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1.1 SALIENT CHARACTERISTICS 
STANDARD SERVICE LEVEL AGREEMENT FEATURES PROVIDED: 

• TELEPHONE SUPPORT: YES 
• EMAIL SUPPORT: YES 
• PRODUCT CHANGE NOTIFICATION: YES 
• ACKNOWLEDGE (SEVERITY 1 & 2) WITHIN ONE BUSINESS DAY. 
• ACKNOWLEDGE (SEVERITY 3 & 4) WITHIN ONE BUSINESS DAY.  
• RESPONSE (SEVERITY 1) WITHIN ONE BUSINESS DAY. 
• RESPONSE (SEVERITY 2) WITHIN TWO BUSINESS DAYS. 
• RESPONSE (SEVERITY 3) WITHIN THREE BUSINESS DAYS. 
• RESPONSE (SEVERITY 4) WITHIN THREE BUSINESS DAYS. 
• RESOLUTION (SEVERITY 1 & 2) WITHIN TEN BUSINESS DAYS, UNLESS 

REQUIRES SOFTWARE UPGRADE. 
• RESOLUTION (SEVERITY 3) WITHIN TEN BUSINESS DAYS, UNLESS 

REQUIRES SOFTWARE UPGRADE. 
• RESOLUTION (SEVERITY 4) WITHIN TEN BUSINESS DAYS, UNLESS 

REQUIRES SOFTWARE UPGRADE. 
• ONLINE KNOWLEDGE DATABASE: YES 
• ALLOWABLE NUMBER OF SERVICE REQUESTS: UNLIMITED 
• NUMBER OF AUTHORIZED CONTACTS: 3 
• ESCALATION MANAGEMENT: YES 
• AGREEMENT TERM MINIMUM: 12 MONTHS 
• SOFTWARE UPDATES: YES 

 

1.2      PERIOD OF PERFORMANCE 
The Period of Performance shall be from February 07, 2024, to February 06, 2025, plus 
one (1) 12-month option period. 

2.0  NOTICE OF THE FEDERAL ACCESSIBILITY LAW AFFECTING ALL 
INFORMATION AND COMMUNICATION TECHNOLOGY (ICT) 
PROCUREMENTS (SECTION 508) 

 
On January 18, 2017, the Architectural and Transportation Barriers Compliance Board 
(Access Board) revised and updated, in a single rulemaking, standards for electronic 
and information technology developed, procured, maintained, or used by Federal 
agencies covered by Section 508 of the Rehabilitation Act of 1973, as well as our 
guidelines for telecommunications equipment and customer premises equipment 
covered by Section 255 of the Communications Act of 1934. The revisions and updates 
to the Section 508-based standards and Section 255-based guidelines are intended to 
ensure that information and communication technology (ICT) covered by the respective 
statutes is accessible to and usable by individuals with disabilities. 
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2.1 SECTION 508 – INFORMATION AND COMMUNICATION TECHNOLOGY (ICT) 
STANDARDS 

 
The Section 508 standards established by the Access Board are incorporated into, and 
made part of all VA orders, solicitations and purchase orders developed to procure ICT.  
These standards are found in their entirety at: https://www.access-board.gov/guidelines-
and-standards/communications-and-it/about-the-ict-refresh/final-rule/text-of-the-
standards-and-guidelines.  A printed copy of the standards will be supplied upon 
request.  
 
Federal agencies must comply with the updated Section 508 Standards beginning on 
January 18, 2018. The Final Rule as published in the Federal Register is available from 
the Access Board: https://www.access-board.gov/guidelines-and-
standards/communications-and-it/about-the-ict-refresh/final-rule.  
 
The Contractor shall comply with “508 Chapter 2: Scoping Requirements” for all 
electronic ICT and content delivered under this contract. Specifically, as appropriate for 
the technology and its functionality, the Contractor shall comply with the technical 
standards marked here:  
 

 E205 Electronic Content – (Accessibility Standard -WCAG 2.0 Level A 
and AA Guidelines) 

 E204 Functional Performance Criteria 
 E206 Hardware Requirements 
 E207 Software Requirements 
 E208 Support Documentation and Services Requirements 

 

2.2 COMPATABILITY WITH ASSISTIVE TECHNOLOGY 
 
The standards do not require installation of specific accessibility-related software or 
attachment of an assistive technology device. Section 508 requires that ICT be 
compatible with such software and devices so that ICT can be accessible to and usable 
by individuals using assistive technology, including but not limited to screen readers, 
screen magnifiers, and speech recognition software. 
 

2.3 ACCEPTANCE AND ACCEPTANCE TESTING 
 
Deliverables resulting from this solicitation will be accepted based in part on satisfaction 
of the Section 508 Chapter 2: Scoping Requirements standards identified above. 
 
The Government reserves the right to test for Section 508 Compliance before delivery.  
The Contractor shall be able to demonstrate Section 508 Compliance upon delivery. 
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IT solution discontinues the use of SSN as the Primary Identifier to replace the SSN 
with the Integrated Control Number (ICN) in all VA information systems for all 
individuals.  The Contractor shall ensure that all Contractor delivered applications and 
systems integrate with the VA Master Person Index (MPI) for identity traits to include the 
use of the ICN as the Primary Identifier. The Contractor solution may only use a Social 
Security Number to identify an individual in an information system if and only if the use 
of such number is required to obtain information VA requires from an information 
system that is not under the jurisdiction of VA. 
 

4.3 INTERNET PROTOCOL VERSION 6 (IPV6) 
The Contractor solution shall support Internet Protocol Version 6 (IPv6) based upon the 
memo issued by the Office of Management and Budget (OMB) on November 19, 2020 
(https://www.whitehouse.gov/wp-content/uploads/2020/11/M-21-07.pdf).  IPv6 
technology, in accordance with the USGv6 Program (https://www.nist.gov/programs-
projects/usgv6-program/usgv6-revision-1), NIST Special Publication (SP) 500-267B 
Revision 1 “USGv6 Profile” (https://doi.org/10.6028/NIST.SP.500-267Br1), and NIST SP 
800-119 “Guidelines for the Secure Deployment of IPv6” 
(https://doi.org/10.6028/NIST.SP.800-119), compliance shall be included in all IT 
infrastructures, application designs, application development, operational systems and 
sub-systems, and their integration.  In addition to the above requirements, all devices 
shall support native IPv6 and dual stack (IPv6 / IPv4) connectivity without additional 
memory or other resources being provided by the Government, so that they can 
function in a mixed environment.  All public/external facing servers and services (e.g. 
web, email, DNS, ISP services, etc.) shall support native IPv6 and dual stack (IPv6 / 
IPv4) users and all internal infrastructure and applications shall communicate using 
native IPv6 and dual stack (IPv6 / IPv4) operations. 
 
  

DRAFT



ScheduAll Support 
TAC Number:   VA-24-00036890 

 
Page 7 of 7 

 

 
INFORMATION SECURITY CONSIDERATIONS: 

The Assessment and Authorization (A&A) requirements do not apply and a Security 
Accreditation Package is not required 
 
All VA sensitive information shall be protected at all times in accordance with local 
security field office System Security Plans (SSP’s) and Authority to Operate (ATO)’s for 
all systems/LAN’s accessed while performing the tasks detailed in this Product 
Description. 
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