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STATEMENT OF WORK 

A TITLE 

Lean User Experience Design for myUSCIS 

B BACKGROUND 

The United States Citizenship and Immigration Services (USCIS) is charged with securing America's 
promise as a nation of immigrants by providing useful information to its customers, granting immigration 
benefits, promoting an understanding of citizenship, and ensuring the integrity of the United States' (US) 
immigration system. A critical facet of USCIS' strategy for educating and helping its customers is the 
provision of a wide array of customer services through USCIS' National Customer Service Center 
(NCSC) or its call centers. 

For almost two decades, USCIS has relied on a traditional tiered call center model as its primary means of 
providing customer service. That model has failed to respond to changing customer demographics, 
emerging technology and customer preferences for a multichannel digital experience. Recognizing the 
limitations of its existing customer service model, USC IS in collaboration with a design firm developed a 
comprehensive customer service delivery model and improvement plan. Then, over the course of20 
weeks in 2013, co--designed with a design firm and its customers to build a high-fidelity prototype of a 
new digital customer service experience known as myUSCIS. In addition to the prototype, the design firm 
and USCIS collaborated to create a new visual identity system for USCIS' digital experience. This visual 
identity system includes, typography, color palette, imagery and the treatment of imagery, tone for copy 
or content, and signature graphic elements. 

myUSCIS transitions USCIS from traditional call centers for customer service to a customer engagement 
center model by blending an amalgam of self-service and interaction technologies, service processes, and 
policies all developed for a world-class customer experience. As depicted in Table 1, the myUSCIS 
prototype included five primary tools that will serve as the foundation for the new myUSCIS experience, 
and include the: 

Tool Dcsl-ription 

Help Center The Help Center will be a searchable hub for clear, definitive answers to 
immigration questions. Using a Google-like search feature, customers will 
enter questions in natural language and will receive a single answer and 
relevant supporting materials. The Help Center will get smarter over time 
through contributions to its knowledge base, generated primarily by customer 
feedback. The Help Center will provide customers access to web callback, 
click-to-call, virtual, and live agent chat when its answers cannot satisfY the 
customer's question. 
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Tool Description 

myUSCIS Portal 

Customer Toolbar 

Explore My Options 

ISO Dashboard 

my USCIS will provide USCIS customers with a single, personalized portal 
that will enable them to: 

• Access case status information 

• Make case inquiries and submit requests for service 

• View personalized case and contact history 

• Communicate securely with USC IS via chat and email about their 
cases 

• File applications, petitions, and view documentary evidence 

The underpinning of the new online customer experience will.be the customer 
toolbar. The toolbar will provide access to multiple customer service 
channels, including virtual chat, live chat, secure messaging, click~to-call, and 
web callback, as well as the Help Center and MyUSCIS portal, and will offer 
customers the option to schedule an in person appointment at a local office. 
The tool bar will effectively integrate planned contact center infrastructure 
with the digital service experience by offering customers access to a wide 
range of customer service options. 

For many people, immigration is a daunting process. Modeled after similar 
tools used by the UK and Canada, Explore My Options will seek to alleviate 
customers' anxiety. The tool will use small amounts of data to identify 
immigration benefits for which users may qualify and will allow potential 
applicants and petitioners to learn about available benefits, associated forms 
and fees and required documentary evidence. Additionally, this tool will 
allow customers to answer a few simple questions to either download or fill 
out all of the forms needed to apply for a benefit as well as documentary 
evidence required to apply for the benefit. 

The dashboard will be a context-sensitive business application that equips 
immigration services officers (ISOs) at USCIS' contact centers with a 
consolidated view of customer information, case history, contact history and 
'just in time" information. It will enable ISOs to simultaneously manage 
multiple communications channels and execute all customer service activities 
from a single screen, improving efficiency and streamlining their customer 
interactions. 

Table l: MyUSCIS Tools & Descriptions 

Of the five primary tools, two of the tools, the Help Center and myUSCIS portal, are in the early stages of 
development with plans for beta versions to be deployed in March 2014. Additionally, USCIS will pilot a 
new customer relationship management tool for the ISO Dashboard beginning in 2014. Each of these 
tools, including Explore My Options and the Customer Toolbar, will be developed using Agile 
development. 
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Lastly, USCIS is currently working on transforming the way customers file immigration forms and 
USCIS adjudicates those forms by building a digital case management system known as the Electronic 
Immigration System (ELlS). ELlS should reach full operational capability within the next S - 7 years. 
However, the myUSCIS designs and prototype were extended to incorporate the functionality of ELlS 
and USCIS plans for these two systems to converge with ELlS adopting the myUSCIS visual identity, 
interaction experience, and communication channels within the next 12 - 18 months. 

C SCOPE 

The overall purpose of the myUSCIS initiative. is to develop a cuStoiner engagement center that employs a 
mix of contact center and web technologies,,service processes, and policies. The goals of myUSCIS are to 
increase self-service, improve information trBnsparency, reduce costs through call reduction or deflection, 
offer new ways for ~ustomers to get service, and improve organizational efficiency. 

myUSCIS is a major paradigm shift in not only USCIS' but the government's approach to customer 
service in government; however, the initial design and prototype work did not address the needs of 
several USCIS customers, stakeholders, and internal users. Specifically, myUSCIS still requires 
deployable designs for ·attorneys, non-profit organizations, families, and employers that will engage with 
it to get certain services. Additionally, USCIS requires design services tO implement the original 
myUSCIS designs as those designs are implemented by multiple agile teams. 

The purpose of this contract is to use Lean User Experience Design (Lean UX) to: 

• Extend the myUSCIS portal and Customer Toolbar designs to attorneys or lawyers that represent 
many clients before USCIS; and 

• Provide guidance and refine the previous myUSCIS designs in partnership with the myUSCIS 
agile software development teams 

Ultimately, the tasks in this contract are intended to focus on the outcomes produced from the contractor's 
designs and "just-in-time" design rather than traditional deliverables. · 

D PERIOD OF PERFORMANCE 

The period of performance for this contract is twelve weeks (12) after issuance of the Notice To Proceed. 

E PLACE OF PERFORMANCE 

Work performed under this contract shall be primarily performed at the contractor's facilities. Given that 
frequent interaction with USCIS is necessary to participate in the agile process, the contractor shall travel 
to USCIS sites as needed. Travel outside of the D.C. commuting area shall require the approval of the 
COTR and CO of this contract. 

F APPLICABLE DOCUMENTS 

USC IS falls under the Department of Homeland Security and is subject to DHS rules concerning 
procurement, system engineering and system security. The documents listed below are pertinent to the 
work ~ffort deScribed in this SOW and are relevant to various paragraphs throughout the ~ocument. 

• USCIS Agile Policy & Practices 

• Secti_on 508 of the Rehabilitation Act of 1973 (29 U.S.C. 794d) as amended by the workforce 
lnvestinent Act of 1998 (P.L. 1 05•220) 
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G TASKS 

G.l DESIGNING THE A TIORNEY USE CASE 

To enhance and extend the designs of the myUSCIS experience the contractor shall design an experience 
that enables USCIS customers with·one to many relationships or many to many relationships to use all of 
the features of the myUSCIS portal and Customer Toolbar. As attorneys are likely to be the most 
complicated use case in this category, the contractor shall focus their design efforts in this task on the 
attorney use case. To execu~ this, the contractor shall utilize the two User-Centered Design practices 
described below 

+ User-Centered Research & Testing 

USCIS wants to ensure that it is building the right features for myUSCIS throughout the lifecycle of the 
development process. USCIS' goal for user-centered research and testing is to continually iterate on the 
hypothesis for a feature ofmyUSCIS until the right feature or set of features are built. To ensure that the 
right features are incorporated and produce the right outcomes for USCIS, the contractor shall utilize 
user-centered research, qualitative, and quantitative testing techniques. The contractor shall utilize a 
variety of user-centered research to generate ideas for features, develop hypothesis statements about 
features, and validate features. User-centered research shall utilize customer interviews, development of 
customer personas, and field-testing. 

Based on hypothesis statements, the contractor shall validate that the right features are being built for 
myUSCIS using data-driven Lean UX testing methods. The contractor's testing methods shall include 
AlB testing using wireframes. The contractor shall validate with USCIS customers the features it designs 
using Lean UX testing methods and measure if the desired outcomes are being achieved. The contractor 
shall detennine other Lean UX methods to test and validate the features it designed for myUSCIS. 
Additionally, the contractor $hall maintain user groups that can regularly test new features. USCIS will 
work with the contractor to recruit users to participate in the user groups. 

+ Interaction and Communication Design· 

This task requires designing new user flows and extending the visual identity system of myUSCIS to 
those flows. Instead of releasing software that may or may not adequately support those new user flows, 
USCIS prefers to develop a minimally viable product or the smallest tnyUSCIS feature or set of features 
possible to demonstrate that the intended feature(s) will satisfy user needs. Consequently, the contractor 
shall design low- mid fidelity prototypes to help USCIS determine how new user flows should work and 
appear. The contractor shall utilize prototypes it designs for testing and user-centered research. The 
contractor shall determine the level of fidelity a prototype must have to support testing and research. 
USCIS' goal for interaction design is to rapidly develop experiences that developers can incorporate into 
development, deploy, and have users use so it can determine any modifications or changes that are 
necessary. At the conclusion of its design efforts, the contractor shall produce a mid-fidelity design that 
enables: 

• . Attorneys or lawyers to view case status, submit case inquiries or request services such as change 
of address, file applications or petitions, submit or view documentary evidence, and communicate 
with USC IS contact center staff on behalf of multiple clients 

Since USCIS uses Agile development frameworks, speed is critical to its development efforts. Rather than 
create new prototypes, the contractor shall produce prototypes from the Photoshop files and Adobe 
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Dlustrator files created during the initial myUSCIS design effort. In instances where the contractor uses 
imagery or photographs as part of its designs, the contractor shall record the source of the image and· its 
price. For the images used in its designs the contractor shall utilize royalty-free stock photos, Library of 
Congress images that do not require licensing, or images that are available to use in the public domain at 
no charge to the government. To not constrain the innovation of the contractor's design work, the 
contractor shall recommend other sources for images that USCIS may use; however, the use of any 
imagery is subject to USCIS approval. 

G.l.l Research Planning and Early Concepts 

To complete the task described in G.l, the contractor will use the knowledge gleaned and designs 
developed in the previous project to immediately begin designing low-fidelity prototypes of the attorney 
use case. The contractor will plan and attend a kickoff meeting in DC to align on goals, and spend two 
weeks creating designs to take into the field. Simultaneously, the contractor will create a research plan 
for testing the early designs in the field. 

G.l.2 User Research, Synthesis, and Design Refinement 

With a set of early prototypes in hand, the contractor will spend a single week to Conduct user testing in 
Boston and New York with immigration attorneys. The contractor will then quickly synthesize the 
results, and spend two weeks refining the design. At this completion of this design task, the contractor 
will have designs of the attorney use case refined to such a level that some of the feature sets can be 
integrated into the workflow of the agile development team. The contractor will share these designs with 
USCIS in a mid-phase meeting. 

0.1.3 Design Development and Agile Integration 

The contractor will spend the final phase of this task refining the attorney use case designs according to 
feedback from USCIS, and conduct additional user-centered testing as required. At the end of this phase, 
the contractor will have developed a set of designs that constitute an MVP for the attorney use case that 
can be passed tO the agile development team, which they will share with USCIS in a final meeting .. 
Simultaneously, the contractor will advise the agile development team on the development of the feature 
sets identified for development at the end of task 0.1.2. 

0.2 PARTICIPATION & COLLABORATION IN LEAN UX FOR MYUSCIS DEVELOPMENT 

Building myUSCIS requires using an incremental and iterative approach. Rather than use the traditional 
waterfall and User Centered Desip approach, USCIS believes that su~sfully implementing myUSCIS 
is more likely by using Agile development frameworks and Lean UX. USCIS employs Agile 
development frameworks rather than waterfall methodologies for software development and overall 
project management. Specifically, USCIS uses Serum and Kanban. 

Because the majority ofmyUSCIS will be developed using Serum with sprints of two (2)- four (4) week 
durations arid multiple deployments, the contractor shall utilize the Lean UX methodology to develop 
designs for myUSCIS and support USCIS' Agile practices to develop the Expiore My Options my USC IS 
tool through high level advising, design reviews, and design refmement 

The myUSCIS initiative is comprised of multiple integrated projects with multiple st8k:eholders and 
development teams. With Serum, the success of myUSCIS is highly dependent on ·cross-functional teams 
working together to produce the outcomes USCIS is seeking from this initiative. Additionally, Serum has 
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several documents that are produced and rituals that take place during the course of development. The 
contractor shall contribute its Lean UX expertiSe in the development of those documents and during those 
rituals. Moreover, the contractor shall integrate its Lean UX team with ·the USCIS staff, and the 

J 

development teams responsible for developing the myUSCIS tools. For Lean UX to be successful, the 
contractor must be an integrated member of the cross-functional Serum team that includes developers and 
members of USC IS program offices. 

As a member of this cross-functional team, the contractor shall utilize the insights it learns from user­
centered research, testing, and the development of prototypes to help USC IS define and prioritize features 
into a product backlog, which is a prioritized list of features that developers can build for myUSCIS. 
During the software development of the myUSCIS tools, the contractor shall attend planning sessions,· 
daily meetings, reviews of the functionality built by the developers, and retrospectives to share lessons 

. learned during development. 

Additionally, during development, the contractor shall develop designs '.)ust-in-time" to support the . 
software development efforts of the developmentteam and share its designs with the developers 
irrespective of the fidelity of the designs; The contractor shall collaborate with USCIS' development team 
to design prototypes that can be used to develop features in an ongoing sprint and make adjustments to 
designs based on technology or business constraints expressed by the developers and USCIS staff. 

Before releasing new features of myUSCIS to its larger customer base, USCIS plans to beta test those 
I 

features with small groups of customers. The contractor shall contribute its expertise to help USC IS 
develop a beta release plan. · 

H DELIVERABLES 

This section identifies specific work products that the contractor shall deliver to USCIS. All document 
deliverables shall be provided via electronic mail in a secure file attachment with 256-bit encryption. 
Hard copies shall be provided upon request. The contractor shall work with USCIS to establish preferred 
formats and layouts, and to consolidate reports to make them more useful. With the exception of the 
multichannel contact center and its associated technologies, all deliverables shall be submitted 
electronically to the Contracting Officer, COTR, and the USCIS Prqgram Manager, unless othe!Wise 
indicated. Hard copies ofdeliverables (ifrequired).shall be delivered in person. 

:s.:-~~r,·<"~·,::tH:~, ;J5l:(~ j)i£G , IJ~~;i1:f<~ [:·ir~:ff!l~?;' .?'?J!'I!f:J• 

Researcli, Plan and 
Early-Concepts for 
Attorney Use,Case 
(CLIN:OO~l& 0002) 

Mid-Project 
Assessment of 
Agile 
Development of 
Explore My 
Options 
(CLIN0004) 

~ ~ . ~ 

2 weeks,fromNTP ·. nla · MS Word·afid.PDFs ·· 
ofearly concepts 

5 weeks from NTP Update 10 weeks from MS Word 
NTP 
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:oJiift:Design~for. 6 weeks froro·NTP · 0/a 
·Attorney Use case 
·v.:ith· Features Sets 
Ready for 

· Development 
. Ident,ifi~ 

~ .. · ' . 
(C.LIN 0003) 

myUSCIS and 
Customer Toolbar 
Interaction Design 
for 
Attorneys/Lawyers . 
(CLIN 0003) 

Beta Release Plan 
(CLIN..). 

I 0 weeks from 
NTP 

10 weeks from 
NTP 

rlla 

rila 

Table 2: Deliverables 

H.l.l Gov~mment Acceptan~ of Deliverables 

. Ms:wori:J'arid.,PDFs···''i 
or Ad~b~· Photdsh~p'. -
files · · · · 

Wireframes created 
in Adobe Photoshop 

(not sliced for 
development) 

MS.Wotd 

All document deliverables shall be submitted to the USCIS COR, Contracting Officer, and USCIS 
Program Manager via email. USCIS will have ten ( 1 0) business days to provide comments on the draft 
document. All in-scope deficiencies found by USCIS in the draft document are to be communicated, in 
writing, within ten (l 0) days of the USCIS receipt. If no written notice is received within ten ( 10) days, 
the contractor shall assume there. are no comments and a final version of the document will be developed, 
delivered, and deemed accepted. 

If comments are received on the draft version, the contractor shall make all requested in-scope changes 
two times within ten (10) working days (or a greater time as mutually agreed upon), of receipt ofUSCIS' 
written. change request. The re-submitted docu~entwill be considered to be final and. deemed accepted. 

I TRAVEL 

Travel to Washington; DC arid one. or more USC IS locations may be. requested. Travel shall not be 
performed in connection with this contract without prior written approval of the COR. The Contractor 
shall be reimpursed for travel in accordance with the Federal Travel Regulations .. Upon completion of 
travel, all documentation associated with the respective travei shall be submitted with the next scheduled 
invoice. Local travel, defined as within 50 miles of the USCIS Offices at 20 Mass Ave, NW in 
Washington DC, will not be reimbursed under this ~ntract vehicle. 

J 'INVOICING 

(a) In accordance with FAR Part 32.905, all .invoices submitted to USCIS for payment shall include the 
following: 

(1) Name and address of the contractor. 
(2) Invoice date· and invoice number. 
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(3) Contract numb~r or other authorization for supplies delivered or services performed 
. (including order number and contract line item number). 
( 4) Description, quantity, unit of mea.Sure, period of performance, unit price, and extended price 
of supplies. delivered or services performed. · 
(5) Shipping and payment terms. 
(6) Name and address ofcontractor official to whom payment is to be sent. 
(7) Name (where practicable), title, phone number, and mailing address of person to notify in the 
event of a defective invoice. 
(8) Taxpayer Identification Number (TIN). 

(b) lnvoices not meeting these requirements will be rejected and not paid until a corrected invoice 
meeting the requirements is received. · 

(c) USCIS' preferred method for invoice submission ·is electronically. Invoices shall be submitted in 
Adobe pdfformat with each pdffile containing only one invoice. The pdf. files shall be submitted 
electronically to USCISinvoice.Consolidation@ice:dhs.gov with each email con(orming to a size limit of 
500 KB. 

(d) If a paper invoice is submitted, mail the invoice to: 

USCIS Invoice Consolidation 
PO Box 1000 
Williston, VT 05495 

K SECURITY REQUIREMENTS-SEE ATTACHMENT A 

TERMS AND CONDITIONS 

Advertisements, Publicizing Awards, and News Releases 
All press releases or announcement about agency programs, projects, and contract awards need to be 
cleared by the Program Office and the Contracting Officer. Under no circumstances shall the Contractor, 
or anyone acting on behalf of the Contractor, refer to the supplies, services, or equipment furnished 
pursuant to the· provisions of this contract in any publicity news release; or commercial advertising without 
first obtaining explicit written consent to do so from the Program Office and the Contracting Officer. 
The Contractor agrees not to refer to awards in commercial advertising in such a manner as to state or . 

. it:nply that the product or service provided is endorsed or preferred by the Federal Government or is · 
considered by the Government to be superior to the other products or services. (End of clause) 

Non-Personal Services 
I 

This is a "Non-personal Services" Task Order. The personnerrendering the services are not subject, either 
by the contract's terms or by the manner of its administration, to the supervision and control usually 
prevailing in relationships between the Government and its employees, Should any USCIS employee 
other than the COR or CO ask or direct a Contract employee to deviate from established production 
requirements, priorities, or performance procedures and requirements, the Contractor .employee will refer 
the matter to the designated POC for resolutio~. (End of clause) 

Disclosure of Information 
Any information made available to the Contractor by the Government must be used only for the purpose 
of carrying out the provisions of this task order and must not be divulged or made known in any manner 

II 

11 



to any person except as may be necessary iri the perfonnance of the order. The contractor will be required 
to sign a non-disclosure agreement. 

In perfonnance of this task order, the Contractor assumes responsibility for protection of the 
confidentiality of Government records and must ensure that all work perfonned by its subcontractors shall 
be under the supervision of the Cqntractor or the Contractor's responsible employees. · 

Each officer or employee of the Contractor or any of its subcontractors to whom any Government record 
may be made available or disclosed must be notified in writing by the Contractor that infonnation 
disclosed to such officer or employee can be used only for a purpose and to the extent authorized herein, 
and that further disclosure of any such infonnation, by any means, for a purpose or to an extenf 
unauthorized herein, may subject the offender to criminal sanctions imposed by 19 U .S.C. 64 L That 
section provides, in pertinent part, that whoever knowingly converts to their use or the use of another, or 
without authority, sells, conveys, or disposes of any record of the United States or whoever receives the 
same with intent to convert it to their use or gain, knowing it to have been converted, shall be guilty of a 
crime punishable by a fine of up to $10,000, .or imprison~d up to ten years, qr both. 

FEDERAL ACQUISITION REGULATIONS lF ARl CLAUSES 

52.252-2 Clauses Incorporated By Reference (FEB 1998) 
This contract incorporates one or more clauses by reference, with the same force and effect as if they 
were given in full text. Upon request, the Contracting Officer will make their futl text available. Also, the 
full text of a clause may be accessed electronically at this address: http://www.acquisition.gov/far/. 

· (End of clause) 

52.222-54 Employment Eligibility Verification (AUG 2013) 

52.227-17 Rights in Data- Special Works (DEC 2007) 

Homeland Security Acquisition Reguiations <HSAR) clauses in full text: 

Homeland Security Acquisition Regulation (HSAR) clauses and provisions incorporated by reference and 
in full text. The full text of HSAR clauses may be accessed electronically at this internet address: 
htto://www .dhs.gov/xlibrary/assets/opnbiz/cpo hsar. finalrule.pdf 

HSAR 3052.242-72, Contracting Officer's Technical Representative (DEC 2003) 
(a) The Contracting Officer may designate Government personnel to act as the Contracting Officer's 
Technical Representative (COTR) to perfonn functions under the contract such as review or inspection 
and acceptance of supplies, services, including construction, and other functions of a technical nature. The 
Contracting Officer will provide a written notice of such designation to the Contractor within five 
working days after contract award or for construction, not less than five working days prior to giving the 
contractor the notice to proceed. Th'e designation letter will set forth· the authorities and limitations of the 
COTR under the contract. 
(b) The Contracting Officer cannot authorize the COTR or any other representative to sign documents, 
such as contracts, contract modifications, etc., that require the signature of the Contracting Officer. 

(End of clause} 

HSAR 3052.242-71 Dissemination of contract information (DEC 2003) 
The Contractor shall not publish, penn it to be published or distribute for public consumption, any 
information, oral or written, concerning the results or conclusions made pursuant to the perfonnance of 
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. c 

this contract, without the prior written consent of the Contracting Officer. An electronic or printed copy of 
any material proposed to be published or distributed shall be submitted to the Contracting Officer. 

(End of clause) 

. \. 
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SECURITY REQUIREMENTS Security Clause 5 

GENERAL 

U.S. Citizenship and Immigration Services (USCIS) has determined that performance of this contract 
requires that the Contractor, subcontractor(s), vendor(s), etc. (herein known as Contractor), requires 
access to sensitive but unclassified information, and that the Contractor will adhere to the following. 

SUITABILITY DETERMINATION 

· USCIS shall have and exercise full control over granting, denying, withholding or terminating access of 
unescorted Contractor employ~es to government faciiities and/or access of Contractor employees to 
sensitive but unclassified information based upon the results of a background investigation. USC IS may, 
as it deems appropriate, authorize and make a favorable entry on duty (EOD) decision based on 
preliminary security checks. The favorable EOD decision would allow the employees to commence work 
temporarily prior to the completion of the full investigation. The granting of a favorable EOD decision 
shall not be considered as assurance that a full employment suitability authorization will follow as a result 
thereof. The granting of a favorable EOD decision or a full employment suitability determination shall in 
no way prevent, preclude, or bar the withdrawal or termination of any such access by USC IS, at any time 
during the term of the contract. No Contractor employee shall be allowed unescorted access to a 
Government facility without a favorable EOD decision or suitability determination by the Office of 
Security & Integrity Personnel Security Division (OSI PSD). 

BACKGROUND INVESTIGATIONS 

Contractor employees (to include applicants, temporaries, part-time and replacement employees) under 
the contract, needing access to sensitive but unclassified information shall undergo a position sensitivity 
analysis based on the duties each individ.ual will perform on the contract as outlined in the Position 
Designation Determination (POD) for Contractor Personnel. The results of the position sensitivity 
analysis shall identify the appropriate background investigation to be conducted. All background 
investigations will be processed through OSJ. PSD. 

To the extent the Position Designation Determination form reveals that the Contractor will not require 
access to sensitive but unclassified information or access to USCIS IT systems, OSI PSD may determine 
that preliminary security screening and or a complete background investigation is not required for 
performance on this contract 

Completed packages must be submitted to OSI PSD for prospective Contractor employees no less than 30 
days before the starting date of the con~ct or 30 days prior to EOD of any employees, whether a 
replacement, addition, subcontractor employee, or vendor. The Contractor shall follow guidelines for 
package submission as set forth by OSI PSD. A complete package will include the following forms, in 
conjunction with security questionnaire submission of the SF-SSP, "Security Questionnaire for Public 
Trust Positions" via e-QlP: 

1. DHS Form 11 000-6, "Conditional Access to Sensitive But Unclassified Information Non­
Disclosure Agreement" 

2. FD Form 258, "Fingerprint Card" (l copies) 
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3. Fonn DHS 11000·9, "Disclosure and Authorization Pertaining to Consumer Reports 
Pursuant to the Fair Credit Reporting Act" 

4. Position Designation Detennination for Contract Personnel Fonn 

S. Foreign National Relatives or Associates Statement 

6. OF 306, Declaration for Federal Employment (approved use for Federal Contract 
Employment) 

7. ER-856, "Contract Employee Code Sheet" 

EMPLOYMENT ELIGIBILITY 

Be advised that unless an applicant requiring access to sensitive but unclassified infonnation has resided 
in the U.S. for three of the past five years, OSI PSD may not be able to complete a satisfactory 
background investigation. In such cases, USCIS retains the right to deem an applicant as ineligible due to 
insufficient background information. · 

Only U.S. citizens are eligible for employment on contracts requiring access to Department of Homeland 
Security (DHS) Infonnation Technology {IT) systems or involvement in the development, operation, 
management, or maintenance ofDHS IT systems, unless a waiver has.been granted by the Director of 
USC IS, or designee, with the concurrence of both the DHS Chief Security Officer and the C~ief 
lnfonnation Officer or their designees. In instances where non-IT requirements contained in the contract 
can be met by using Legal Permanent Residents,v those requirements shall be clearly described. 

The Contractor must agree that each employee working on this contract will have a Social Security Card 
issued by the Social Security Administration .. ·' 

CONTINUED ELIGIBILITY 

If a prospective employee is found to be ineligible for access to USCIS facilities or information, the 
Contracting Officer's Representative (COR) will advise the Contractor that the employee shall not 
continue to work or to be assigned to work under the contract. 

In accordance with USCIS policy, contritctors are required to undergo a periodic reinvestigation every 
five yean. Security documents will be submitted to OSI PSD within ten business days following 
notification of a contractor's reinvestigation requirement. · 

In support of the overali USCIS mission, Contractor employees are required to complete one-time or 
annual DHS/USCIS mandatory trainings. The Contractor shall certify annually, but no later than 
December 31• each year, that required trainings have been completed. The certification of the completion 
of the trainings by all contractors shall be provided to both the COR and Contracting Officer. 

• USCIS Security Awareness Training (required within 30 days of entry oil duty for new 
contractors, and annually thereafter) · · 

• USCIS Integrity Training {Annually) 
•. DDS Continuity of Operations Awareness Training {one-time training for contractors 

identified as providing an essential service) , 
• USCIS Office Safety Training (one-time training for contractors working within USCIS 

facilities; contractor companies may substitute their own training) 
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• USCIS Fire PrevenUon and Safety-Training (one·time training for contJ:actors working within 
USCIS facilities; contractor companies may substitute. their own training) 

USCIS reserves the right and prerogative to deny and/or restrict the facility and information access of any 
Contractor employee whose actions-are in conflict with the standards of conduct or whom USCIS · 
determines to present a risk of compromising sensitive but unclassified information andlor.classified 
information. 

Contract.employees will reptirt any adve~ information concerning their personal conduct to OSI PSD. 
The report shall incl\lde the contractor's name along with the adverse information being reported. 
Required reportable adverse information includes, but is not limited to, criminal charges and or arrests, 
negative change in financu.I circumstances, and any additional infonnation that requires admission on the 
SF-SSP security questionnaire. 

OSI PSD must be notified of all terminations/ resignations within five days of occumnce. The 
Contractor will return any expired USCIS issued identification cards and HSPD-12 card, or those of 
tenninated employees to the COR. If an identification card or HSPD-12 card is not available to be 
returned, ·a report must be submitted tO the COR, referencing the card number, name of individual to 
whom issued, the last known location and disposition of the card. · 

SECURITY MANAGEMENT 

The Contractor shall appoint a senior-official to act as the Corporate Security Officer. The individual will 
interface with OSI through the COR on all security mattei's, to include physical, personnel, and protection 
of all Government information and data accessed by the Contractor. 

The COR and OSI shall have the right to inspect the procedures, methods, and facilities utilized by the 
Contractor in complying with the security requirements under this contract. Should ttie COR determine 
that the Contractor is not complying with the security requirements of this contract the Contractor will be 
informed in writing by the Contracting Officer of the proper action tO be taken in order to effect 
compliance with such requirements~ 

The Contractor shall be responsible for all damage or injuries resulting ftom the acts or omissions of their 
employees and/or any subcontractor(s) and their employees to include fmancial responsibility. 

) 
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AMENDMENT OF SOUCITATJONIMODIFICATION OF CONTRACT 

2. AMENOMENI/MilOlfiCATlON ND. 

1.'00001 

l EFFEC11VE DATE 

see Block 16C 
6. II;SUED BY CODE CIS 7. ADMI1'liSTEREP ev (HOII!Itfltwlfl 11/>m 6} 

~------------_, 
USCIS Contracting ·Ot:t:ice 
Department of Homeland· Security 
70 Kimball Avenue 
South Burlington V'l' 05403 

e. NAME AMi ADDRESS OF CONTRACTOR""·-·- .... ...,liPC«<oo 

IDEO LLC 
100 FORF.S1' AVE 
PALO ALTO CA 94301 

(b)(4) 

(x) 9A AMEND'MENT OF SOliClTATlON NQ 

911. OA JED (SEE IlEAl H) 

X . t~-'fW~~w CONTRACTIOilDiiA NO 

HSSCCG-14-F-00242 
108. DATED /SEE lrEM 13} 

05/lG/2014 

Ol'he above numba«J IOII:Itallon la amended a; sot fJ:rtta in ttam 14. The rtourend date ~IOQ lor rocoipt of Oft.8ts i]U..Old:r.Jimd. Cia not f!Ktet'l:led 

Oilers must~,....., ol lhl> •nu:nGTIImloliorlo 1118 hour .-.d dilo opociJiod inth8-,. .. """""""·by rm or 1110 ,,.,.,.., m""""": (a) Oy comploling 
'"""•80nd15,1W1d~ -·--- """"""'""'...-.,"""ll>lBv~IWIPioffhb""""""""on...,aq>yoiU.,o114w..-....t.or(t)By --or I8IOgr8m whi<h -·-to ... - on<f -numbln. FAilURE OF YOUR ACKNO\Io\.EOGa!ENT TO II£ RECEIVED AT 
Ill£ PLACE OESIGNATEO FOR THE RECEIPT OF OFFERS PRIOR TO THE HOUR AND DATE SPECIFIED MAY RESULT IN REJECTION OF YO\IR OFFER. lfb\' 
~ualllllr_l/OU_Io<llllngoon-oln!ody~,ouchr:lu!ngo....;bo-.tly181agmmor,.....,pr_OIIl<tl_or_,_,_ 

101118-llndihis.....--.andii-JliOIO.,;,""'"'"'hoJranl2lflila~ 
12 ACCOUNTING 1\HD APPROPRIATION DATA (H roqulted} 

See Schedule 
11 THlS m;JI ClltLY API'UQ TO IIIODIFICATION OF CONTRACTSIOIIDERS, IT IIOOII'li!S THE CONTRACTIOROER NO. AS DESCRIIIED IN IT~II r•. 

X 

A::&)~~ ~r: ISSU81 PUR&~ TO: (SjldyOUIIIOI>Iy} ~CHANGES SI!TFORTH IN ITEM 14 ARC MADE IN THE CDNTRAC r 

8. THE ABOVE NUMBERED CONTRACTIORD£R IS MODIFIED TO REFLECT lHE ADM1NISTIIAT1\IE CHANGES (IIIICI!U CIIB1IQCS In "")'in; oillce, 
oPIJl')INiolian dale, ale) SET FORTH IN ITEM 14, PURSUANT TO TMI!AUTHORITY OfFAA43.103(b). 

f.. 

F~R 52.212-4(c), Changes (b)(4) 

~~:=:~::=:: ., byOCF.-n~~--~~~-.) 
The purpose . . 1on is to issue a Partial Notice to Proceed (PNTP) in 
accordance with 'the attached PNTP letter dated 6/lB/2014. 

This is a no ""Ht modification. The total obligated amount remains ~0'7, 461. ?.B. 

All other terms and conditions rPmain unchanged. 
AAP Number: 2014020869 00/0PAS Rating: NONE 

NAMe AND rytf OF CONTRACTING OfFICER (Typo rx 11001! 

··----,-

16C. DATE SIGNED 

(JJ{ c~/20clf 

(b)(4) 

(b)(6) 
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AMENDMENT OF SOUCITATIONIMODIFICATION OF CONTRACT ,1. CONTRACT ID CODE I PAGE OF PAGES 

1 I 1 
2. AMENDMENT/MODIFICATION NO. 3. EFFECTIVE DATE 4. REQUISITION/PURCHASE REO. NO. ·Is. PROJECT NO. (If applicablfiJ 

P00002 see Block 16C 
6.1SSUEDBY CODE CIS· 7. ADMINISTERED BY (If olllaOhan Item 6) CODE I 
USCIS Contracting Office 
Department of Homeland Security 
70 Kimball Avenue 
South Burlington VT 05403 

8. NAME AND ADDRESS OF CONTRACTOR (Na, _,, CIOunty, State iJIId ZIP Colle) 

~ 
9A AMENDMENT OF SOLICITATION NO. 

IDEO Ll? 
715 ALMA STREET I 98. DATED (SEE ITEM 11) 

PALO ALTO CA 94301 

X 
lOA. MODIFICATION OF CONTRACT/ORDER NO. 
GS-10F-0032W 
HSSCCG-14-F-00242 
108. DATED (SEE I.TEM 13) 

CODE I I (b)(4) FACILITY CODE 05/16/2014 

11. 11115 .,...,. "'"'' "r :"""" All ON II 

0 The above numbenld 80iici1ation is amencfecl as set forth in hem 14. The hour end da1e specified for receipt of Offers 0 Is exterdecl. 0 is not extended 
Offeta must ac:MoWieclge receipt olll'lis amendment prior to lhe hour ana dille spedtiec11n ll'le eolic:italion or as amenclecl, by one ollhe following rne1tiOds: (a) By c:omploling 
Items B ancl15, and returning capiGs of 111e amendment; (b) By ac:llnowladgfng receipt of lhls amendment on each capy of lhe offe[ 8\lbmitled: or (c) By 

II8P(If1lta Iutter or telegram which includes a reference to lhe solicitation end amendment n~berll. FAILU1tE OF YOUR ACI(NOWLEDGEMENT Tc;> BE RECEIVED AT 
THE PLACE DESIGNATED FOR THE RECEIPT OF OFFERS PRIOR TO THE HOUR AND DATE SPECIFIED MAY RESULT IN REJECTION OF YOUR OFFER. II by 
virtue ollhis amendment you desire to chenge en offer alieady submillecl, IIUCI1 char\ge may be made by telegram or ratter, providod each telegram or letter makes refe1'1111C8 
10 me solicitallon end lhia amendment, end is received prior 10 lhe.openjng hour.and da1e speciflecl. · · 

12. ACCOUNTI.NG AND APPROPRIATION DATA (If requitfld). 

See Schedule 
13. THIS ITEM ONLY APPUES TO MODIFICATION OF COifTRACTSIORDERS. IT MODIFIES TliE CO~CTIORDER NO. AS DESCRIBED lit ITEM 14: 

CHECK ONE A. THIS CHANGE ORDER IS ISSUED PURSUANT TO: (Specify autholily) THE CHANGES SET FORTH IN ITEM 14 ARE MADE IN THE CONTRACT 
ORDER NO. IN ITEM lOA. . · . . 

X 

B. THE ABOVE NUMBERED CONTRACT/ORDER IS MODIFIED TO REFLECT THE ADMINISTRATIVE. CHANGES (s:ilch as changes In (#Jying office. 
appropriation date, etc.) SET FORTH IN ITEM 14, PURSUANT TO THE AUTHORITY OF FAR 43.103(b). ·. 

C. THIS SUPPLEMENTAL AGREEMENT I~ ENTERED INTO PURSUANT TO AUTHORITY OF: 

D. OTHJ:R (speedy type ot tiiOI1itiCIIbon Bflt:l Blllllonty) 

E. IMPORTANT: Conllllelor (!]is not. 0 Is required 10 sign lhia. document ~d return 0 copies !o lhe issuing olf'IC8. 

14. DESCRIPTION OF AMENDMENT/MODIFICATION (Oiganized by.UCF section headings, including soliciltlJiiJIIItonrract subjea matter where feasible.) 

DUNS Number: t J (b)(4) . 
AAP Number: 2 14020969 66/bPA§ating: NONE . . 
This modification is issued to terminate Chui-Ang Yuen as the Contracting Officer 
Repr.esentative (COR) ar1d assign Freddie Jordan as the new COR for this order. See attached 
COR termination and appointment memos. 

This is a no cost modification. All other terms arid conditions remain unchanged. 

Except as lliOVi<lecl herein, all trln'!l& and c:ondJtlon8 of the document referenced in hem 9A or 10A. as herotolo111 changed, remains uncllenged end In full force and e!fect. 

15A. NAME AND TITLE OF SIGNER (Type or print) 16A. NAME AND TinE OF CONTRACTING OFFICER (Type or print) 

Amanda L. Steirihour 
158. CONTRACTOR/OFFEROR 

NSN 7540-01·152-8070 
Previous edilion unuseble 

15C. DATE SIGNED 18C. DATE SIGNED 

06/24/2014 

STANDARD FORM 30 (REV. 10-63) 
Prescribod by GSA 
FAA (48 CFR) 53.243 
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AIIENDMENT OF aoUCITATIONIMODIFICATION OF CONTRACT 

2. :noH HO. 3. EFFI!CTM! DATE 

1?00003 . See Block 16C 
a. ICRIUiiU BY CODE CIS 
OSCIS Contracting Office 
Department of Homeland Security. 
70 Kimball Avenue 
South Burlington VT OS403 

8.IW&Ii AHD ADOIIEGSOF COH1'1W:TOR 11\b.llllll.~~~&~~~~y, llllfallttlllll'~ 

DEO LP 
15 ALMA STREET 

I 
7 
p ALO ALTO CA 94301 

COlli! I 
(b)(4) 

I FAC, .. ,. ·-· 

n, 

r,' ,·' 

r ............................. r~ 1PAOeU 2 
... REQUJBfTIOH/liURCHASE REQ. HO. r PROJECT NO. (71~ 

7. ADMINISmU!D BY {IICIIIII!rtii/Jtl ftnl 6} CODE I 

.. 

~ 
1IA. AMENDMENT OF SOUCITATION NO. 

98. DAlEO (SES ITEM f1l 

x. 10A. MODIFICAn~ OF COIIITRACTIORDI!A NO. 
GS-10F-OO 2W 
HSSCCG-14-F-00242 
108. DAlEO (SEE ITEM fiJ 

OS/16/2014 

(]'IIIII IIIIMII'IllllllllniiiiCIIlcllllloft Ia lllllendalllllllll fotCb blllaln 14. Tile lieu 811t lflleljiiiCIIIad for IIICiillpl o1 01111111 (]II Olllelldocl. (]II IIIII DlllllndDd. 
Olin llllllllillduiOIIIICiprocelplatll!la 8llllfldmcllll prtliriDU.IIIIIIr 811tdlla 'l*ll'llldln IIIII ild:kiiOI'Iota 8IIIGIIdlld, lly-DlllllllllllallfrG llllllhOdl; (O)IIy oomplellng 
11111111811111111, end 11111m1nCJ CIOjllo8 at.llllllllll8lldmilnl; (b) By,.., •• na1p1 olll!la GI'IIOIIdmlllll 011 08CII CGW of IIIII oBit illllll!lllltiO or (oJ By 
llljllriiiO lell«ortaiiQIIm .tlfl:h lncluda el'llf1lnlnce 1D U.eollciiuon anciiii'IICII'Idrlllllllnllarl. FAIWRil OF YOUR ACICHOVt\EDGEIINT YO BE RI!CEM!D AT 
'Ill! PLACI DISIQNATED FOR 11E RECEIPT OF OJ=FER8 PRIOR YO THE HOUR AND DATE SPECIFI£0 MAY RESUI.T IN RI!J!GTION OF YOUR OFFER. H 1¥ 
oAitu8 d ll!la lllll8lldiiUir4 ,ou cllllllle 10 cllanga 1111 o«ar ~ llldlmlll8cl; lldl C1118nQ0 may IMIIIUICio lly !Oioglam or lellot, pnwldlld eaciiiOlfllllllll ot lolla:r mllkal llll8r8nce 
101111 I08diDtllln Cllld ll!la 11111111'111m11811t Ill~ prior 10 th1l Ofl'llh8 lieu l1l'ld dale epecllled. 

1tACCOUNTINQANDAPPRCWRIATIDNDATA(IIII!qU/IBIIJ 

See Schedule 

OG!aCOIGI A. 'THill CHANG£ ORDER 1B ISSUED PURSUANT TO: {SpedyllllllltldlyJ 1ME CHANGES SET FORTH IN ITEM 14 ARE MADE IN THE CONTRACT 
ORDER NO.If4 rret.nOA. 

"· ·-
X FAR 52.212-41c), Changes 

M.DE8CftiPT'IOHOF r:-::Nt:T'(byUCFIIIO'illnllllllltljp.ltttlr/tlltfJ~IIlb,/lld/1UJlltlwf'ltllel'8sllllliJ.t 
DUNS Number: (b)(4) 
AAP Number: 2014020869 DO/DPAS Ratinq: NONE 
The purpose of this modification is to replace the Partial Notice to Proceed CPNTP) letter 
dated 06/18/2014 with the attached FUll Notice to Proceed (FNTPl dated 07/10/2014. The 
·period of Performance of thU order is 07/14/2014 - 10/06/2014. 

This is a No Cost Modification. The Total Obli'qated Amount Remains $507,4 61.28. All other 
term.s and conditlons remain unchanged. 

l!lllllplaa JIIIMdDdflllnllll. 11111111'11111n ClllfldillanloiU. Olcu'llefti~Gfen~iad 1n 118m 9Aa:r 1QA, a 110t0101oro~ 11111111n1 ~ nln IUD'- n oiJocl 

(b)(6) 

lilA. NAME N1D 1'11\.E 01' CONTRACTING OFFICER,,_ ot~ 

STAHDMOFORM:SO(REV.1N31 
Pmall:lecl lit C8A 
FAR (48 CfRt 83.243 

.. ..-.c. ... ····"'"'" 
. ~·.. '<, • I'" •• 
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llurli11gltm Comrar:ti11g O.ffkl! 

IJ.S. l>cpurun cnt til' Homclund Security 
711 Kimhnll /\venue 
Suuth. 13urlington. VT 05403 

•.• =~ .. :c us 
. ,. . . Citizenship 

and Immigration 
,,, .. ,,, Services · 

FULL NOTICE TO PROCEED 

From: US Citizenship & Immigration Services · 
Contmcting Oflice . 
70 Kimball Avenue 
South Burlington, . VT 05403 

Task Order No. HSSCCG-14-F-00242 

To: IDEO, LLC. 
I 00 Forest A venue 
Palo Alto, CA 94301 

· Date: 0711 0120 14 

In accordance with the timns of the above· contract, you nrc hereby noiified to proceed with fu II 
performance on the above contmct for Lean User Experience Design Services for myUSCJS. The Period of 
Performance forrhis order is 07/14/2014- 10/06/2014. · 

Please acknowledge receipt of this notice to proceed in thc.spncc provide below and retum. 

This Notice to PrQceed was received b 

(b)(£L_ 

(b)(6) 

USCIS Contracting Office 

~~ 
Amanda Stein hour. Contracting Officer 

ACKNOWLEDGEMI~NT · 
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