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Offeror Guidelines
This Exhibit 2.1.4 (Cross-Functional Services Solution) contains an outline of key topic areas that Offeror is required to address as part of its response to the SIPA Digital Government Services ITN.  The response shall include a thorough description of the solution and overall approach to implementing and performing the Services.
Offeror Instructions
1. Offeror shall modify the electronic version of this Exhibit to respond to the requirements herein.
2. Offeror shall modify the Exhibit by completing all sections within this document.  Offeror shall refrain from modifying section titles or removing sections.
3. Although the sections are related, the Offeror should refrain from repeating responses in subsequent sections.  Be sure to tailor the response for each section specific to the request in that section.
4. Offeror may remove the SIPA-provided guidance (i.e., the italicized text) with each section.
5. Offeror need not restate the requirements from Exhibit 2.1.1 (Cross-Functional Services Statement of Work) rather it should articulate how its unique solution shall perform the services.
6. Offeror shall include materials specific to its solution for this SIPA Digital Government Services ITN.  The Offeror shall refrain from providing “marketing materials” and background information already provided to SIPA or otherwise available in the public domain.
7. The response to this Exhibit is limited to 20 pages, exclusive of cover page, these guidelines and instructions, and the table of contents.  
8. The Offeror shall return the completed file as part of its overall response to the SIPA Digital Government Services ITN, in accordance with the submission and file naming requirements indicated in Section 3.5 of the ITN Solicitation. 
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[bookmark: _Toc67754622][bookmark: _Toc97196745][bookmark: _Toc71687794]CROSS-FUNCTIONAL SOLUTION OVERVIEW
The functional areas below reference sections of Exhibit 2.1.1 (Cross-Functional Service Statement of Work).  The Offeror should review the sections of that Exhibit before responding to each functional area.  Capitalized terms in this document may refer to section headings in the Statement of Work.
This section shall contain an overview of Offeror’s Cross-Functional Services solution.  This section should begin with an overall view of the solution and operational approach to meeting the requirements contained in the Cross-Functional Services Statement of Work.  The Offeror need not demonstrate its understanding of ITIL functional areas; rather it should articulate how they shall perform the services, with specific attention drawn to the focus areas of each section.

[bookmark: _Toc97196746]Processes
In the space below, Offeror shall describe how its solution for providing the Processes Services shall meet the requirements in Section 2.1 of Exhibit 2.1.1 (Cross-Functional Services Statement of Work).  

[bookmark: _Toc470633481][bookmark: _Toc508608141][bookmark: _Toc488137500][bookmark: _Toc67754624][bookmark: _Toc97196747]Documentation
In the space below, Offeror shall describe how its solution for providing the Documentation Services shall meet the requirements in Section 2.2 Exhibit 2.1.1 (Cross-Functional Services Statement of Work).  

[bookmark: _Toc97196748][bookmark: _Toc443558395]Training and Education
[bookmark: _Toc478156318][bookmark: _Toc478156562][bookmark: _Toc478156893][bookmark: _Toc478157137][bookmark: _Toc478156319][bookmark: _Toc478156563][bookmark: _Toc478156894][bookmark: _Toc478157138][bookmark: _Toc478156443][bookmark: _Toc478156687][bookmark: _Toc478157018][bookmark: _Toc478157262][bookmark: _Toc478157264]In the space below, Offeror shall describe how its solution for providing the Training and Education Services shall meet the requirements in Section 2.3 of Exhibit 2.1.1 (Cross-Functional Services Statement of Work).  

[bookmark: _Toc67754627][bookmark: _Toc97196749]SIPA Portal
[bookmark: _Toc67664720][bookmark: _Toc67664889][bookmark: _Toc67664721][bookmark: _Toc67664890][bookmark: _Toc67664722][bookmark: _Toc67664891][bookmark: _Toc478732726][bookmark: _Toc478732750][bookmark: _Toc478732793][bookmark: _Toc478732939][bookmark: _Toc478733019][bookmark: _Toc478733056][bookmark: _Toc478733358][bookmark: _Toc67754628]In the space below, Offeror shall describe how its solution for providing the SIPA Portal Services shall meet the requirements in Section 3.1 of Exhibit 2.1.1 (Cross-Functional Services Statement of Work).  

[bookmark: _Toc97196750]Service Catalog Management
[bookmark: _Toc478732752][bookmark: _Toc478732941][bookmark: _Toc67754629]In the space below, Offeror shall describe how its solution for providing the Service Catalog Management Services shall meet the requirements in Section 3.2 of Exhibit 2.1.1 (Cross-Functional Services Statement of Work).  

[bookmark: _Toc97196751]Incident Management
[bookmark: _Toc67754630]In the space below, Offeror shall describe how its solution for providing the Incident Management Services shall meet the requirements in Section 4.1 of Exhibit 2.1.1 (Cross-Functional Services Statement of Work).  

[bookmark: _Toc97196752]Problem Management
In the space below, Offeror shall describe how its solution for providing the Problem Management Services shall meet the requirements in Section 4.2 of Exhibit 2.1.1 (Cross-Functional Services Statement of Work).  

[bookmark: _Toc67754632][bookmark: _Toc97196753]Information Security Management
[bookmark: _Toc478157273][bookmark: _Toc67664728][bookmark: _Toc67664897][bookmark: _Toc67664729][bookmark: _Toc67664898][bookmark: _Toc67664730][bookmark: _Toc67664899][bookmark: _Toc67664731][bookmark: _Toc67664900][bookmark: _Toc67664732][bookmark: _Toc67664901][bookmark: _Toc67664733][bookmark: _Toc67664902][bookmark: _Toc67664734][bookmark: _Toc67664903][bookmark: _Toc67664735][bookmark: _Toc67664904][bookmark: _Toc67664736][bookmark: _Toc67664905][bookmark: _Toc67664737][bookmark: _Toc67664906][bookmark: _Toc67664738][bookmark: _Toc67664907][bookmark: _Toc67664739][bookmark: _Toc67664908][bookmark: _Toc67664740][bookmark: _Toc67664909][bookmark: _Toc67664741][bookmark: _Toc67664910][bookmark: _Toc67664742][bookmark: _Toc67664911][bookmark: _Toc67664743][bookmark: _Toc67664912][bookmark: _Toc67664744][bookmark: _Toc67664913][bookmark: _Toc67664745][bookmark: _Toc67664914][bookmark: _Toc67664746][bookmark: _Toc67664915][bookmark: _Toc67664747][bookmark: _Toc67664916][bookmark: _Toc67664748][bookmark: _Toc67664917][bookmark: _Toc67664749][bookmark: _Toc67664918][bookmark: _Toc67664750][bookmark: _Toc67664919][bookmark: _Toc67664751][bookmark: _Toc67664920][bookmark: _Toc67664752][bookmark: _Toc67664921][bookmark: _Toc67664753][bookmark: _Toc67664922][bookmark: _Toc67664754][bookmark: _Toc67664923][bookmark: _Toc67664755][bookmark: _Toc67664924][bookmark: _Toc67664756][bookmark: _Toc67664925][bookmark: _Toc67664757][bookmark: _Toc67664926][bookmark: _Toc67664758][bookmark: _Toc67664927][bookmark: _Toc67664759][bookmark: _Toc67664928][bookmark: _Toc67664760][bookmark: _Toc67664929][bookmark: _Toc67664761][bookmark: _Toc67664930][bookmark: _Toc67664762][bookmark: _Toc67664931][bookmark: _Toc67664763][bookmark: _Toc67664932][bookmark: _Toc67664764][bookmark: _Toc67664933][bookmark: _Toc67664765][bookmark: _Toc67664934][bookmark: _Toc67664766][bookmark: _Toc67664935][bookmark: _Toc67664767][bookmark: _Toc67664936][bookmark: _Toc67664768][bookmark: _Toc67664937][bookmark: _Toc67664769][bookmark: _Toc67664938][bookmark: _Toc67664770][bookmark: _Toc67664939][bookmark: _Toc67754633][bookmark: _Toc478732757][bookmark: _Toc478732946]In the space below, Offeror shall describe how its solution for providing the Information Security Management Services shall meet the requirements in Section 4.3 of Exhibit 2.1.1 (Cross-Functional Services Statement of Work).  

[bookmark: _Toc67664774][bookmark: _Toc67664943][bookmark: _Toc67664775][bookmark: _Toc67664944][bookmark: _Toc478157281][bookmark: _Toc481426904][bookmark: _Toc481426963][bookmark: _Toc481569978][bookmark: _Toc67754637][bookmark: _Toc97196754]Request Management and Fulfillment
[bookmark: _Toc67664778][bookmark: _Toc67664947][bookmark: _Toc67664779][bookmark: _Toc67664948][bookmark: _Toc67664780][bookmark: _Toc67664949][bookmark: _Toc67664781][bookmark: _Toc67664950][bookmark: _Toc67664782][bookmark: _Toc67664951][bookmark: _Toc67664783][bookmark: _Toc67664952][bookmark: _Toc67664784][bookmark: _Toc67664953][bookmark: _Toc67664785][bookmark: _Toc67664954][bookmark: _Toc67664786][bookmark: _Toc67664955][bookmark: _Toc67664787][bookmark: _Toc67664956][bookmark: _Toc67664788][bookmark: _Toc67664957][bookmark: _Toc67664789][bookmark: _Toc67664958][bookmark: _Toc67664790][bookmark: _Toc67664959][bookmark: _Toc67664791][bookmark: _Toc67664960][bookmark: _Toc67664792][bookmark: _Toc67664961][bookmark: _Toc67664793][bookmark: _Toc67664962][bookmark: _Toc38876641][bookmark: _Toc478732736][bookmark: _Toc478732760][bookmark: _Toc478732803][bookmark: _Toc478732949][bookmark: _Toc478733029][bookmark: _Toc478733066][bookmark: _Toc478733369][bookmark: _Toc478966945][bookmark: _Toc478966991][bookmark: _Toc478970504][bookmark: _Toc481268372][bookmark: _Toc481426794][bookmark: _Toc481426907][bookmark: _Toc481426966][bookmark: _Toc481569981][bookmark: _Toc478732761][bookmark: _Toc478732950][bookmark: _Toc67754638]In the space below, Offeror shall describe how its solution for providing the Request Management and Fulfillment Services shall meet the requirements in Section 4.4 of Exhibit 2.1.1 (Cross-Functional Services Statement of Work).  

[bookmark: _Toc97196755]Change Management
[bookmark: _Toc67754639]In the space below, Offeror shall describe how its solution for providing the Change Management Services shall meet the requirements in Section 4.5 of Exhibit 2.1.1 (Cross-Functional Services Statement of Work).  

[bookmark: _Toc97196756]Service Asset and Configuration Management 
[bookmark: _Toc67664796][bookmark: _Toc67664965][bookmark: _Toc67664797][bookmark: _Toc67664966][bookmark: _Toc67664798][bookmark: _Toc67664967][bookmark: _Toc67664799][bookmark: _Toc67664968][bookmark: _Toc67664800][bookmark: _Toc67664969][bookmark: _Toc67664801][bookmark: _Toc67664970][bookmark: _Toc478732738][bookmark: _Toc478732762][bookmark: _Toc478732805][bookmark: _Toc478732951][bookmark: _Toc478733031][bookmark: _Toc478733068][bookmark: _Toc478733372][bookmark: _Toc478966948][bookmark: _Toc478966994][bookmark: _Toc478970507][bookmark: _Toc481268375][bookmark: _Toc481426797][bookmark: _Toc481426910][bookmark: _Toc481426969][bookmark: _Toc481569984][bookmark: _Toc481871874][bookmark: _Toc481961217][bookmark: _Toc481966616][bookmark: _Toc482569882][bookmark: _Toc483161466][bookmark: _Toc483254277][bookmark: _Toc483991207][bookmark: _Toc484598721][bookmark: _Toc484712794][bookmark: _Toc485043140][bookmark: _Toc485043240][bookmark: _Toc488137013][bookmark: _Toc488137101][bookmark: _Toc67664802][bookmark: _Toc67664971][bookmark: _Toc67664803][bookmark: _Toc67664972][bookmark: _Toc67664804][bookmark: _Toc67664973][bookmark: _Toc67664805][bookmark: _Toc67664974][bookmark: _Toc67664806][bookmark: _Toc67664975][bookmark: _Toc67664807][bookmark: _Toc67664976][bookmark: _Toc67664808][bookmark: _Toc67664977][bookmark: _Toc67664809][bookmark: _Toc67664978][bookmark: _Toc67664810][bookmark: _Toc67664979][bookmark: _Toc67664811][bookmark: _Toc67664980][bookmark: _Toc67664812][bookmark: _Toc67664981][bookmark: _Toc67664813][bookmark: _Toc67664982][bookmark: _Toc67664814][bookmark: _Toc67664983][bookmark: _Toc67664815][bookmark: _Toc67664984][bookmark: _Toc67664816][bookmark: _Toc67664985][bookmark: _Toc67664817][bookmark: _Toc67664986][bookmark: _Toc67664818][bookmark: _Toc67664987][bookmark: _Toc67664819][bookmark: _Toc67664988][bookmark: _Toc67664820][bookmark: _Toc67664989][bookmark: _Toc67664821][bookmark: _Toc67664990][bookmark: _Toc67664822][bookmark: _Toc67664991][bookmark: _Toc67664823][bookmark: _Toc67664992][bookmark: _Toc67664824][bookmark: _Toc67664993][bookmark: _Toc67664825][bookmark: _Toc67664994][bookmark: _Toc67664826][bookmark: _Toc67664995][bookmark: _Toc67664827][bookmark: _Toc67664996][bookmark: _Toc67664828][bookmark: _Toc67664997][bookmark: _Toc67664829][bookmark: _Toc67664998][bookmark: _Toc67664830][bookmark: _Toc67664999][bookmark: _Toc67664831][bookmark: _Toc67665000][bookmark: _Toc67664832][bookmark: _Toc67665001][bookmark: _Toc67664833][bookmark: _Toc67665002][bookmark: _Toc67664834][bookmark: _Toc67665003][bookmark: _Toc67664835][bookmark: _Toc67665004][bookmark: _Toc67664836][bookmark: _Toc67665005][bookmark: _Toc67664837][bookmark: _Toc67665006][bookmark: _Toc67664838][bookmark: _Toc67665007][bookmark: _Toc67664839][bookmark: _Toc67665008][bookmark: _Toc67664840][bookmark: _Toc67665009][bookmark: _Toc67664841][bookmark: _Toc67665010][bookmark: _Toc478157286][bookmark: _Toc67664842][bookmark: _Toc67665011][bookmark: _Toc67664843][bookmark: _Toc67665012][bookmark: _Toc67664844][bookmark: _Toc67665013][bookmark: _Toc67664845][bookmark: _Toc67665014][bookmark: _Toc67664846][bookmark: _Toc67665015][bookmark: _Toc67664847][bookmark: _Toc67665016][bookmark: _Toc67664848][bookmark: _Toc67665017][bookmark: _Toc67664849][bookmark: _Toc67665018][bookmark: _Toc67664850][bookmark: _Toc67665019][bookmark: _Toc67664851][bookmark: _Toc67665020][bookmark: _Toc67664852][bookmark: _Toc67665021][bookmark: _Toc67664853][bookmark: _Toc67665022][bookmark: _Toc67664854][bookmark: _Toc67665023][bookmark: _Toc67664855][bookmark: _Toc67665024][bookmark: _Toc67664856][bookmark: _Toc67665025][bookmark: _Toc67664857][bookmark: _Toc67665026][bookmark: _Toc67664858][bookmark: _Toc67665027][bookmark: _Toc67664859][bookmark: _Toc67665028][bookmark: _Toc67664860][bookmark: _Toc67665029][bookmark: _Toc67664861][bookmark: _Toc67665030][bookmark: _Toc67664862][bookmark: _Toc67665031][bookmark: _Toc478156469][bookmark: _Toc478156713][bookmark: _Toc478157044][bookmark: _Toc478157288][bookmark: _Toc478156470][bookmark: _Toc478156714][bookmark: _Toc478157045][bookmark: _Toc478157289][bookmark: _Toc478156471][bookmark: _Toc478156715][bookmark: _Toc478157046][bookmark: _Toc478157290][bookmark: _Toc478156472][bookmark: _Toc478156716][bookmark: _Toc478157047][bookmark: _Toc478157291][bookmark: _Toc478156474][bookmark: _Toc478156718][bookmark: _Toc478157049][bookmark: _Toc478157293][bookmark: _Toc478156475][bookmark: _Toc478156719][bookmark: _Toc478157050][bookmark: _Toc478157294][bookmark: _Toc478156476][bookmark: _Toc478156720][bookmark: _Toc478157051][bookmark: _Toc478157295][bookmark: _Toc478156477][bookmark: _Toc478156721][bookmark: _Toc478157052][bookmark: _Toc478157296][bookmark: _Toc478156478][bookmark: _Toc478156722][bookmark: _Toc478157053][bookmark: _Toc478157297][bookmark: _Toc478156479][bookmark: _Toc478156723][bookmark: _Toc478157054][bookmark: _Toc478157298][bookmark: _Toc478156481][bookmark: _Toc478156725][bookmark: _Toc478157056][bookmark: _Toc478157300][bookmark: _Toc478156482][bookmark: _Toc478156726][bookmark: _Toc478157057][bookmark: _Toc478157301][bookmark: _Toc478156483][bookmark: _Toc478156727][bookmark: _Toc478157058][bookmark: _Toc478157302][bookmark: _Toc478156484][bookmark: _Toc478156728][bookmark: _Toc478157059][bookmark: _Toc478157303][bookmark: _Toc478156485][bookmark: _Toc478156729][bookmark: _Toc478157060][bookmark: _Toc478157304][bookmark: _Toc478156486][bookmark: _Toc478156730][bookmark: _Toc478157061][bookmark: _Toc478157305][bookmark: _Toc478156487][bookmark: _Toc478156731][bookmark: _Toc478157062][bookmark: _Toc478157306][bookmark: _Toc478156494][bookmark: _Toc478156738][bookmark: _Toc478157069][bookmark: _Toc478157313][bookmark: _Toc478156498][bookmark: _Toc478156742][bookmark: _Toc478157073][bookmark: _Toc478157317][bookmark: _Toc478156499][bookmark: _Toc478156743][bookmark: _Toc478157074][bookmark: _Toc478157318][bookmark: _Ref315784120][bookmark: _Toc287086808][bookmark: _Toc289618647][bookmark: _Toc443558408][bookmark: _Toc478732765][bookmark: _Toc478732954][bookmark: _Toc67754640]In the space below, Offeror shall describe how its solution for providing the Service Asset and Configuration Management Services shall meet the requirements in Section 4.6 of Exhibit 2.1.1 (Cross-Functional Services Statement of Work).  

[bookmark: _Toc97196757][bookmark: _Toc478157320]IT Service Continuity Management  
[bookmark: _Toc478732767][bookmark: _Toc478732956][bookmark: _Toc67754641]In the space below, Offeror shall describe how its solution for providing the IT Service Continuity Management Services shall meet the requirements in Section 4.7 of Exhibit 2.1.1 (Cross-Functional Services Statement of Work).  

[bookmark: _Toc97196758]Project Management
[bookmark: _Toc67664865][bookmark: _Toc67665034][bookmark: _Toc67664866][bookmark: _Toc67665035][bookmark: _Toc67664867][bookmark: _Toc67665036][bookmark: _Toc67664868][bookmark: _Toc67665037][bookmark: _Toc67664869][bookmark: _Toc67665038][bookmark: _Toc67664870][bookmark: _Toc67665039][bookmark: _Toc67664871][bookmark: _Toc67665040][bookmark: _Toc67664872][bookmark: _Toc67665041][bookmark: _Toc67664873][bookmark: _Toc67665042][bookmark: _Toc67664874][bookmark: _Toc67665043][bookmark: _Toc67664875][bookmark: _Toc67665044][bookmark: _Toc67664876][bookmark: _Toc67665045][bookmark: _Toc67664877][bookmark: _Toc67665046][bookmark: _Toc67553418][bookmark: _Toc67664878][bookmark: _Toc67665047][bookmark: _Toc67754642][bookmark: _Toc478732769][bookmark: _Toc478732958]In the space below, Offeror shall describe how its solution for providing the Project Management Services shall meet the requirements in Section 4.8 of Exhibit 2.1.1 (Cross-Functional Services Statement of Work).  

[bookmark: _Toc95799344][bookmark: _Toc67754643][bookmark: _Toc97196759][bookmark: _Toc443558409]Operational Intelligence
[bookmark: _Toc478157325][bookmark: _Toc478156507][bookmark: _Toc478156751][bookmark: _Toc478157082][bookmark: _Toc478157327][bookmark: _Toc478156511][bookmark: _Toc478156755][bookmark: _Toc478157086][bookmark: _Toc478157331][bookmark: _Toc478156513][bookmark: _Toc478156757][bookmark: _Toc478157088][bookmark: _Toc478157333][bookmark: _Toc478156514][bookmark: _Toc478156758][bookmark: _Toc478157089][bookmark: _Toc478157334][bookmark: _Toc478732770][bookmark: _Toc478732959][bookmark: _Toc67754644]In the space below, Offeror shall describe how its solution for providing the Operational Intelligence Services shall meet the requirements in Section 5.1 of Exhibit 2.1.1 (Cross-Functional Services Statement of Work).  

[bookmark: _Toc97196760][bookmark: _Toc478157336]Service Level Management
[bookmark: _Toc478157337][bookmark: _Toc478157338][bookmark: _Toc478156518][bookmark: _Toc478156762][bookmark: _Toc478157093][bookmark: _Toc478157340][bookmark: _Toc478156525][bookmark: _Toc478156769][bookmark: _Toc478157100][bookmark: _Toc478157347][bookmark: _Toc478156536][bookmark: _Toc478156780][bookmark: _Toc478157111][bookmark: _Toc478157358][bookmark: _Toc478156537][bookmark: _Toc478156781][bookmark: _Toc478157112][bookmark: _Toc478157359][bookmark: _Toc478156539][bookmark: _Toc478156783][bookmark: _Toc478157114][bookmark: _Toc478157361][bookmark: _Toc478156548][bookmark: _Toc478156792][bookmark: _Toc478157123][bookmark: _Toc478157370][bookmark: _Toc478156549][bookmark: _Toc478156793][bookmark: _Toc478157124][bookmark: _Toc478157371][bookmark: _Toc478732771][bookmark: _Toc478732960][bookmark: _Toc67754645]In the space below, Offeror shall describe how its solution for providing the Service Level Management Services shall meet the requirements in Section 5.2 of Exhibit 2.1.1 (Cross-Functional Services Statement of Work).  
The Offeror shall describe what reporting tools shall be used to report on the Critical Service Levels and Key Measurements in Exhibit 3.2 (Service Level Definitions).  

[bookmark: _Toc97196761][bookmark: _Toc478157373]IT Financial Management
In the space below, Offeror shall describe how its solution for providing the IT Financial Management Services shall meet the requirements in Section 5.3 of Exhibit 2.1.1 (Cross-Functional Services Statement of Work).  




ITN Solicitation No. 22-001		Page 1 of 3
