed exempt due to
5 USC 522(b)(4)

(b)(4) (b)(4)

(b)(4)

(b)(4) (b)(4)

(b)(4)
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ITEM NO SUPPLIES/SERVICES QUANTITY UNIT UNIT PRICE
4003 Dollars,

U.S.
OPTION Travel-Other Direct Costs-Option 3

COST

Period of Perfoll11ance: October I, 20 J4 - September 30, 2015

FOB: Destination

 
  

Information de    to
S USC 522(b)(4)

ITEM NO
4004
OPTION

ESTIMATED COST  

Information de    to
5 USC 522(b)(4)

SUPPLIES/SERVICES OUANTITY UNIT    
. ., I Lump Sum   

~~~IeS and AnalysJS - Opnon 3  ion deemed exe    

The Contractor shall conduct studies and analysis in accordance with theS USC 522(b)(4)
Performance Work Statement (PWS).
Period ofPerfonnanee: October 1,2014 - September 30, 2015
FOB: Destination

NET AMT  

Information deemed exempt due to
5 USC 522(b)(4)

(b)(4)

(b)(4)

(b)(4) (b)(4)

(b)(4)

Nurse Advice Line - 4Rel 45



ITEM NO
5001
OPTION

HTOOl J-1J-C-0002
"----------------"-"-"----"----~ur"e_Adv"ice_Une_(OCONUSf---"---"--""------"

Page 46 of 59

SUPPLIES/SERVICES OUANTITY UNIT    
12 Months   

Nurse Advice Line (OCONUS) -Option 4 Information d    to
FFP 5 USC 522(b}(4)
The Contractor shall provide Nurse Advice Line (OCONUS) non-personal services
in accordance with the Perfonnance Work Statement.
Up to 40,000 calls per 12 months period
Period ofPerfonnance: October I, 20i5 - September 30, 2016
fOB: Destination

NETAMT  
Information deemed exempt due to
5 USC 522(b}(4)

ITEM NO
5002
OPTION

SUPPLIES/SERVICES OUANTITY UNIT
1 Lot

Excess Phone Calls-Option 4
FFP
Lot of 1,000 calls
Period ofPerfonnanee: Octobcl' J, 2015 - September 30,2016
FOB: Destination

  AMOUNT
  

Information deemed exempt due to
5 USC 522(b)(4)

NETAMT

ITEM NO SUPPLIES/SERVICES OUANTITY UNIT UNIT PRICE
5003 Dbllars,

U.S.
OPTION Travel-Other Direct Costs-Option 4

COST
Period of Performance: October 1, 2015 - September 30, 2016

FOB: Destination

 

Information deemed exempt due to
5 USC 522(b}(4)

 
 

Information deeme     
5 USC 522(b}(4)

EST1MATED COST   
Information deemed exempt due to
5 USC 522(b}(4)

(b)(4) (b)(4)

(b)(4)

(b)(4) (b)(4)

(b)(4)

(b)(4)

(b)(4)
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INSPECTION AND ACCEPTANCE TERMS

Sllpplieslservices will be inspected/accepted at:

CLlN
0001
0002
0003
1001
1002
1003
2001
2002
2003
3001
3002
3003
4001
4002
4003
4004
5001
5002
5003

INSPECT AT
Destination
Destination
Destination
Destination
Destination
Destination
Destination
Destination
Destination
Destination
Destination
Destination
Destination
Destination
Destination
Destination
Destination
Destination
Destination

INSPECT BY
Government
Government
Government
GOVernment
Government
Government
Government
Government
Government
Government
Government
Government
Govemment
Government
Government
Government
Government
Government
Government

ACCEPT AT
Destimition
Destination
Destination
Destination
Destination
pestination
Destination
Destination
Destination
Destination
Destination
Destination
Destination
Destination
Destination
Destination
Destination
Destination
Destination

ACCEPT BY
Government
Government
Government
Government
Government
Government
Government
Government
Government
Government
Goycrnment
Government
Government
Government
Government
Government
Government
Government
Government

DELIVERY INFORMATION

CLIN DELIVERY DATE

0001 POP oI-JUL-20 I I TO
30-SEP-20 II

QUANTITY

N/A

SHIP TO ADDRESS

TRICARE AREA OFFICE·EUROPE
MAl SCOTT STOKOE
TRICARE AREA OFFICE - EUROPE
APOAE09136
01149'630-267·6316
FOB: Destination

0002 POP 01-lUL-2011 to N/A
30-SEP-20 II

0003 POP 01-JUL-2011 TO N/A
30-SEP-20II

1001 POP 01-OCT-201J TO N/A
30-SEP-2012

1002 POP 01-SEp2lOIJ TO N/A
30-SEp·2012

(SAME AS PREVIOUS LOCATION)
FOB: Destination

(SAME AS PREVIOUS LOCATION)
FOB: Destination

(SAME AS PREVIOUS LOCATION)
FOB: Destination

(SAME AS PREVIOUS LOCAnON)
FOB: Destination
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1003 pOpOI-0CT-2011 TO N/A
30.SEp-l012

1001 POP 01-OCT-2012 TO NJA
30-SEP-2013

2002 POP 01-OCT-2012 TO N/A
30-SEp-2013

2003 POP 01-OCT-2012 TO NlA
30-SEP-2013

3001 POP 01-OCT-2013 TO N/A
30'SEP-2014

3002 POP 01-0CT-2013 TO NJA
30-SEP-20 14

3003 POPOI-OCT-20B TO NlA
30-SEP-2014

4001 POP 01-OCT-2014 TO N/A
30-SEp-2015

4002 POP 01-OCT-2014 TO NlA
30-SEp-2015

4003 POPOI-OCT-2014 TO N/A
30eSEP_2015

4004 POP 01-OCT-2014 TO N/A
31-MAR-2015

5001 POP 01-0CT-2015 TO NlA
30-JUN-2016

5002 POP 01-0CT-2015 TO N/A
30-JUN-2016

5003 POP 01-0CT-2015 TO NlA
30-JUN-2016
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(SAME AS PREVIOUS LOCATION)
FOB: Destinatioll

(SAME ASI'REVIOUS LOCATION)
FOil: Destination

(SAME AS PREVIOUS LOCATION)
FOB: Destination

(SAME AS PREVIOUS LOCATION)
FOB: Destination

(SAME AS PREVIOUS LOCATION)
FOB: Destination

(SAME AS PREVIOUS LOCATION)
FOB: Destination

(SAME AS PREVIOUS LOCATION)
FOB: Destination

(SAME AS PREVIOUS LOCATlON)
FOB: Destination

(SAME AS PREVIOUS LOCAnON)
FOB: Destination

(SAME AS PREVIOUS LOCATION)
FOB: Destination

(SAME AS PREVIOUS LOCAnON)
FOB: Destination

(SAME AS PREVIOUS LOCATION)
FOB: Destination

(SAME AS PREVIOUS LOCATION)
FOB: Destination

(SAME AS PREVIOUS LOCATION)
FOB: Destination

ACCOUNTING AND APPROPRIATION DATA

AA: 9710130.1884 8101 PHOI 25618EUCAAS2 (APC:VJMT97) 012143 DRAC13281
AMOUNT: $310,894.00
CIN HT000311023281 ooot: $235;824.00
CINB:1'0003110232810002:· $58,806.00
CIN H1'000311 0232810003: $16,264:00
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CLAUSES INCORPORATED BY REFERENCE

52.2124
52.222-50
52.246-4

Contract Terms and Conditions--Commerdalltems
Combating Trafficking in Persons
Inspection Of Services--Fixed Price

JUN 2010
fEB 2009
AUG 1996

CLAUSES INCORPORATED BY FULL TEXT

52.212-5 CONTRACT TERMS AND CONDITIONS REQUIRED TO IMPLEMENT STATUTES OR
EXECUTIVE ORDERS--COMMERCIAL ITEMS (MAR 2011)

(a) The Contractor shall comply with thc following Fe\leral Acquisition Regulation (FAR) clauses, which are
incorporated inthis contract byrefere"ce, to implement provisions oflaw Or Executive orders applicable to
acquisitions. of commercial items:

(]) 52.222-50, Combating Trafficking in Persons (FEB 2009) (22 U.S.C. 7104(g)).

Altomate J(Aug 2007) of 52.222-50 (22 U.S.C. 7104(g)),

(2) 52,233-3, Protest After Award (AUG 1996) (31 U.S.C. 3553).

(3) 52.2334, Applicable Law for Breach ofContract Claim (OCT 2004) (Pub. L. 108-77, 108-78),

(b) The Contractor shall comply with the FAR clauses in this paragraph (b) that iheComracling Officer has indicated
as being incorporated in this contract by reference to implememprovisions ofJaw or Execntive orders applicable to
acquisitions of commerdal items: (Colltracting Officer check as appropriale.)

_X_ (1) 52.203-6, Restrictions on Subcontractor Sales to the Govctnmetlt(SEP 2006), with Altematc I (OCT
]995) (41 U.S.C. 253gaud 10 U.S.C. 2402).

X (2) 52.203-13, Contractor Code ofBusiness Ethics aud Conduct (APR 201O)(Pub. L. 110-252, Title VI,
Chapter I (41 U;S.C.251 nore).

__ (3) 52.2~3-15, Whistle!>lower Protect!onsunqerthe Americ(tlJRecovet)'. and Reinvestment Act of 2009 (JUN
2010) (Section 1553 ofPub. L. 111-5). (Applies to contracts fuudedbythe American Recovet)' and Reinvestment
Act of 2009.)

_ (4) 52204-10, Reporting Executive Compensation and First-Tier Subcontract Awards (JUL 2010) (Pub. L.
109'282)(31 U.S,C. 6101 note).

_ (5) 52,204-11, American Recovet)' and Reinvestment Act-Reporting Requirements (JUL 20 I0) (Pub. L.
111-5).

_X_ (6) 52.209-6, Protecting tbe Government's Interest When Snbcontracting with Contractors Dcbarred,
Suspended, or Proposed for Debarment (DEC 2010) (31 U.S.C. 610] note).

_ (7) 52.219-3, Notice ofTotal HUBZone Set-Aside or Sole-$ource Award (JAN 2011) (15 U~S.C. 657a),

_ (8) 52.219-4, Notice of Price Evalnation Preference for HUBZoneSmall Business Concerns (JAN 2011) (if
the offeror elects to waive the preference, it shall so indicate in its offer) (15 US.C. 657a).
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_ (9) [Reserved].
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_ (1 0)(1) 52.2]9-6, Notice ofTotal Small Business Set-Aside (JUNE 2003) (1 5 U.S.C. 644).

_ (il) Alternate 1 (OCT 1995) of 52.2 19"6"

_ (iii) Alternate Il (MAR 2004) of522]9-6"

_ (l1)(i) 52219-7, Notice of Partial Small Business Set-Aside (JUNE 2003) (I5 U.S.C. 644).

__ (il) Alternate I (OCT 1995) of52.2]9-7.

_(iii) Alternate II (MAR 2004) of 52219-7.

-,X_ (12) 52219-8, Utilization ofSmall Business COncerns (JAN 201 1) (15 U.S.C 637 (d)(2) and (3»)"

_ (I3)(i) 52219-9, Small Business Subcontracting Plan (JAN 201 1) (15 DB.C. 637(d)(4»).

_ (Ii) Alternate 1 (OCT 2001) of52.219-9

_"X__ (iii) Alternate TI (OCT 200]) 0[52.2]9-9.

_ (iv) Alternate m (JUL 2()] 0) of 52"~19.9.

_(14)52.219-]4, Limitations on S1)bcontracting (bEC 1996) (15D.S.C;. 637(a)(]4» .

..xc.- (]5) 52219-16, Liquidated Damages-·Sub¢ontractingPlan (JAN 1999) (15 U.S"C. 637(d)(4)(F)(i).

_ (l6)(i) 52.2]9-23, Notice of Price Evaluation Adjustment for Small Disadvantaged Business Concems (OCT
2008) (10 U.S.C 2323) (If the offeror elects to waive the adjustment, it shall so indicate in its offer).

_ (ii) Altemate I (JUNE 2003) of 52219-n

_(17) 52219-25, Small Disadvanraged Business Participation Program--Disadvantaged Status and Reporting
(DEC 20 I0) (Puh. L. 103-355, section 7102, and 10 U.S.C. 2323).

_ (18)52.2] 9-26, Small Disadvantaged.Business Participation Program-·lncentive Subcontracting (OCT 2000)
(Pub. L. 103-355, section 7102, and 10 U.S.C 2323).

_ (19) 52219-27, Notice of Total Service-Disahled Veteran-Owned Small Business Set·Aside (MAY 2004)
(U$.C 657 f}

_X_ (20) 52.219-28,. Post Award Small Business Program Rerepresentation (APR 2009) (15 U.S.C"
632(a)(2).

-eX_ (21) 52222"3, ConviCt Labor (JUNE 2003) (E.a. 11755)•

.x~ (22) 52.222-19, Child Lahor·-CoopetationwithAuthoritiesaildReriiedieS(JUL 201 0) (E"O. 13126)"

_X_ (23) 52222-21,Prollibition ofSegregated Facilities (FE131999).

_X_ (24) 52222'26, Equal Opportunity (MAR 2007) (E.O. 11246).

Nurse Advice Line - 4Rel 50



HTOOI I-I I-C-0002
_________!'lur~e~dvice Line (OCONUS)

Page 51 of 59

_X_ (25) 52.222-35, Equal Opportunity for Veterans (SEP 2010) (38 U.s.C. 4212).

_X_.. (26) 52.222-36, Afftonalive Action for Workers with Disabilities (OCT 2010) (29
U.S.C.793).

__ X_ (27) 52.222-37, EmploymentReports on Veterans (Sep 2010) (38 U.S.C. 4212).

_X_ (28) 52.222-40, Notification ofEmployee Rights Unper the National Labor Relations Act (DEC 2010) (E.O.
13496).

_X_ (29) 52.222-37, Employment Reports on Veterans (SEP 2010) (38 U.S.C. 4212).

_X_ (30) 52.222-54, Employment Eligibility Verification (JAN 2009). (Executive Order 12989). (Not applicable to
the aequisition ofcommerciaJly available off-the-shelf items or certain other types ofcommercial items as prescribed
in 22.1803.)

_ (31) (i) 52.223-9, Estimate of Percentage ofRecovered Material Content for EPA-Designated Items (MAY
2008) (42 U.S.C. 6962(c)(3)(A)(ii». (Not applicable to the acquisition ofcommercially available off-the-sbelf
items.)

_ (ii) Alternate I (MAY 2008) of 52.223-9 (42 U.S.C. 6962(i)(2)(c». (Not applicable to the acquisition of
commercially available oft,the-shelf items.)

__ (32) 52.223-15, Energy Efftciency in Energy-Consuming Products (DEC 2007) (42 U.S.C. 8259b)

_ (33)(i) 52.223-16, lEEE 1680 St>ndard for the Environmental AsseSsment of Personal Computer Products
(DEC 2007) (E.O. 13423)

_ (ii) Alternate I (DEC 2007) 01'52.223-16..

_x_ (34) 52.223-18, Contractor Policy to Ban Text Messaging whHe Driving (SEP 20 I0) (E.O. 13513).

__ (35) 52.225-1, Buy American Aet--Supplies (JUNE 2003) (41 U.S.C. lOa-IOd).

_ (36)(i) 52.225-3, Buy American Act--Free Trade Agreements--Israeli Trade Act (fUN 2009) (41 U.S.C. 10a­
lOd, 19 U.S.C. 3301 note, 19 U.S.C. 2112 note, 19 U.S.C. 3805 note, Pub. L. 108-77, 108-78, 108-286, 108-302,
109-53, 109-169, 109-283, and 110-138).

_(li) Alternate 1(JAN 2004) 0£52.225-3.

_ (iii) Alternatc II (JAN 2004) of 52.225-3.

_ (37) 52.225-5, Trade Agreements (AUG 2009) (19 U.S.C. 2501, et seq., 19 U.S.c. 3301 note).

_ (38) 52.225-13, Restrictions on Certain Foreign Purchases (JUN 2008) (B.O.'s, proclamations, and statutes
administered by the Office ofForeign Assets Control oflhe Department olthc Treasury).

~ (39) 52.226-4, Notice of Disaste(or Emergency Area Set-Aside (Nov 2007) (42 U.S.C. 5150).
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_ (40) 52.226·5, Restrictions on Subcontracting Outside Disaster or Emergency Area (Nov 2007) (42 U.s.C.
5150).

_ (41) 52.232-29, Terms for Financing ofPurchascs ofCommercialltems (FEB 2002) (41 U.S.C. 255(1), 10
U.S.C.2307(i))

_(42) 52.232-30, Instalhnent Payments fOr Commercial Items (OCT 1995) (41 U.S.c. 255(1), 10 U.S.C.
2307(1)).

_X_ (43) 52.232-33, Payment by Electronic Funds Transfer--Central ContracW Registration (OCT 2003) (31
U.S.c. 3332).

_ (44) 52.232-34, Payment by Electronic Funds Transfer-·Other than Central Contractor Registration (MAY
1999)(31 U.S.C. 3332)

_ (45) 52.232-36, Payment by Third Party (FEB 2010) (31 U,S.C. 3332).

_ (46) 52.239-1, Privacy or Security Safeguards (AUG 1996) (5 U.S.C. 552a).

_ (47)(i) 52.247-64, Preference for Privately Owned U.S.-FlagColnmercial Vessels (FEB 2006) (46 U.S.C.
Appx 1241 (b) and 10 U.S.C. 2631).

_ (ii) Alternate 1(APR 2(03) of52.247"64.

(c) The Contractor shall comply with the FAR clauses in this paragraph (c), applicable to commercial services, that
the Contracting Omcer has indicated as being incorporatcd in this contract by reference to implement provisions of
law or Executive orders applicable to acquisitions of commercial items: (Contracting Officer check as appropriate.)

_X_ (I) 52.222-41, Service Contract Act of 1965 (Nov 2(07) (41 U.S.C. 351, et seq.).

_X_ (2) 52.222-42, Statement of Equivalent Rates fOT Federal Hires (MAY 1989) (29 U.S.C. 206 and 41 U.S.C.
351, et seq.).

_X_(3) 52.222-43, FairLabor Standards Act and Service Contract Act..Price Adjustment (Multiple Year and
Option Coutracts) (SEP 2009)(29 U.S.C. 206 and 41 U.S.C. 351, et seq.).

__ (4) 52.222-44, Fair Labor Standards Act and Scrvice Contract Act--Price Adjustment (SEp 2009) (29 U.s.c.
206 and 41 U.S.C. 351, et seq.)

__ (5) 52.222-51, Exemption from AppUcation onhe Service Contract Act to Contracts for Maintenance,
Calihration, or Repair ofCertain Eqnipment-·Requircments (Nov 2(07) (41 U.S.C. 351, et seq.).

__ (6) 52.222-53, Exemption from Application ofthe Service Contract Act to Contract!; for Certain Services-·
ReqUirements (FEB 2009) (41 U.s,C. 351, et seq.).

__ (7) 52.226-6, Promoting Excess Food Donatiou to Nonprofit Organizations (Mar 2009) (Pub. L. 11O~247).

__ (8) 52.237·11, Accepting and Dispensing of$! Coin (SEP 2008)(31 U.S.C. 51!2(p)(l)).
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(d) Comptroller General Examination of Record. The ContractOr shall comply with the provisions ofthis paragraph
(d) if this contract was awal'dedusing other than sealed bid, is in excess of the simplified acquisition thrcshold, and
does not contain the clause at 52.215-2, Audit and Records--Negotiation.

(1) The Comptroller General ofthe United Slates, or an authorized representative ofthe Comptroller General, shall
h~ve access to and;rightto examine anyofthc'Contractorls:directlypertinent recol'dsinvolving transactions· related to
this colttract.

(2) TheContractnr shall make available atitsoJ'fices al all reasonable times therecords, materials, and other
evidence for examination, audit, orreproduetion,untiJ 3 years afler final payment under this contract or for any
sho*r period specified in FARSubpart 4.7, Contractor Records Retention, of the other clauses ofthis contract. If
this contract is completely or partially tenninated, the records relating to the work terminated shall be made available
for :J years afler any resulting filtal terminalion settlement. Records relating to appeals under the disputes clause or to
litigation 01' the settlemenl qfclaims arising under or relating to this contract shan be made available until such
appeals, litigation, or claims are finally resolved.

(3) As used in this clause, records include books, documents, accounting procedures and practices, and other data,
regardless of type and regardJessofform. This does bOt require the Contractor to create or maintain any record that
the Contractor does not mairitain in the ordinary -course ofbusiness or pursuant to a provision of law.

(e) (1) Notwithstanding the requirements of the clauses in paragmphs (a), (b), (c), and (d) of this clause, the
Contractor is not required to flow down any FAR clause, other than those in this paragraph (e)(l)in a subcontract for
commercial items. Unless otherwise indicated below, the extent ofthe flow down shall be as required by the
clause-

(i) 52,203-13, Contractor Code of Business Ethics and Conduct (AFR 2010) (Fub. L. 110-252, Title VI, Chapter I
(41 U.S.C. 251 note).

(ii) 52.219-8, Utilizalion of Small Business Concerns (DEC 2010) (15 U.S.c. 637(d)(2) and (3»), in an subcontracts
that offer further stlbcontractingopportunities. Ifthe SUbcontract (except sub.contracts to small business concerns)
exceeds $650,000 ($1.5 millionfor construction ofany public facility), the subcontractor must include 52.219-8 in
lower tier subcontracts that offer subcontracting opportunities.

(iii) Reserved.

(iv) 52.222-26, Equal Opportunity (MAR 2007) (E.O. I J246).

(v) 52.222-35, Equal OppOltunity for Vcterans (SE!' 2010) (38 U.S.C. 4212).

(vi) 52.222-36, Affirmative Action for Workers with Disabilities (OCT 1998) (29 U.S.C. 793).

(vii) 52.222-40, Notification ofEmpioyee Rights Under the National Labor Relations Act (DEC 2010) (EO. 13496).
Flow down required in. accordance.with paragraph (t) of FAR clause 52.222-40.

(viii) 52.222-41, Service Contract Act of 1965 (Nov 2007) (41 U.S.C. 351, et seq.).

(IX) 52.222-50, Combating Trafficking in Persons (FEB 2009) (22 U,S.C. 7104(g»).

Altemate I (AUG 2007) of 52.222-50 (22 U.S.C. 7104(g).

(x) 52.222-51, Exemption from Application of the Service Contract Act to Contracts for Mainteltance, Calibration,
or Repair ofCertain Equ.ipment--Requirements(Nov 2007) (41 U.S.C. 351, et seq.).
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(xi) 52.222-53, Exemption from Application of the Service Contract Act to Contracts for Certain Services-­
Requirements (FEB 2()()9) (41 U.S.C. 351, et seq.).

(xii) 52.222-54, Employment Eligibility Verification (JAN 20()9).

(xiii) 52.226-6, Promoting Excess Food Donation to Nonprofit Organizations. (MAR 2009) (Pub. L 110-247). Flow
down required in accordance with paragraph (e) of FAR clause 52.226·6.

(xiv) 52.247-64, Preference for Privately Owned U.s.-FlagC"mmerc1al Vessels (FEB 2006) (46 U.S.C. Appx
1241(b) and 10 U.S.C.2631). Flow down required in accordance with paragraph (d) ofFAR clause 52.247'64.

(2) Whilenotreqllired, theconttactor May include.in its slJbcontractsfor commercial items a minimal number of
additional clauses llecess.ry to satisfy itscoutractllal obligations.

(End ofclause)

52.21H OPTION TO EXTEND SERVICES (NOV 1999)

The Government may require continue.d performance ofany services within the limits and at the rates specified in the
contract. Theser.tes may be adjusted only as a result ofrevisions to prevailing labor rates provided by the Secretary
ofLabor. The option provision may be exercised mOl'. than once, but the total extension of performance hereunder
shall not exceed 6 montils, The Contracting Officer may exercise the option by written notice to the Contractor
within 30 days of contract expiratiOn.

(End of clause)

52.217-9 OPTION TO EXTEND THE TERM OF THE CONTRACT (MAR 2000)

(a) The Government may extend the term ofthis contract by wrItten notice to the Contractor within 30 days;
provided that the Govel1lll1entgives the Contractor a preliminary written notice of its int¢llt to extend at least 6() days
days before the contract expires. The preliminary notice does not commit the Government ro an extension.

(b) If the Government exercises this option, the extended contract shall be considered to include this option clause.

(c) The total dlltation ofthis contract, induding the exercise ofany options under this clause, shall not exceed five
(5)yeats and six (6) months.

(End ofclause)

252:212-7001 CONTRACT TERMS AND CONDITIONS REQUIRED TO IMPLEMENT STATUTES OR
EXECUTIVE ORDERS APPLICABLE TO DEFENSE ACQUISITIONS OF COMMERCIAL ITEMS (MAR 20 II)

(a) The Contractor agrees to comply ,'lith the tollowing.Federa!. Acquisition RegllIation (FAR) clause which, if
checked, is included in this contract by reference to impleIllent a provision oflaw applicable to acquisitions of
co:m.rnercial items or components;
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_X_ 52.203-3, Gratuities (APR1984) (10 U.S.C. 2207).

(b) The Contractor agrees to comply with any clause that is checked on the following list ofDefense FAR
Supplement clauses which, if checked, is included in this contract by reference to implement provisions of law or
Executive orders applicable to acquisitions ofcommercial items or components.

(I) _X~52.203-7000,Requirements Relating to Compensation ofFormer bob Officials (JAN 2009) (Section
847 ofPub. L. 110-181).

(2LX_ 252.205·7000, Provision of Information to Cooperative Agreement Holders (DEC 1991) (10 U.S.C.
2416).

(3) _X_ 252.219-7003, Small Business Subcontracting Plan (000 Contracts) (OCT 20 i0) (15 U.S.C. 637).

(4) _ 252.219-7004, Small Business Subcontracting Plan (Test Program) (JAN 2011) (15 U.S.C. 637 note).

(5)(i) _X_ 252.225-7001, Buy American Act and Balance of Payments Program (JAN 2009) (41 U.S.C. lOa-lOd,
E.O. 10582).

(6) __ 252.225·7008, Restriction on Acquisition of Specialty Metals (JUL 2009) (10 U.S.C. 2533b).

(7)__252225.7009, Restriction on Acquisition of Certain Articles Containing Specialty Mctals (JAN 201 I) (10
U.S.C.2533b).

(8) __ 252.225-7012, Preference for Certain DomesticCommddities{JUN2010) (10 U.S.C. 2533.).

(9) __ 252.225'7015, Restriction on Acquisition ofHand or MeasurihgTools (JUN 2005) (10 U.S.C.
2533a).

(10) __ 252.225·7016, Restriction on Acquisition ornall and Roller Bearings (DEC 2010) (Section 8065 of
Public Law 107-117 and the same restrietion in silbsequent 000 appropriations acts).

(ll) lei) _ 252.225·7021, Trade Agreements (NOV 2009) (19 U.S.C. 2501·2518 and 19 U.S.C. 3301 note).

(ii) _ Allemate I (SEP 2008)

(12) __ 252.225-7027, Restriction on Contingent Fees for Foreign Military Sales (APR 2003) (22 U.S.C.
2779).

(13) __ 252.225·7028, Exclusionary Policies and Practices of Foreign Governments (APR 2003) (22 U.S.C.
2755).

(l4)(i)__ 252.225~7036,Buy American Act·-Free Trade Agreements-Balance of Payments Program (DEC
2010) (41 U.S.c. 10a·lOd and 19U.S.C. 3301 note).

(ii)_ Aitem~te I (JUL 2009)or252.225-7036.
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(15) __ 252.225-7038, Restriction on Acquisition of Air Circuit Breakers (JUN 2005) (10 U.S.C.
2534(a)(3)).

(16) _X_252.226-700I, Utilization oflndian Organizations, Indian-Owned Economic Enterprises, and Native
Hawaiian Small Business Concerns (SEP2004) (Section 8021 of Public Law 107-248 and similar sections in
subsequent DoD appropriations acts).

(t7) _X_ 252.227-7015, Tecirnical Data--Commercial Items (MAR 2011) (10 U.S.c. 2320).

(18) __ 252.227-7037, Validation ofRestrictive Markings on Technical Data (SEP 1999) (10 U.S.C. 2321).

(19) _X_252.232"7003,Electrooic Submission ofPayment Requests and Receiving Reports (MAR 2008) (10
U.S.C.2227).

(20) __ 252.237-7019, TraiOingforContractor PersonneUriteraeting with Detainees (SBP 2006) (Section 1092
ofPuhlicLaw 108-375).

(22) _X_ 252.243-7002, Requests for Equitable Adjnstment (MAR 1998) (10 U.S.C. 2410).

(24)__ 252.247-7003, Pass,Through of Motor Carrier Fuel Surcharge Adjustment to the Cost Bearer (SEP 2010)
(Section 884 of Public Law 110-417).

(25)(i) _ 252.247-7023, Transportation of Supplies by Sea (MAY 2002) (10 U.S.C. 2631).

(ii)_ A]ternate 1(MAR 2000) of252.247-7023.

(iii) __ Altemate J1 (MAR 2000) of252.247-7023.

(iv) __ Alternate HI (MAY 2002) of252.247-7023.

(26) __ 252,247-7024, Notification ofTransportation of Supplies by Sea(MAR 2000) (10 U.S.c. 2631).

(c) In addition to the clauses listed in paragraph <e) ofthe Contract TermS and Conditions Required to Implement
Statutes or.Executive Qrders""CommercialItems clause of this cOlltract (FAR 52.212-5), the Contractor shall include
the terms ofthe followingcl~U$es, ifapplicab1e, in subcontracts for commercial items or commercial components,
awarded at any tier under this contract:

(I) 252.237-7010, Prohihition on Interrogation of Detainees by Contractor Personnel (NOV 2(10) (Section 1038 of
Pub. L. 1I 1-84).

(2) 252.237-70]9, Training for Contractol' Personnel Interacting with Detainees (SBP 2006) (Section ]092 ofPublic
Law 108·375).

(3) 252.247-7003, Pass-Thtough ofMotor Carrier Fuel Surcbarge Adjustment to the Cost Bearer (SEP 20I0)
(Section 884 ofPublic Law 110-417).
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(4) 252247-7023, Transportation of Supplies by Sea (MAY 2002) (10 U.S.C. 263 I).

(5) 252.247-7024, Notification ofTransportation ofSupplies by Sea (MAR 2000) (10 U.S.C. 2631).

(End ofclause)

252.247-7023 TRANSPORTATION OF SUPPLIES BY SEA (MAY 2002) ALTERNATE III (MAY 2002)

(a) Definitions. As used in this clause--

(I) "Components" means articles, materials, and supplies incorporated directly into end products at any level of
manufacture, fabrication,or assembly by the Contractor or any subcontractor.

(2) "Department ofDefense" (DoD) means the Anny, Navy, Air Force, Marine Corps, and defense agencies.

(3) "Foreign flag vessel" means any vessel that is Ilota U.S.-flag vessel.

(4) "Oceantransportationlt means any transportation aboard a ship, vessell boat,. barge, or ferry through international
waters.

(5) "Subcontractor"means a sllpplier, materialman, distributor, or vendor at any level below the prime contractor
whose contractual obligation to perfonn results from, or is conditioned upon, award of the prime contract and who is
performing any p'11"t ofthe work or other requirement oftbe prime contract.

(6) "Sllpplies" means all.property,e"ceptland.'and interests in land, that is clearly identifiable for eventual lise by or
own.ed by the DoD at the tilne oftransportation by sea.

(I) An item is clearly idemifiable·for evenltial'use by the DoD if; for example, the contract documentation contains a
referehce to a DoD contract nllmber or a military destination.

(ii) "Supplies" includes (but is not limited to) public works; buildings and facilities; ships; floating equipment and
vessels of every ch.aracter, type, and description; with parts, subassemblies; accessori.es, and equipmenr; machine
tools; material; equipment; stores of an kinds; end items; construction materials; and components of the foregoing.

(1) "U.S.-flag vessel" means a vesselofthe United States or belonging to the United States, including any vessel
registered or havillg national status under the laws of the United States.

(b)(1) The Contractor shall use U.S.-flag vessels when transporting any supplies by sea under this eontrac!.

(2) A subcontractor transportiug supplies by sea under this contract shall use U.S.-flag vessels if--

(I) This contract is a construction contract; or

(ii) ThesuppHes being transported are--

(A) Noncommercial itelns; or

(B) Commercial itemsthat--

(1) The Contractods reseJlingQrdistributin~ tothe Govemmentwithoutadding value (generally, the Contractor
does not add value.!o itemstl,at it contracts for fo.b. destiuation shipment);
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(2) Are shipped in direct support of U.S. military contingency operations, exercises, or forces deployed in
humanitarian or peacekeeping operations; or

(3) Are commissary or exchange cargoes transported outside ofthe Defense Transportation System in accordance
with 10 U.S.C 2643.

(c) The Contractor and its subcontractors may request that the Contracting Officer authorize shipment in foreign-flag
vessels. or designate available U.s,~flag vessels, jf the Contractor or a subcontractor believes that ~~

(I) U.S.-flag vessels <trenot available for timely shipment;

(2) The freight charges are itlordinately excessive or unreasonable; or

(3) Freight charges ate higher than charges toptivatepersons for transportation onike goods.

(d) The Contractor must submit any request for use ofother than U.S.•flag vessels in writing to the Contracting
Omcer at least 45 days prior to the sailing date necessary to meet its delivery schedules. The Contracting Officer
will process requests submitted after such daters) as expeditiously as possible, but the Contracting Omeer's failure to
grant approvals to meet the shipper's salling date will not ofitself constitute a compensable delay under this or any
other clause ofthis contract. Requests shall contain at a minimum ••

(1) Type, weight, and cube ofcargo;

(2) ReqUired shipping date;

(3) Special handling and discharge requirements;

(4) Loading and discharge points;

(5) Name ofshipper and consignee;

(6) Prime contract number; and

(7) A documented description ofefforts made to secure U.S.-flag vessels, including points of contact (with names
and telephone numbers) with at least two U.S.-flag carriers contacted. Copies oftelephone notes, telegraphic and
facsimile message or letters will be sufficient for this purpose.

(e) The Contractor shall, within 30 days after each shipment covered by tbis clause. provide the ContraCting Officer
ai,d the Maritime Administration, Omce of Cargo Preterence, U.S. Department of Transportation, 400 Seventh
Street SW., WaShington, DC 20590, one copy ofthe rated on board vessel operatingcaITier's ocean bill of lading,
which shall contain the following information:

(l)Prime contract number;

(2) Name ofvesse];

(3) Vessel flag of registry;

(4) Date ofloading;

(5) Port of loading;

(6) Port of final discharge;
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(7) Description of commodity;

(8) Gross weight in pounds and cubic feet ifavailable;

(9) Total ocean freight in U.S. dollars; and

(10) Name ofthe steamship company_

(t) Th¢ ContraclOr shall insert the substanceofthis clause, including this paragraphCt)' in subcontracts that are for a
type ofsupplies described in paragraph (b)(2) ofthis clause.

(Bnd of clause)
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