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C.6
.1  Central Mailroom.   The contractor shall operate a central  mailroom to provide services for redirected personal and official mail, post locator services, and directory mail services.   Unless otherwise  specified, hours of operation are 0800 to 1630, Monday through Friday, and from 9:00 a.m. through 4:00 p.m. on Saturday, excluding legal holidays. All mailroom personnel shall have a SECRET security clearance prior to performing duty in the mailroom. Unless otherwise specified as government furnished, the Contractor shall furnish all supplies and equipment required to perform the services listed below.  The Contractor shall comply with all the publications, policies and procedures contained in the Technical Exhibits (TE) applicable to the functions described below. The Contractor shall develop plans and procedures for each functional area cited below and provide them to the Government for review and acceptance within 60 days after contract performance start date.  

C.6.1.1
tc “C.6.1
CENTRAL MAIL ROOM”  Tasks:  The contractor shall:


a. Scan incoming mail on a daily basis.  Mail suspected of being dangerous to persons or property shall be reported immediately to the Military Police Office. 

b.  Receive, sort, meter and distribute official mail (accountable and non-accountable).  



c.  Receive, sort, and distribute redirected non-accountable personal mail addressed to unit mailrooms.

d.  Receipt for accountable mail from USPS. 

e.  Receive non-accountable mail from USPS and units.

f.  Receive from the United States Postal Service (USPS) personal and official mail not addressed to private residences on Fort Irwin.  

g.  Pre-sort mail to the appropriate zip plus four addresses and put in mailboxes. 

h.  Surrender personal and official mail to authorized mail clerks who have a valid DD Form 285, Appointment of Military Postal Clerk, Unit Mail Clerk and those personnel who have authorized mailboxes. All personnel must have a valid Secret Security Clearance and be identified on the Installation Access Roster. 

i.  Verify that the DD Form 285 card specifically states that an individual is authorized to receipt for personal and official mail.  

j.  Surrender personal mail to the mail clerk from building 306 between the hours of 10:00 a.m. and 12:00 noon Monday through Saturday, excluding legal holidays.  

k.  Receive redirected personal and official mail from the USPS between the hours of 8:00 a.m. to 10:00 a.m. daily, Monday through Saturday.  

l.  Surrender rerouted and outbound mail, including accountable mail, to the USPS between the hours of 1:00 p.m. to 3:30 p.m.  

m.  Outbound official mail received after 3:30 p.m. on Friday or outbound mail received on Saturday morning shall be processed and delivered to the USPS no later than 12:00 noon Saturday. 

n.  Registered mail shall be prepared and available for distribution to USPS not later than 1:00 p.m., Monday through Friday, and 12:00 noon on Saturday, legal holidays excluded.  

o.  Prevent entry to the mailroom by personnel other than authorized contractor mailroom personnel, USPS personnel, the designated COR/ACOR, and technical monitors.  

p.  Allow unit mail clerks side door entry for the sole purpose of pick-up/drop off of redirected personal overflow mail.  Their entry shall be restricted to a 6 x 6 area immediately inside the side door.  Under no circumstances shall these individuals be left unattended.

q.  Receive, open, sort and distribute consolidated mail.   

r.  Dispatch mail from the installation utilizing the most cost efficient methods such as Consolidated Mailings to single address location, utilization of the proper size envelopes, and presorting by 9 digit zip code sequence. Control and restrict the use of registered, certified or insured mail in accordance with the regulation specified in section C.8.   
s. Collect incoming official mail received from designated drop boxes periodically during the day. 

t.  Accept and collect mail from customers.


(1) Have a mail room individual available to assist customers at the customer service window during the hours of 8:00 a.m. to 4:00 p.m., Monday through Friday, and 9:00 a.m. to 12:00 noon on Saturday.


(2) Accept non-accountable official mail at the mailroom customer service window from walk‑in customers.  


(3) Provide guidance to customer on correct packaging and addressing information in accordance with postal regulations. Ensure customer makes corrections before accepting.

u.  Collect accountable mail only at the mailroom customer service window.  


(1) Process accountable mail in accordance with postal regulations.  


(2) Fill out Postal Service (PS) Form 3883 or PS Form 3849 in accordance with postal regulations.  


(3) Secure accountable mail in a Government approved safe until delivered to post office.

v.  Distribute accountable mail to authorized mail account holders at the mailroom customer service window only.  


(1) Check the PS Form 3801 for person picking up accountable mail to verify authorization.  Complete PS Form 3883 or PS Form 3849.  


(2) Obtain signature of person picking up accountable mail on form and in daily log.  The forms shall be maintained in accordance with the regulations cited in section C.8. 



(3) Verify signatures on PS Form 3801 and file all receipt forms.

w.  Distribute and place official and redirected personal mail in the appropriate unit mailbox assigned under the NTC Zip Plus Four correspondence distribution scheme.  


(1) Hand sort all flats and parcels, as required.  


(2) Place incoming official or re-directed personal mail that does not fit in an agencies primary mail box in overflow front load boxes numbered 105141 through 105186.  

x.  Provide for mail pick-up by unit mail clerks by 10:00 a.m. Monday through Friday and by 11:00 a.m. on Saturdays. Advise the Government in writing when unit mail clerks fail to pick-up redirected personal mail on Saturdays.  

y. Conduct random checks of ten percent or 14 mailboxes to ensure that Zip Plus Four mailbox key holders are authorized access to mail boxes. If the contractor becomes aware that an individual is not authorized custody of a mailbox key, the contractor has the authority to confiscate the key. Notify the COR by telephone and follow-up the conversation with a written notification within four hours. 

z.  Deliver official mail to the US Post office on Fort Irwin one time a day between the hours of 2:30 p.m. and 3:00 p.m., Monday through Friday.  On Saturdays outbound official mail will be delivered to the US Post Office by 12:00 noon.

aa.  Issue post office box keys to authorized customers that have a valid Secret Security Clearance. An authorized customer is defined as one who has a letter of appointment on file for official mail and distribution pick-up and a PS Form 3801 on file for receipt of accountable mail and non-accountable mail that has been verified by G-2Security. All personnel that pick up mail shall have a Secret Security Clearance and be on the Installation Access Roster.


(1) The Government will provide the contractor:



(a) Three keys for each mailbox, numbers 105001 through 105140.



(b) One key for each mailbox, numbers 105141 through 105186. 




(c) Ten management control keys.


(2) Issue keys to authorized customers and maintain accurate accounting records utilizing the key control procedures developed by the contractor in accordance with the guidance and requirements of AR 190-51.  


(a) No more than two keys shall be issued to any unit or agency for post office boxes 105001 through 105140.  


(b) Mailbox numbers 105141 through 105186 shall be utilized by the contractor for distribution of overflow mail or parcels which will not fit into the customer’s assigned box.  


(3) The Contractor is authorized to place the key for Post Office mailbox numbers 105141 through 105186 in a customer’s primary mail box with instructions indicating overflow mail is located in “X” box.  (Note:  Once a key is inserted and the post office box door is opened on mailboxes 105141 through 105186 the key cannot be removed except by the use of a management control key.)  


(4) The Contractor shall develop documented tracking procedures for maintaining mailbox key accountability for mailbox numbers 105141 through 105186. 


(5) Inventory mailbox keys not issued to authorized customers on a quarterly basis. 


(6) Inventory mailbox keys for boxes 105141 through 105186 on a quarterly basis.  



(7) Inventory management control keys on a monthly basis.  


(8) Notify the Government, in writing, within 4 hours of any discrepancies.  

ab. Sort and bundle outgoing mail by nine digit Zip Plus Four or by the five digit zip code.  

ac. Segregate and deliver to the USPS outgoing mail that has been separated for Barstow and Fort Irwin. 

ad. Sort accountable mail received from the post office.  


(1) Fill out PS Form 3883 or PS Form 3849 and attached form to accountable mail piece.  


(2) Notify customer for pickup.  


(3) Secure in Government approved safe until distributed to customer.


(4) Ensure official registered, certified, or insured mail is not distributed to anyone other than the addressee or authorized representative.  


(5) Maintain PS Form 3801 signature cards on file and periodically ensure that they are up‑to‑date.  


(6) Distribute accountable mail after also checking the Installation Security Access Roster. (All PS Forms 3801 will be reviewed by G-3 for verification of  SECRET security clearance).


(a) Obtain and maintain a Security Access Roster weekly by accessing the e-mail Network.


(b) Destroy all obsolete listings by shredding the print-out to 11/32 inches strips.


(c) Ensure access rosters are not divulged to personnel other than mailroom personnel and authorized government personnel.

(7) Access to the accountable mail portion of the mailroom shall be


limited to authorized mailroom personnel only.  

(a) Only maintain the accountable mail safe, accountable parcels, 

and postage meters (when not in use) in the accountable mail portion of the mailroom. 

(b) The accountable mail area will only be unlocked during receipt

or distribution of accountable mail.  


(c) Strictly control the key for entrance to the accountable mail area. (Shall be keyed differently than other door keys by the Government.)

ae. Meter all pieces of official mail delivered to the post office for mailing.  

(1) Weigh each piece, enter postal cost, activity account number and affix metered postage to each piece. 



(2) Develop a contingency plan for failure of the metering equipment.

(3) Ensure that only authorized contractor personnel, approved by the Government, operate postage meters.  

(4) Postage meters shall be properly secured in the accountable mail area safe when not in use.

(5) Ensure only official mail is processed.  Meter and process Express Mail.

af.  Appoint a Unit Postal Officer, in accordance with DOD Regulation 4525.6M, Volume II. 


(1) Individual shall possess a SECRET security clearance

(2) Individual satisfactorily completes the “Unit Mail Clerk Performance Test” prior to performing duties as a Unit Postal Officer.


(3) Individual is certified by the Installation Postal Officer.  

(4) The contractor's appointed Unit Postal Officer shall conduct weekly inspections of the contractor mailroom utilizing the FORSCOM Form 97‑R, Unit Mail Service Inspection Checklist.  

(a) Verify the Postal Services (PS) Form 3849 against the Postal Service Form 3801, Standing Delivery Order weekly.  

(b) Verify proper markings are annotated on the forms as required by the DOD 4525.6M, Volume II.  




(c) Verify accountable mail once a week.  

(d) The contractor appointed Unit Postal Officer shall inspect approximately 7-10 Unit Troop Mail Rooms on a quarterly basis utilizing the FORSCOM 97-R.  Results of said inspections shall be forwarded to the DOIM Installation Postal Officer NLT 5 working days after the inspection is conducted

ag.  Prepare and submit the following postal reports:
(1) Consolidated Quarterly Postage Expenditure Report in accordance with CDRL C.6-3. 

(2) A listing by account holder of expenditures in accordance with CDRL C.6-2.



(3) NTC Supplement to AR 340-9 in accordance with CDRL C.6-2.

(4) PS Form 3602‑A, Daily Record of Meter Register Readings. Record daily figures for inclusion in monthly report. 

(5) Spoiled meter postage.  Submit report of spoiled meter postage to Government as soon as possible but not later than 1 hour after occurrence.

(6) Meter malfunctions.  Report time of malfunction to Government, the person notified, and repair time.

ah.  Ensure new mailroom employees are tested by the contractor’s Unit Postal Officer within 30 days of employment or assignment. 

(1) Provide certification of testing to the Government via Memorandum or for Record. 

(2) Ensure the contractor’s Unit Postal Officer tests personnel utilizing the “Unit Mail Clerk Performance Test” and that each employee successfully passes both parts of the test.  

(3) Furnish certification to the Government using a “Memorandum for Record” attesting to the fact the individual has been properly tested and has completed 30 days of supervised on-the-job training.   

(4) The Installation Postal Office will test the Unit/Central Mail Room Postal Officer.

C.6.1.2  Standards:tc “C.6.1.3
Standards”
a.  Miss no pick-ups from Post Office.  Receipt for all accountable mail. 

b.  Use the most efficient method for consolidated mailings at least 95% of the time.

c.  The Contractor shall not misroute or place mail in the wrong box more than 5 times a month.

d.  Provide correct guidance to customers at least 95% of the time.

e.  Fill out PS Form 3883 and 3849 with no errors per month.  Secure all accountable mail in safe.

f.  Not distribute to any individual that doesn’t possess a valid DD Form 577 .

g.  Obtain signatures of all customers accepting accountable mail.   

h.  Not miss a daily delivery to the Post Office.  Complete Post Office deliveries no later than 3:00 p.m. Monday through Friday and at 12:00 noon on Saturdays.

i.  Verify signature from DA Form 3801.  Complete Ps Forms 3883 and PS Form 3849 with no errors per month.  Correctly file all receipt forms.

j.  Provide an updated Zip Plus Four Box directory listing to all box holders on a semi-annual basis or as changes occur.

k. Sort, review, extract and route mail with less than 5 errors per month.

l.  Sort by ZIP code with no more than 3 errors per month.

m.  Fill out PS Forms 3883 or PS Form 3849 with no more than 2 errors per month. Notify all customers of pick-up requirement within 1 day.  Secure all accountable mail in safe until distributed.

n.  Allow zero occurrences per month of inappropriate use of registered, certified or insured mail.

o.  Distribute no registered, certified or insured mail to unauthorized customers.  Check Installation Security Roster prior to each distribution.

p.  Ensure holding safe meets security requirements stated in the regulations cited in section C.8.

q.  Replace obsolete security rosters within 4 hours of receipt of new roster and shred old roster to not more than 11/32 inch strips. 

r.  Correctly meter 99% of all mail delivered to post office.

s. Develop meter failure contingency plan within 15 days after contract performance start date.

t.  Allow only Government approved personnel to operate the postage meters.  Ensure meters are stored in the safe in the accountable mail area within 5 minutes of completion of usage.

u.  Allow no processing of unofficial mail.

v.  Ensure Unit Postal Officer has secret clearance and has completed the “Unit Mail Clerk Performance” test.

w.  Ensure inspections are conducted weekly.

x.  Ensure 98% of all reports are completed in accordance with the CDRL requirements.

y.  Ensure all mail room personnel have secret clearance and are trained within 30 days of assignment and successfully completed both parts of the “Unit Mail Clerk Performance” test.

z.  Provide correct guidance or response to customers 95% of the time.  

C.6.1.3  Workloadtc “C.6.1.4
Workload”.  See TE-C.6 WL 

C.6.2  Directory Mail  The Contractor shall provide directory mail services to military personnel assigned to or transferred from Fort Irwin to include personnel in rotational units.

C.6.2.1  Tasks.  The Contractor shall:

a.  Receive directory mail from the U.S. Postal Service (USPS) and post unit Mail Rooms.  Screen mail to determine the correct address or if the addressee is a pending gain or a previous transfer.  Correctly endorse or distribute to the addressee or return to the U.S. Post Office directory mail.  Endorse returned mail “Attempted‑Unknown.”  Process either action within 24 hours of receipt of the mail by the Contractor.

b.  Hold mail in accordance with applicable regulations for individuals newly assigned to Fort Irwin and having no specific unit designation.  Retain hold‑mail for specific units after the unit has held the mail for the specified time of 24 hours.  Return the mail to the Post Office endorsed as “Attempted-Not-Known” if no additional information is discovered.  Give the mail to the new unit to hold again for the specified time if the addressee is determined to be a pending gain.  Ensure all mail held overnight is date‑stamped and initialed by the mail clerk.

c.  Distribute mail to newly assigned individuals.  Hold and distribute upon receipt of correct mailing address to USPS mail to individuals assigned to rotational units.  Receive, hold and distribute mail, on an individual basis, to personnel assigned to rotational units when required by the Government.

d.  Coordinate and obtain a weekly SIDPERS listing from the Adjutant Division of the Directorate of Personnel and Community Activities.  Handle SIDPERS listings as a controlled classified document/communication. 

e.  Screen all mail for classified mail indicators such as brown paper tape on double enveloped packages or letter mail and for marking such as “Postmaster Do Not Forward” or other markings as identified by the Government.

C.6.2.2  Standards.  

a.  Correctly endorse or distribute directory mail with no more than 3 errors per month.

b.  Correctly process hold mail with no more than 3 errors in processing per month.

c.  Correctly distribute mail to newly assigned or rotational personnel with no more than 4 errors per month.

d.  Obtain SIDPERS listing weekly.   Provide no unauthorized data from list.

e.  Identify all classified mail with apparent identifiers or markings.

C.6.2.3  Workloadtc “C.6.3.4
Workload”.   SEE TE-C.6 WL

C.6.3  Post Locator Servicetc “C.6.2
POST LOCATOR SERVICE”.  The Contractor shall establish and maintain an installation locator service for soldiers stationed at Fort Irwin.

C.6.3.1
 Taskstc “C.6.2.2
Tasks”.   The contractor shall:



a.  Receive and review new locator cards for accuracy and completeness, as indicated by the service member’s orders.  Return incorrect cards to the unit mail clerk for correction.  Date stamp, sort and file correct labor cards alphabetically.  Purge invalid or out-of-date cards from the directory during the first week of each month.



b.  Receive a monthly locator roster Standard Information Data Personnel Report (SIDPERS) Report, C‑11, from the installation personnel office.  Screen roster for accuracy and changes.



c.  Screen the locator record (DA Form 3955) for accuracy and completeness.  Update and file locator record in current locator file.  Pull and destroy outdated cards IAW DOD Manual 4525.6M, Vol II.



d.  Receive locator inquiry by phone or from personnel visiting the mail center.  Log in all inquiries (date, time, requestor, and name of individual to locate).  Screen the locator file.  Determine if the information can be released.  Answer the inquiry. Advise customer of procedure to obtain information in accordance with Freedom of Information and Privacy Act.



e.  Refer the requestor to the appropriate installation agency if the information desired can not be provided in accordance with the Privacy Act.  Record the release of unofficial information covered by the Privacy Act.



f.  Provide for the re‑directory of personal mail received from the USPO on Fort Irwin.



g.  Check list of personnel assigned to Ft Irwin from SIDPERS C‑11.  Checks Pending Gains Roster to determine if individual is listed as incoming.  Check to determine if incoming individual may be an early arrival.  Determines status of individual.



h.  Hold re‑directed mail for personnel determined to be incoming.  Date stamp hold mail with date of receipt.  Forward mail to individual if current location determined.   Determine nature of redirected mail, bulk mail, periodic publication or personal mail.  Check length of time since reassignment.  Makes disposition in accordance with postal regulations.

C.6.3.2   Standardstc “C.6.2.3
Standards”.  The Contractor shall: 

a.  Correctly file 99% of all locator cards.

b.  Screen new locator roster within 2 workdays of receipt.

c.  Complete update of locator record within 3 workdays of receipt of roster. 

d.  Correctly answer 95% of all inquiries.

e.  Refer customer correctly at least 98% of the time.

f.  Correctly re-direct all personal mail received from USPS with no more than 2 errors per month.

g.  Correctly identify status of individuals with no more than 2 errors per month.

h.  Make correct disposition of the mail with no more than 2 errors per month.

C.6.3.3  Workloadtc “C.6.2.4
Workload”.  7000 locator cards maintained.  100 to 700 cards per month, dependent upon the unit.  Personal and official mail - 48 buckets per month, 10080 items.     

C.6.4  Telephone Operators.   The Contractor shall operate the Fort Irwin telephone system consoles located in building 29 and provide telephone services for the cantonment area (excludes residential service areas) using on-line computer information systems to receive telephone calls, place toll calls, assist with morale calls and update databases.  Contractor personnel shall hold positions of trust and must complete and file Standard Form (SF) 85P. Operators shall have a proficient command of the English Language and be able to effectively communicate verbally as well as in writing, to include being skilled at both the interpretation and expression of the English Language in a clear and understandable way.

C.6.4.1  Tasks.  The contractor shall:

a.  Maintain uninterrupted customer access to the call center and its services during regular business hours from 0700 –1630, Monday through Friday.  

b.  Interface with accountable Government representative(s) i.e., Telephone Control Officers (TCO).  

c.  Manage incoming call flow that fluctuates from high to low volumes; place and receive overseas and local telephone calls and expeditiously handle emergency calls demonstrating professionalism, courtesy and respect for the customer during the call.  

d.  Answer inquiries shall quickly and intelligently. Operators are secured away from the general public.  Operators shall actively listen and respond to the voice of external and internal customers. 

e.  The Contractor shall manage the monthly issuance and publication of telephone control numbers.

f.  The Contractor shall monitor and report all violations discovered in misusing control numbers to the Telephone Control Officer (TCO). 

g.  The Contractor is responsible for updating and maintaining Signature Cards (DD Form 577) on all TCO’s. 

h.  The Contractor shall ensure that the pre-existing telephone directory database is accurately updated with changes.

i.  The Contractor shall develop desktop work procedures which include telephone directory databases and information retrieval procedures.

j.  The Contractor shall ensure switchboard operations is performed in accordance with (IAW) Allied Communications Publication ACP 134C; AR 25-1, The Army Information Resources Management Program; DA Pamphlet 25-1-1; Installation Information Services; FM 11-486-2, Telecommunications

k.  The Contractor shall ensure customers are given accurate information in a timely manner.  

l.  The Contractor shall ensure services are rendered promptly and courteously.

m. The Contractor shall maintain Government-furnished and or Contractor-furnished equipment and materials that function as required.

n.  The Contractor shall respond to all incoming telephone inquiries during the operating hours within industry standard call load.

o.  The Contractor shall provide continuous quality improvement in service and technology.

C.6.4.2  Standards. 
a.  Ensure local services are not closed to official access more  than 45 minutes during regular business hours

b.  Maintain customer access with zero instance of non- access.

c.  Ensure update of databases within 24 hours, after receipt of changes. 

d.  Ensure transition to any new systems is accomplished with minimum interruption in telephone service.

e.  Ensure new telephone control numbers are ready for customers the first day of each month and all unused control numbers are canceled at the end of each month.  Control numbers shall not be late for customer use no more than four times per year. 

f.  Ensure pre-existing telephone directory database is updated within five working days of receipt of information.

g.  The Contractor shall comply with the requirements of the Federal Communications Commission Regulation Part 68 for equipment grand fathering and registration.

h.  Work required by the Government that is within the general scope of the contract, but outside normal workload requirements.  The Contracting Officer will make the determination if projects are normal requirements or special projects.

i.  Trouble calls may be received at the test board, trouble desk or switchboard during duty or non-duty hours.

C.6.4.3  Workload: 


Maintain uninterrupted customer access to the call center and its services during regular business hours from 0700 –1630, Monday through Friday.
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