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Executive Summary 
 

The United Solutions Group Inc. (USG), a Certified Minority Owned Business, is responding to 
The State of New Mexico General Services Department/State Purchasing Division Request for Proposal 
(RFP) #50-000-15-00058 for Information Technology Professional Services. We have fifteen (15) years of 
experience in staffing Information Technology Professional Services and are delighted to offer our 
expertise to The State of New Mexico and its affiliated Procuring Agencies. Enclosed in this Proposal you 
will find our response to all required sections in the RFP as well as the required forms submitted with 
signatures from USG’s representative personnel. We are responding to this RFP exclusively to provide 
Information Technology Staffing Services. Overall customer satisfaction is our highest priority, and our 
means of achieving this is described in detail in this Proposal. We pride ourselves in using a rigorous 
vetting process to gain qualified, authentic and reliable candidates, and also have valuable resources in 
our pipeline of pre-qualified candidates. USG has an involved quality assurance process which includes 
steady communication with our client and our employees. We take extensive efforts to match our 
candidates to the proper requisition, and ensure the best service through consistent interaction with our 
employees and our clients. 

The distinguishing features of our company are listed below: 
 USG was founded in 2002 as an IT Consulting and Software Solutions company 
 History of significant growth in the past six (6) years 
 Obtained 26 new client projects in the past three (3) years  
 In the past year we have increased revenue by 41% and maintained a client retention rate 

of 83% 
 Extensive IT service history which includes doing business with government entities since 

our inception 
 Currently serve clients in twenty-one (21) different states 
 We understand our client’s workplace, needs and pain points and acquire and place the 

most appropriate candidate for the position 
 Monitor employee performance and quality assurance through our Account Managers 

and weekly reports 
 Our vetting process includes a thorough technical interview, cultural fit, background 

check and a technical skills test to verify the authenticity and capabilities of the candidate 
 A nationwide presence and the capability to fill positions in all states  
 Our staffing methodology provides our clients with the best possible candidates in a 

timely and efficient manner 
 

The Business Requirements from the RFP are provided in this Proposal which include information 
about our company and its history in the comprehensive Company Profile. Our customer service delivery 
approach includes problem identification and issue resolution, as well as how we profile our customers’ 
needs. We protect sensitive and confidential information, and have the ability to fulfill the requirements 
listed in the RFP in the Scope of Work narrative. We provide details regarding our sourcing methods and 
vetting process and also elaborate on our staffing mechanism, all of which contribute to our ability to 
provide outstanding service. We come to understand the client’s workplace culture through steadfast 
interaction with the clients and our constant communication with our employees. 
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Insurance Requirements (Section 6.3) 
 

USG uses The Hartford, Philadelphia Indemnity Insurance Company, and Sentinel Insurance 
Company to provide Employer’s Liability Insurance requirements as well as Worker’s Compensation. All 
of our insurance provisions will conform to Section 21 of the NASPO ValuePoint Master Agreement Terms 
and Conditions. 

Insurance coverage for USG shall include Commercial General Liability covering premises 
operations, independent contractors, products and completed operations, blanket contractual liability, 
personal injury (including death), advertising liability, and property damage, with a limit of not less than 
$1 million per occurrence/$2 million general aggregate. USG will comply with any applicable State 
Workers Compensation and Employers Liability Insurance requirements. 

USG agrees to pay premiums on all insurance policies.  USG shall provide notice to a Participating 
Entity who is a state within five (5) business days after USG is first aware of expiration, cancellation or 
nonrenewal of such policy or is first aware that cancellation is threatened or expiration, nonrenewal or 
expiration otherwise may occur. 

USG agrees to provide to the Lead State a written endorsement to USG’s general liability 
insurance policy or other documentary evidence acceptable to the Lead State that (1) names the 
Participating States identified in the Request for Proposal as additional insureds, (2) provides for written 
notice of cancellation shall be delivered in accordance with the policy provisions, and (3) provides that the 
Contractor’s liability insurance policy shall be primary, with any liability insurance of any Participating 
State as secondary and noncontributory.  Unless otherwise agreed in any Participating Addendum, other 
state Participating Entities’ rights and Contractor’s obligations are the same as those specified in the first 
sentence of this subsection; the endorsement is provided to the applicable state. 

USG will furnish to the Lead State copies of certificates of all required insurance in a form sufficient 
to show required coverage within thirty (30) calendar days of the execution of a Master Agreement and 
prior to performing any work. Copies of renewal certificates of all required insurance shall be furnished 
within thirty (30) days after any renewal date to the applicable state Participating Entity.  USG 
understands that failure to provide evidence of coverage may, at the sole option of the Lead State, or any 
Participating Entity, result in the Master Agreement’s termination or the termination of any Participating 
Addendum. Coverage and limits shall not limit USG’s liability and obligations under this Master 
Agreement, any Participating Addendum, or any Purchase Order. 
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Lead State Terms and Conditions 
Campaign Contribution Disclosure Form 

Pursuant to NMSA 1978, § 13-1-191.1 (2006), any person seeking to enter into a contract with 

any state agency or local public body for professional services, a design and build project   

delivery system, or the design and installation of measures the primary purpose of which is to 

conserve natural resources must file this form with that state agency or local public body.  This 

form must be filed even if the contract qualifies as a small purchase or a sole source contract.   

The prospective contractor must  disclose whether  they, a family member  or a representative  

of the prospective  contractor has made  a campaign contribution to an applicable public  

official of  the state or a local public body during the two years prior to the date on which the 

contractor submits a proposal or, in the case of a sole source or small purchase  contract, the 

two years prior   to the date the contractor signs the contract, if the aggregate total of 

contributions given by the prospective contractor, a family member or a representative of the 

prospective contractor to the public official exceeds two hundred and fifty dollars ($250) over 

the two year   period. 

 
Furthermore, the state agency or local public body shall void an executed contract or cancel 

a solicitation or proposed award for a proposed contract if: 1) a prospective contractor, a 

family member of the prospective contractor, or a representative of the prospective 

contractor gives a campaign contribution or other thing of value to an applicable public 

official or the applicable public official's employees during the pendency of the procurement 

process or 2) a prospective contractor fails to submit a fully completed disclosure statement 

pursuant to the law. 

 

THIS FORM MUST BE FILED BY ANY PROSPECTIVE CONTRACTOR WHETHER OR 

NOT THEY, THEIR FAMILY MEMBER, OR THEIR REPRESENTATIVE HAS MADE 

ANY CONTRIBUTIONS SUBJECT TO DISCLOSURE. 

 
The following definitions apply: 

"Applicable public official" means a person elected to an office or a person appointed 

to complete a term of an elected office, who has the authority to award or influence  

the award of the contract for which the prospective contractor is submitting a 

competitive sealed proposal or who has the authority to negotiate a sole source or 

small purchase contract that may be awarded without submission of a sealed 

competitive proposal. 

"Campaign Contribution" means a gift, subscription, loan, advance or deposit of money 

or other thing of value, including the estimated value of an in-kind contribution, that is made to or 

received by an applicable public official or any person authorized to raise, collect or expend 

contributions on that official's behalf for the purpose of electing the official to either statewide or 

local office. "Campaign Contribution" includes the payment of a debt incurred in an election 

campaign, but does not include the value of services provided without compensation or 

unreimbursed travel or other personal expenses of individuals who volunteer a portion or all of 

their time on behalf of a candidate or political committee, nor does it include the administrative or 

solicitation expenses of a political committee that are paid by an organization that sponsors 

the committee.
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"Family member" means spouse, father, mother, child, father-in-law, mother-in-law, 

daughter-in-law or son-in-law. 

 

"Pendency of the procurement process" means the time period commencing with the 

public notice of the request for proposals and ending with the award of the contract or the 

cancellation of the request for proposals. 

 

"Person" means any corporation, partnership, individual, joint venture, association or 

any other private legal entity. 

 
"Prospective contractor" means a person who is subject to the competitive sealed 

proposal process set forth in the Procurement Code or is not required to submit a competitive 

sealed proposal because that person qualifies for a sole source or a small purchase contract.  

 
"Representative of a prospective contractor" means an officer or director of a 

corporation, a member or manager of a limited liability corporation, a partner of a 

partnership or a trustee of a trust of the prospective contractor. 

 
DISCLOSURE OF CONTRIBUTIONS: 

 
Contribution Made By:       

Relation to Prospective Contractor:     

Name of Applicable Public Official:  _ 

Date Contribution( s) Made:      
 

 

Amount(s) of Contribution(s) 
 

 

 

Nature of Contribution(s) 
 

 

 

Purpose of Contribution (s)    
 

 

(Attach extra pages if necessary) 

 

Signature 

Title (position) 

Date 
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-OR- 

 
NO CONTRIBUTIONS IN THE AGGREGATE TOTAL OVER TWO HUNDRED FIFTY 

DOLLARS ($250) WERE MADE to an applicable public official by me, a family member or 

representative. 

 

Signature 

 
Managing Director                              
Title (Position) 
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Letter of Transmittal Form 
RFP# 50-000-15-00058 

Offeror Name: The United Solutions Group Inc. 
FED ID# 47-0916385 

All Items must be completed in full. Failure to respond to all items WILL RESULT IN THE 
DISQUALIFICATION OF THE PROPOSAL! 

1. Identity (Name) and Mailing Address of the submitting organization (Offeror name): 

The United Solutions Group Inc. 

Sri Vadi 

1101 W Hamilton Street 

Suite 351 

Allentown, PA 18101 

2. Identify the person authorized by the organization to contractually obligate on behalf of this Offer: 
Name: Sri Vadi 

Title: Managing Director 

E-Mail Address: bids@tusgi.com  
Telephone Number: 267-401-1300 

3. Identify the person authorized by the organization to negotiate on behalf of this Offer: 

Name: Sri Vadi 

Title: Managing Director 

E-Mail Address: bids@tusgi.com  
Telephone Number: 267-401-1300 

4. Identify the person authorized by the organization to clarify/respond to queries regarding this Offer: 

Name: Sri Vadi 

Title: Managing Director 

E-Mail Address: bids@tusgi.com  
Telephone Number: 267-401-1300 

5. Identify the person responsible for providing the mandatory usage reports listed in Section 6.4: 
Name: Lara Zelnio 

Title: Senior Director 

mailto:bids@tusgi.com
mailto:bids@tusgi.com
mailto:bids@tusgi.com
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E-Mail Address: Izelnio@usgit.com  
Telephone Number: 267-401-1300 

6. Use of Sub-Contractors (Check one) 

 No sub-contractors will be used in the performance of any resultant contract OR  

 The following sub-contractors will be used in the performance of any resultant 
contract: 

 (Attach extra sheets, as needed) 

7. Please describe any relationship with any entity (other than Subcontractors listed in (5) above) 
which will be used in the performance of any resultant contract. 

Terms and Conditions of the RFP 

Offeror must have read and understate all the terms and conditions shown in this RFP by 

checking the appropriate boxes provided. 

8.      On behalf of the submitting organization named in item #1 above, I accept the Conditions 

Governing the Procurement as required in Section 3. 

9.      I concur that submission of our proposal constitutes acceptance of the Evaluation Factors 

contained in Section 5 of this RFP. 

10.      I have read and understand all the terms and conditions as shown in the NASPO 

ValuePoint Master Agreement listed in Attachment A as required by Section 6.2. 

 

  ll.              I have read and understand all the terms and conditions as shown in the State of New 

Mexico's Additional Terms and Conditions listed in Attachment E as required by Section 6.5. 

12.      I have read and understand that failure to file the utilization reports and fees for both 
NASPO and the State of New Mexico on a timely basis shall constitute younds for suspension of 

this Agreement or termination of this Agreement for cause. 

13.      I acknowledge receipt of any and all amendments to this RFP. 
 

 

 

06/03/2016 
Authorized Signature                                                              Date  
 

mailto:Izelnio@usgit.com
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Company Profile 
 

Company History 
 
a) Year your company was founded. 

 
The United Solutions Group Inc. (USG) was founded in 2002. 

 

b) Describe your client retention rate for the past 3 years. 
 

 
The graph above describes our retention rate over the last three (3) years. Our retention 

rate is influenced by the length of our projects, attrition, and budget constraints. We maintain a 
high retention rate because of the quality personnel we supply, timely delivery, attention to 
customer service and client satisfaction. Projects being extended and satisfying the needs and 
pain points of our clients are also main contributors to our retention rate. USG has never been 
terminated for cause from a client contract for the fifteen (15) years we have been in business. 
Thus our retention rate relating to termination for cause is unspoiled. We credit this to our 
dedication to supplying the proper candidate to our clients by understanding their workplace 
culture before placing a candidate. We also learn of the specific needs and pain points of our 
clients to quickly satisfy these and also anticipate upcoming needs. This is how we continually 
retain and expand business with our clients and gain new clients. We pride ourselves on 
delivering quality services on every project, and are steadily retaining clients due to our 
commitment to building relationships with our clients. 
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c) Describe your company’s growth during the past three years. 

 
 

USG has had six (6) consecutive years of growth which includes expanding our clientele 
to twenty-one (21) different states. The chart above describes the last three (3) years of growth. 
USG has obtained over 26 new client projects in the past three (3) years that have resulted in 
year-over-year revenue increases. Our Main Office is in Allentown, PA and we have a Branch 
Office in Baltimore, MD. Due to recent growth we have opened an additional Branch Office in 
Austin, TX. USG has continually expanded our vendor network and pre-qualified candidate 
pipeline which enables us to maintain and accelerate our rate of expansion. We have achieved 
substantial growth by retaining successful resources and offering to redeploy our proven 
consultants to potential clients. We make extensive efforts to ensure the right candidate is placed 
to the most appropriate position. This ensures we provide a technically sound, productive worker 
who is a cultural fit to the client’s workplace. Having this reliable workforce is critical to our 
growth. 

 

d) What are your hours of operation and when are key account people available? 

 
USG currently operates between 8:00 am and 7:00 pm Eastern Standard Time, but we 

have the ability to expand our hours and will accommodate the business hours of any procuring 
agencies we do business with. We can do this in a number of ways. We will have an office open 
from 8:00 am to 9:00 pm Eastern Standard Time (6:00 am to 7:00 pm Mountain Standard Time) 
to cover all time zones. We have been working with and have in place a teaming agreement with 
a large IT company with thirty (30) years of experience. Together we have the capability to provide 
our clients access to a 24/7 service desk. We will extend our hours of operation for this contract 
to coincide with those of any procuring agency. In some instances, we will open an office in a 
given region if it is necessary for efficiently fulfilling that client’s needs. 

Key account personnel will be available within the hours specified by the procuring 
agency. We regularly utilize local resources for each project we work on, but we also source 
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from around the nation when needed. Any key personnel working with a procuring agency will 
be available in the required hours of operation. 

Business Profile 
 

1) Customer Service / Service Delivery Strategy 
 
a) Describe how problem identification and resolution will be handled. How do you respond to 
client complaints and service issues?  
 

Frequent communication between the Account Manager and the client is the primary 
means of determining what the issue is. Once that is determined, the appropriate resolution will 
be implemented. This can vary depending on what the issue is, and will ultimately be determined 
by how the client wishes to proceed. Resolutions can include a performance improvement plan 
or termination from the assignment, depending on the issue. USG maintains problem 
identification and issue resolution as high priorities and takes proactive measures to prevent 
issues with our candidates in our quality assurance process. 

Understanding our clients through consistent communication is USG’s initial step in 
taking preemptive measures to reduce the chance of problems occurring. USG offers frequent 
surveys and follow-up inquiries to our clients for feedback, which we consider an important part 
of problem prevention and resolution if needed. USG also maintains an open-door policy with all 
of our clients to hear any concerns, comments, suggestions or complaints as they arise. The 
Account Manager is the point of contact for the client, and will immediately address any 
complaints, concerns, or recommendations from the client. If the client complains or service 
issues arise, the Account Manager will listen to the complaint of the client, thoroughly investigate 
the execution of services, and determine the precise cause of the issue. The Account Manager 
will then propose a solution to the client, and with the client’s approval will then implement the 
improvement strategy. The Account Manager will remain in steady communication with the 
client throughout the improvement process and then follow up with the client after the plan is 
implemented to assure satisfaction with the services provided. 

Our candidates submit weekly reports to the Account Manager which identify work 
completed during the week and also any issues the consultant has encountered. If the consultant 
requires additional assistance, resources or training to resolve the issue this will be promptly 
provided by the Account Manager, who keeps in regular contact with the consultant throughout 
the duration of the project. If an issue arises regarding employee performance, this will be 
immediately addressed and resolved by the Account Manager by first identifying the issue 
through feedback from the client. Once the issue is identified, it will be discussed with the 
consultant and the Human Resources Department. If the client agrees it is a suitable solution, a 
performance improvement plan will be created for the consultant by the Account Manager in 
conjunction with the Human Resources Department. This plan will then be implemented and the 
Account Manager will remain in close contact with the client to ensure satisfaction with the 
consultant’s performance. If there is still not a satisfactory improvement, USG will use our pre-
qualified candidate pipeline to offer a replacement consultant with the approval of the client. 
The replacement candidate will be placed as soon as is reasonably possible after being approved 
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by the client. The Account Manager will keep the client informed of the vetting process and 
candidate acquisition, and will follow-up with the client to ensure satisfaction with the new 
consultant’s performance. 
 

b) How will you service your clients’ accounts? Describe in detail how your company profiles 

your clients’ needs for temporary services. 

 

USG services our clients’ accounts by providing skilled and qualified IT professionals to 
meet the needs of a client, which begins by assigning a dedicated Account Manager specific to 
the client’s requisitions. We have a pipeline of pre-qualified candidates ready for immediate 
placement once the specific needs of the client are determined. This valuable resource is the first 
thing we consider when filling a position, as we have many skilled and vetted candidates who are 
ready for immediate placement as well as consultants who are ready for redeployment. The 
Account Manager will interact with the client if permitted to clearly understand the needs and 
requirements of the client and also understand the client’s workplace culture. After establishing 
rapport with the client and gaining a thorough understanding of the client’s needs and culture, 
the Account Manager can then give specific details to USG personnel which will allow USG to 
provide the best possible candidate for the position. Consistent communication is central to this 
process as it allows USG to understand the client and make an informed decision for a placement 
in a timely manner.  

The Account Manager will learn about all requirements for the client’s requisitions and 
through building a relationship will be able to anticipate upcoming needs. Also, the Account 
Manager will acquire details and insight to the client’s workplace culture as this information can 
be valuable in placing a candidate that has both a qualified skill set and also a customer service 
approach that aligns with those of the client. To ensure this, USG conducts an in-person or Skype 
interview depending on distance of the candidate to see what their work preferences and career 
goals are. Learning these details about our candidates allows USG to make the most appropriate 
placement to a client’s workplace. We understand that government agencies require candidates 
that have a strong commitment to customer service and can perform efficiently in a government 
agency. Beyond these steps USG has the candidate verify their skill set through “IBM Kenexa 
Prove It” (www.proveit.com) and conducts background checks including educational 
background, criminal history, personal reference checks, credit checks (if permitted by law) and 
employment verification to validate the candidate. A technical interview conducted by a USG 
Subject Matter Expert (SME) ensures the candidate has the required technical knowledge. This 
process has allowed USG to gain and maintain a supply of trustworthy and reliable candidates to 
place to our clients’ requisitions. 

http://www.proveit.com/
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USG learns of the needs of the client through the Account Manager and documents all of 
the client’s needs. We also anticipate any upcoming needs that may arise throughout the course 
of the assignment based on past experience with government agencies. Having detailed 
knowledge of our client’s needs gives us an advantage in providing the necessary services and the 
most appropriate candidates for the requisition. 

In the above chart, USG offers our clients the option to use our Order Management 
Process that allows clients to acquire a qualified candidate in a few easy steps if they choose to 
do so. This system features an application by which a client may upload their requisitions into a 
centralized database managed by the Account Manager. The talent acquisition process 
immediately begins by fully understanding the client’s job requisition and immediately analyzing 
the candidates from our pre-qualified pipeline. The next step involves the Subject Matter Expert 
that takes each candidate through the vetting process. Once qualified and vetted candidates are 
found they are sent to the client’s hiring manager for evaluation. Client evaluation of the proposed 
candidates in the database provides accessibility to easily manage candidates. The client can then 
select which candidates in the database they wish to interview. If the client approves of the 
candidate after the interview, then the necessary compliance and on-boarding process will take 
place. Our Order Management Process provides ease of access and rapid results without 
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compromising quality of service. If a client already has a system they prefer to use, USG will use 
the process preferred by the client. 

 
c) Describe your company’s national capabilities to satisfy clients’ needs for temporary 
services and how you manage those accounts in various geographical areas. 
 

We acknowledge the geographic challenges in supplying skilled IT professionals 
throughout the entire United States and consider this in our staffing process. To best serve our 
clients in distant areas, we may open a local office in a given region if this would be the best 
means of promptly satisfying the client’s needs. USG successfully supplies IT professional services 
to several state government agencies. We currently use our staffing methods to widespread 
success throughout the United States in twenty-one (21) states, and will do so for the State of 
New Mexico and any affiliated Procuring Agencies if awarded a contract. We have a contractual 
relationship with the State of South Carolina that has lasted for over six (6) years and continues 
to this day. We also have successful contractual relationships with the State of Michigan and the 
State of Mississippi which also continue to the present day. Our method of providing an Account 
Manager specific to our client’s location is the first step in successfully satisfying their 
requirements as it gives the client a point of contact specific to their project, and allows USG to 
gather all necessary information to supply the needed personnel. 

Our dedicated recruiting team is constantly seeking skilled professionals from all over the 
United States, and finds candidates who are willing to relocate to new locations if they are not 
already located in the region of a requisition. The recruiters prioritize in finding an appropriate 
candidate in the region of a requisition, which we will then vet and interview for placement. If we 
do not have a candidate in a specific area, we recruit candidates who are willing to relocate to the 
location. Aligning a candidate’s career goals and customer service philosophy with the needs of 
our client enables USG to find and place the proper candidate to a requisition. 

USG uses a verified vendor network from which we draw skilled IT professionals to supply 
to our clients. Once the needs of the client are determined we then supply candidates that are 
verified through our vetting process and background checks. An in-person or Skype interview is 
conducted by USG to confirm the candidate is a good fit for the type of work and culture of the 
client. A technical interview with a USG Subject Matter Expert (SME) ensures the candidate has 
the necessary technical knowledge and capabilities for the requisition. The SME interacts with the 
candidate and asks questions regarding the technical expertise required for a position to evaluate 
the candidate’s understanding and capabilities. The client may also interview the candidate if they 
prefer to do so. After candidate(s) are assigned to a requisition they will remain on that requisition 
until completion. In the unlikely event a candidate must be replaced, USG has a pipeline of skilled 
professionals to make a replacement in a time-efficient manner. The Account Manager will 
maintain consistent communication to ensure satisfaction with the services provided throughout 
the assignment. 
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d) Affirm that you can provide the services throughout the United States (including Alaska, 

Hawaii, and the District of Columbia). 

 

We affirm our capability to provide IT professional services throughout the Unites States, 
including Alaska, Hawaii and the District of Columbia. Because we have an established pre-
qualified candidate pipeline and a widespread vendor network, we can find numerous 
candidates from many different locations with various career goals. We use this process to 
provide candidates to any location within the United States. We generally assign key personnel 
from the local region and in some cases even open a new branch office in a given region if 
necessary.  

We believe in the importance of having a local presence in a region whether it is through 
a new office or key personnel from the local area being assigned to the requisition of that region. 
We source new candidates from the local region if we do not already have pre-qualified local 
candidates in our pipeline. When instances occur in which a local resource is not readily available, 
we use our candidate pipeline of pre-qualified IT professionals and sourcing methods. In doing 
this, we do more than simply match the candidate’s resume to a requisition. We conduct an in-
person or Skype interview with the candidate and make sure he or she would be an ideal fit for 
the region. By having a presence in twenty-one (21) different states, we understand how 
different each region can be, and also understand the fundamental differences between different 
agencies within the same region. We realize no two requisitions are the same and plan 
accordingly. Our experience with numerous clients of many different regions and domains has 
made us adept at understanding the local fabric of an area before placing a candidate. We 
acknowledge the challenges inherent in staffing different regions throughout the country. 
Through our commitment to understanding a client’s region and workplace culture before placing 
a candidate we have achieved great success in the IT industry.  

We have done business in the District of Columbia and currently do business the 
Metropolitan/D.C. area, and know the business climate of that region. We have the capability to 
provide IT Professional Services to this region as well as Alaska or Hawaii if they choose to 
participate as Procuring Agencies through the State of New Mexico. USG has a teaming 
agreement with a large IT company of thirty (30) years’ experience who has the capability to 
provide a 24/7 service desk and will expand the hours of operation of our current offices to 
accommodate the needs of Procuring Agencies in all time zones. USG may open a new office if 
needed to best satisfy the needs of a client and has done so for clients before. 
 

e) Indicate where you offer services in the territories of the United States. 

 

USG currently does not provide services in any territories of the United States. However, 
if the opportunity should arise USG will provide services to these regions. 
 

f) How do you assess customer satisfaction? How do you measure customer satisfaction? 

What are your quality assurance measures and how are they handled in your organization? 

 



INFORMATION TECHNOLOGY PROFESSIONAL SERVICES RFP # 50-000-15-00058  
 
 
 

Page 16 of 39 
 
 

We ask if the client is satisfied with overall service and inquire into the precise reasons 
why through our surveys, follow-ups and consistent communication. This way we can most 
accurately determine what makes the client satisfied and continue proven customer satisfaction 
processes. We determine what makes a client happy or unhappy and use this knowledge to adapt 
our performance accordingly. The designated Account Manager is the single point of contact for 
our client and is responsible for gathering feedback from the client. This feedback allows USG to 
assess the satisfaction of the client and anticipate potential upcoming needs of the clients to 
ensure continued satisfaction. USG regularly offers surveys and follow-up inquiries to gain client 
feedback and measure the client’s satisfaction overall and in specific areas based on the answers 
we receive from these. The Account Manager conducts regular site visits if allowed and interacts 
with the client to gain their insight which is also used to measure the client’s satisfaction. The 
Account Manager also interacts with our employees regularly to ensure they are completing all 
necessary work and determine if they need any additional assistance. This way the Account 
Manager is constantly aware of the progress completed at the client site and can anticipate any 
upcoming needs. Client feedback is very important to USG as it is our means of measuring client 
satisfaction and gaining an understanding of the client’s pain points so that we can address and 
resolve them. We use these different means of gaining client feedback to form a well-rounded 
understanding of our client’s needs and make necessary changes and adjustments to best meet 
these needs. Overall customer satisfaction is USG’s highest priority, and we ensure our promises 
and guarantees are met. 

USG’s quality assurance method begins with our candidate placement process. We use 
a vetting process and background checks to verify the skills and qualifications of a candidate, but 
also conduct an in-person or Skype interview to assess how well a candidate will fit into a given 
workplace culture. We also have a technical interview conducted by a USG SME to ensure the 
candidate has the technical knowledge and capabilities required for a position. This attention to 
fitting the proper candidate to the culture of a client is an essential part of USG’s quality assurance 
method, and is an important first step in establishing a successful business relationship. We do 
this in an effort to provide overall satisfaction, which entails a client’s satisfaction with both the 
work completed by the consultant and the consultant’s overall presence in their workplace. 

To further ensure quality service is provided to the client, USG’s assigned Account 
Manager oversees operations and serves as the single point of contact between the client and 
USG. The Account Manager will be a dedicated professional with extensive experience in the IT 
industry. The Account Manager can therefore assist consultants in their operations and provide 
valuable insight for issue resolution. Weekly reports provided to the Account Manager from the 
consultants verify the proper work is being completed on time, and if issues do arise they can be 
quickly identified and resolved. The Account Manager also keeps in regular contact with our 
employees for a thorough understanding of the work being completed and anticipate any needs 
that may arise. The feedback received from our client via the follow-ups and surveys, coupled 
with information gained by the Account Manager’s interaction, are USG’s quality assurance 
measures and are incorporated into the regular operations of our personnel. 

The Account Manager effectively handles issues if they should arise by keeping in contact 
with the client to determine what the specific issue is. Once this is determined, several options 
are available for how to resolve the issue depending on its nature and severity. Resolutions can 
include a performance improvement plan developed by the Account Manager and discussed with 
the employee and the Human Resources Department. With client approval the plan is 
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implemented and the client is kept informed throughout the entire process. Once completed the 
Account Manager will follow-up with the client and ensure the issue is effectively resolved. If the 
performance improvement plan is not a suitable solution to the issue, the employee may be 
terminated from the position depending on the nature of the issue. If this unlikely situation 
occurs, then a suitable replacement will be made in a prompt and timely manner. The Account 
Manager will follow-up with the client to make sure the replacement is satisfactory. 
 

g) Describe in detail what steps your company takes to understand the business needs of their 

customer. 

 

Step 1: Establish a Strong Business Relationship 

The Account Manager assigned by USG will visit the site of the client if applicable, or reach 
out for an in-person meeting, and interact with the client’s personnel to learn of the needs, pain 
points and expectations of the client. This is an ideal way to understand not only the technical 
requirements of a client’s requisition, but also learn of the client’s culture to determine the type 
of candidate(s) that would be the best fit into that environment. This establishes a partnership 
between USG and the client that will allow USG to incorporate the needs of the client into the 
execution of all duties of a requisition. This will establish a business relationship based on trust 
and mutual goals, which is the cornerstone of truly knowing and understanding the needs of a 
business partner. 
 

Step 2: Understand the Client’s Market 

USG conducts operations in various locations throughout the United States and 
understands that no two clients or areas are the same. We understand and appreciate the 
diversity that exists within the United States and the IT industry. We have an advantage in the IT 
industry by having served clients in twenty-one (21) different states, each with their own unique 
IT market and location-specific needs therein. After analyzing the market dynamics of the specific 
region, USG incorporates this knowledge into our approach to satisfying customer needs. 
 

Step 3: Understand the Client’s Organization 

USG has fifteen (15) years of experience providing services to government agencies, 
institutions of higher education and large private businesses. In our fifteen (15) years of 
providing IT related services, we have learned that all organizations, even those similar in nature, 
have their own needs, strengths, pain points and specific requirements. USG makes it a priority 
to distinguish the needs of the specific organization and pinpoint the specific requirements that 
must be met for successful operations. Our experience with multiple government agencies has 
given us a clear comprehension of how to determine these needs and formulate an appropriate 
course of action to ensure they are satisfied and the client’s expectations are adequately met if 
not exceeded. 

We anticipate the needs of each and every client we serve by learning the history of the 
client’s establishment and what their daily operations entail. This is achieved through the 
designated Account Manager’s interaction with the client. In knowing the nature of our client’s 
operations and culture, the Account Manager becomes very familiar with the needs and 
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requirements of the client. This allows USG to take preemptive measures in determining any 
upcoming needs and requirements of the client to provide prompt and effective services. 
 

Step 4: Place the Proper Candidate (not just a Resume) 

USG understands that the most important aspect of fulfilling a client’s needs is to assign 
the right person for the job. This entails more than just matching a resume. We verify a 
candidate’s skills and qualifications through a vetting process, but our full method goes further. 
We interview the candidate and get a clear idea of their career goals, interpersonal skills, 
customer service attitude and overall business demeanor. After having established a partnership 
with the client as outlined in Step 1 above, USG can then determine if the interviewed candidate 
is an ideal match for the workplace culture of the client. 

An example of USG’s candidate placement strategy involves a client that had a highly 
conservative workplace environment with professional standards that they required be met at all 
times. USG used this knowledge to place a candidate that would be comfortable in that workplace 
and able to operate effectively in that type of environment. This allowed USG to successfully fulfill 
the needs of the client by placing a candidate that was a good fit for that client’s culture. This 
approach will enable USG to successfully satisfy the needs of the Procuring Agencies if awarded a 
contract. 

 
Step 5: Continue Monitoring and Account Maintenance 

We are adamant about remaining ahead of the industry trends and changes, and we 
ensure our employees are kept up-to-date on all necessary information and developments 
relating to their tasks. We monitor the performance of our consultants to ensure the best quality 
of service and output. The Account Manager remains in steady communication with our 
employees in an effort to best understand the work being completed and determine any other 
needs or requirements for the project. By gaining insight from our consultants and feedback from 
the client, the Account Manager can ensure all requirements are satisfactorily being met on time. 
 

h) Describe your company’s performance monitoring for the company. 

 

The items listed below are used to monitor the performance of our recruiting team, 
content writers, management and any employees to ensure USG is meeting our goals for gaining 
only the best available talent: 

 
Performance Evaluations: 

Performance evaluations, status reports and meetings with the Account Manager and 
the client are the ways that we monitor performance and development within our staff. Regular 
communication and frequent discussions give employees the means to succeed by using 
terminology that applies directly to their personal performance and input to our company’s goals. 
Employees are graded as “high performers” or “expectation performers,” and are also graded on 
how effectively they utilize the resources provided to them and how well they encourage 
teamwork. This enables us to give constructive criticism when necessary and acknowledge 
accomplishments to keep morale high and maintain steady growth. We also have our employees 
submit weekly status reports to keep management informed of the work completed and ensure 
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the client’s needs are being satisfied properly and on time. The Account Manager corresponds 
regularly with all consultants to best understand what is happening and ensure all needs and pain 
points are being satisfied, and also plan ahead for any possible upcoming needs. 

 
Metrics Analysis: 

USG has pre-determined metrics that are important to setting up our consultants for 
success. Our metrics include production numbers that are accurately collected from various 
sources to include but are not limited to quality of work, quantity of work, initiative & creativity, 
overall job knowledge and success rate. This way we ensure our recruiters are steadily gaining 
skilled talent in the specified timeframe. Any issues in the recruiting process can be quickly 
identified and remedied using the standard metrics process. 

 
Comparative Analysis and Projected Turnout: 

Our management team is expected to run an analysis on a weekly basis that compare our 
overall success rate & future growth to our direct competition. They perform both qualitative 
and quantitative research to determine the “why” and the “how” between our current & future 
states and where those stand against our competitors. They are expected to understand USG’s 
strengths and weakness in order to best capitalize on our competitive advantage. This is our 
means of staying ahead of trends in the IT industry from which we can achieve optimum results. 

 
Monitor Employee Output: 

Performance evaluations are completed by USG management to monitor the quality and 
amount of work completed by employees, offer our employees feedback to help them succeed 
and set goals within a timeframe. This is essential for growing and developing our business and 
ensuring all employees are meeting our work standards. These evaluations are completed by 
management for each employee and measure the employee’s quality of work, quantity of work 
completed, reliability, job knowledge, attendance, cooperation, initiative and creativity, 
judgement and also discusses the goals to be achieved over the next three (3) months, six (6) 
months, and twelve (12) months. These criteria are reviewed with the employee and evaluated 
to best assist the employee in achieving the goals and meeting, if not exceeding, the expectations 
of the company. 
 
Management Evaluations: 

We also ensure our management team is supplying the necessary guidance and support 
by conducting performance evaluations specific to management personnel. These evaluations 
are conducted by the top personnel in our company, and are more in-depth as manager’s hold 
greater responsibility in the company. Management in our company is monitored on planning and 
organizing, Directing and controlling, decision-making ability to ensure employees are meeting all 
of their requirements, and how well development plans produce desired results (if applicable).  

 
Monitor Placed Candidates: 

USG stays engaged with our employees by monitoring their performance and success at 
the client’s site. Our IT professionals, once assigned to a requisition, submit a weekly report 
outlining work competed to the Account Manager. The Account Manager reviews these weekly 
reports to ensure all required work is completed and also addresses any issues that must be 
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resolved. Additionally, we stay in frequent communication with the client site based on their 
availability to ensure satisfaction. 

We pride ourselves on maintaining dedicated and reliable IT professionals, and so we 
keep a close record of how often our employees are redeployed. Our employees commonly 
choose to remain on staff with our company and are regularly redeployed to additional projects 
once one project comes to an end. We credit this to our steady practice of building a productive 
relationship with our IT professionals that gives them the tools they need to succeed and achieve 
their careers goals while supplying our clients optimal service. 

 

 
2) Candidate Qualifications 

 
a)  Describe how your company identifies the most qualified candidates for your customers. 

Describe your company's performance monitoring for the candidates. 
 

USG uses proven sourcing methods, a pre-qualified candidate pipeline and a rigorous 
vetting process to find the most qualified IT professionals for our clients. We consider proper 
placement of candidates to be a fundamental aspect of helping the client achieve success, and 
this is why we do more than match a resume to a posted requisition. Our method involves getting 
to know our candidates and creating a relationship with them in order to best fit them to the 
most appropriate requisition. We make sure a candidate is qualified and verify they possess all 
necessary skills, but we also ensure that the candidate’s career goals and customer service 
philosophy aligns with the needs of our client. This is a proven method that allows USG to place 
candidates in requisitions where both parties will benefit. This process has given us a proven and 
reliable resource in our candidate pipeline, which is the first resource we check when considering 
IT professionals for our client. 

USG conducts a phone screen as a means of gaining initial contact with the candidate and 
verifying good communication skills. We ask questions regarding the candidate’s background, 
work experience, skill set, and customer service philosophy. If the information gained in this 
initial contact with the candidate is satisfactory, we move on to a skills verification test. 

USG uses the verification resource “IBM Kenexa Prove It” (www.proveit.com) by having 
the candidate tested to verify their skill set and experience as required for the identified position. 
“Kenexa Prove It” is a system developed and implemented by the multinational technology 
corporation IBM (International Business Machines Corporation) that tests a candidate’s skills. In 
addition to this, a technical interview is conducted with the candidate by a USG Subject Matter 
Expert (SME) and ensures the candidate has the required technical knowledge and skills for a 
position. In essence, USG’s identification processes, sourcing, recruiting, and interview process, 
coupled with employment verification, personal references and educational background checks, 
provide a solid foundation to confirm the validity of the candidate’s experience. 

USG also conducts an in-person or Skype interview to become acquainted with how the 
candidate is in person. The interview is an essential part of our process because it shows us the 
interpersonal skills of the candidate and gives us a clear idea of the type of workplace 
environment the candidate will best fit into. The questions asked in this interview are more in-
depth and involves asking about the candidate’s career goals and attitude toward customer care. 

http://www.proveit.com/
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This is advantageous to both the client and the candidate because it enables USG to match not 
only the skill set but also the character of the candidate to the most appropriate requisition. 

The vetting process includes a screening of the candidate through A-Check Global 
(www.acheckglobal.com), a well-respected and internationally recognized employment screening 
agency. Every candidate is required to cooperate and submit to the following validations and 
background checks:  educational background, criminal history, personal reference checks, credit 
checks (if allowed by law) and employment verification. Upon requirement from the end client, 
the foregoing background verification through A-Check could include international educational 
and criminal history, personal reference, employment verification, drug screening and 
drug/substance abuse testing. USG acknowledges the challenges presented in our industry in the 
verification of a candidate’s resume, stated work experience and skill set, which are verified 
before placement. 

 
USG monitors the progress of an employee after placement to ensure the client is 

satisfied with the resource and that the expectations of the client are met if not exceeded. We do 
this through gaining regular customer feedback through the Account Manager dedicated to the 
specific client. We make efforts to measure both overall satisfaction as well as satisfaction in 
specific areas to gain a well-rounded perspective on our client’s satisfaction. The Account 
Manager gains weekly progress reports from employees to monitor all work completed during 
the week, and also remains in steady communication with employees to understand the progress 
being achieved at the work site and anticipate any upcoming needs. The Account Manager also 
maintains consistent communication with the client to listen to any comments or concerns and 
will address any issues immediately. USG also issues surveys and follow-up inquiries to our 
customers to get feedback on our employees and their performance. The surveys ask questions 
about the overall satisfaction of the client, employee’s performance and offer the opportunity 
for the customer to leave any additional comments beyond the responses to the questions. 

 
b)  Describe how your company verifies each candidate meets the customer’s requirements 

necessary to perform the required duties. 
 

USG understands the challenges in the IT industry regarding candidate authenticity. Many 
resume fabrication operations exist and try to penetrate the work force, especially in the IT 
industry. USG is committed to never supplying an inauthentic consultant to our clients. We use a 
multiple-step vetting process to ensure our clients are receiving only verified and authentic 
consultants. Fortunately, we have numerous methods to validate candidates and verify their skill 
set. We have a thorough screening and vetting process to ensure our candidates are authentic 
and can perform the necessary required duties for a requisition. Our multi-step process for 
verifying this is outlined below: 

 
Step 1: Examine Candidate History 

USG conducts an initial review of a candidate’s resume for the correct qualifications and 
proper technical experience. We gain referrals from business acquaintances, employees, or other 
affiliates and refer to reputable social media outlets such as LinkedIn. We check for consistency 
between the candidate’s resume and various social media sources such as LinkedIn. If these 
match, we move on to the phone screen.                                 

http://www.acheckglobal.com/
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Step 2: Phone Screen 

A phone screen provides insight into the candidate’s communication skills and helps to 
verify the information provided by the candidate on their resume. In this step we ask several 
open-ended questions about the candidate’s work history, capabilities, career goals and customer 
service approach. In this step we gather references whom we also contact and ask questions 
about the candidate’s work performance, interpersonal skills, sense of professionalism and 
capabilities. 

 
Step 3: Skill Verification Test 

USG uses the resource “IBM Kenexa Prove It” (www.proveit.com) to verify a candidate’s 
skill set. Kenexa Prove It is a program designed to comprehensively test a candidate’s capabilities. 
These tests are provided through a Subject Matter Expert (SME) and ensure a candidate can 
perform the required duties for a position before they are placed. Upon passing the tests the 
candidate will undergo an in-person or Skype interview. 

 
Step 4: In-person/Skype Interview 

An interview with a candidate in-person or via Skype (depending on distance) provides 
valuable insight into the character and professional decorum of a candidate. We understand that 
someone who has an impressive resume may not have the necessary personal skills for some 
professional environments. This interview allows USG to ask additional questions and gain a 
feeling for how the candidate interacts in person. It also allows us to determine what would be a 
good workplace environment for a candidate to work in. 

 
Step 5: Background Checks 

USG conducts background checks through the internationally recognized website A-
Check Global (www.acheckglobal.com) after a candidate has been verified in the previous steps 
and signs an employment offer. The background checks are very thorough and include 
educational background, criminal history, personal reference checks, credit checks (if permitted 
by law and necessary for the position) and employment verification. Additional background 
checks such as international educational and criminal history, personal reference, employment 
verification, drug screening and drug/substance abuse testing may also be completed. USG will 
only conduct a specific background check if it is permitted by law within a certain state, and will 
not conduct any background checks prohibited by law within a given state. 

USG conducts drug tests conducted by a reputable agency within the local area of the 
candidate. The results of this test will be submitted to the procuring agency to further verify the 
candidate is not abusing substances and is a trustworthy resource. 

USG verifies each of our candidates meet the requirements necessary to perform on an 
assignment by first vetting the candidate and verifying their skills in the process mentioned in 
Section 2: Candidate Qualifications; part a, above. We have confidence in our candidates as we 
have established a proven method of gaining the most skilled and qualified candidates available, 
and ensure candidates are able to meet the requirements of a client before placing them to a 
requisition. We ensure all paperwork is in place and that the candidate’s resume or identity has 
not been fabricated. This method allows USG to determine the best workplace environment for 
the candidate and place them in an environment where both the customer and the candidate will 

http://www.proveit.com/
http://www.acheckglobal.com/
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benefit and excel. These multiple steps of verification have allowed USG to satisfy the needs of 
customers for over fifteen (15) years. 

 
c)  What is your company’s policy in regards to unsatisfactory candidates? 

 
USG’s foremost goal is to avoid a situation in which our IT professionals must be replaced. 

Our vetting process and thorough interviews are intended to be safeguards against unsatisfactory 
candidates. However, we understand that even with these measure in place issues may still arise. 
The nature and degree of the issue is an essential part of determining an appropriate remedy for 
an issue. USG will first ask the client and confirm whether the client has a desired remedy. If they 
do, we will proceed with that plan. If they do not, USG will offer our issue resolution process to 
the client, which may include a performance improvement plan, disciplinary action, or even 
replacement depending on the precise nature of the issue. It is up to the client how they wish to 
proceed, but USG will have options readily available to the client if desired. 

USG’s issue resolution process includes a performance improvement plan created by the 
Account Manager if an issue arises with a candidate that cannot be immediately rectified. The 
performance improvement plan, if chosen by the client, will be discussed with the Human 
Resources Department and the employee and implemented with approval of the client. If this 
performance improvement plan is deemed inadequate or inappropriate by the client, the 
replacement strategy mentioned below will be implemented. Whether an immediate 
replacement occurs or the improvement plan is implemented must also be determined by the 
nature of the reason for dissatisfaction with the candidate. It is highly unlikely a candidate would 
require replacement for misconduct or offensive behavior due to the safeguards of the vetting 
and screening processes used by USG. If this unlikely situation does occur, the candidate pipeline 
will be available for a prompt, time-efficient replacement. 

If the unlikely circumstance should occur in which a candidate is determined to be 
unsatisfactory we have a pipeline of pre-qualified candidates available from which we can draw 
a replacement in a timely manner. The Account Manager will interact with the client to 
understand the precise cause of dissatisfaction and ensure the replacement candidate will not 
have the same problem(s). The replacement candidate will be approved and interviewed by the 
client if the client wishes to do so. 
 

       d)   Describe how your company will obtain and assign temporary staffing under the contract. 
Policies and responses must include the following: skill testing and screening mechanisms, 
including a description of reference and/or background checks solicited for each applicant and; 
the manner in which job assignments/job matching will be determined. 
 

We have a variety of ways to find the proper IT professionals for our clients. USG keeps 
a customer relationship repository of pre-qualified candidates in our candidate pipeline. We 
check the pipeline first as it is the primary resource for our established and previously successful 
candidates. USG obtains the best and brightest candidates from around the country via our 
dedicated recruiting team. Our team recruits from websites such as Monster and LinkedIn to 
obtain qualified candidates. We also use referrals from our current or previous business 
acquaintances. In addition to these we have a qualified vendor network from which we can draw 
skilled candidates. Job boards, university recruitment and career fairs are also used to gain new 
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candidates. When these initial steps are completed, the candidates then undergo the vetting and 
screening processes. 

We use “IBM Kenexa Prove It” (www.proveit.com) for candidates to verify their skill set 
the results of which will be provided to the client. A USG Subject Matter Expert (SME) conducts 
a technical interview to ensure the candidate has the necessary knowledge and skills for the 
position. USG uses A-Check Global (www.acheckglobal.com) for educational background, 
criminal history, personal reference checks, credit checks (if permitted by law and required for 
the position) and employment verification. We do this only after an employee has signed an 
employment agreement, and ensure all background checks we do are in accordance with the law 
of the procuring agency. USG also uses a drug screening process completed by all employees 
which includes testing of a urine sample by an accredited institution. USG conducts reference 
checks on a candidate which includes questions regarding the employee’s work history, 
performance, interpersonal skills, professionalism, reliability and overall ability to provide 
satisfactory service while at the reference’s site. 

USG has a method for determining which candidates would be an appropriate fit for a 
requisition which involves understanding the workplace culture of our client. This is done 
through consistent interaction with the client and the assigned Account Manager, who then gives 
USG detailed information about the client’s needs and culture. An interview with the candidate 
either in-person or via Skype (depending on distance) enables USG to become familiar with 
his/her interpersonal skills and customer service philosophy. This strategy of building a 
relationship with our client and knowing our candidates gives USG the ability to place the most 
appropriate candidate to a requisition. 

 
e)  What is your company’s timeframe for placements of candidates for new customers? 

 
USG uses an extensive pool of skilled candidates to quickly fill our clients’ needs. We 

anticipate our clients’ needs through constant communication and vetting a pipeline of 
candidates. The chart below shows our candidate fill rates. 
 

 
Our percentage of positions filled after 7, 14, and 30 days. 

91%

8%

1%

Candidate Fill Rates (% unfilled)

7 Days

14 Days

 30 Days

http://www.proveit.com/
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USG has a strong history of understanding the needs and pain points of our clients, with 
candidates being provided in a prompt and timely manner for a requisition opening. The exact 
timeframe varies depending on the type of IT Professional Services required for a position, as 
candidates for these positions must possess very specialized skill sets. Even with the challenges 
presented in finding and placing highly skilled IT professionals, USG has a strong history of 
delivering resources to our clients in a time-efficient manner. On average 65% of our candidates 
receive an interview, with 42% receiving a placement. USG has a record of proven staffing 
efficiency that has left numerous clients satisfied. We have access to an extensive network of 
professionals from all over the country in our pre-qualified candidate pipeline and even 
abundant local resources. 

 
Our ratio of candidate interviews and placement rates. 

 
f)  Describe any benefits and incentive programs, as well as, skill enhancement opportunities 

which are available to assignable staff. 
 
USG also offers skill enhancement opportunities for employees. If a client requests or if an employee can 
show evidence that additional training, certification, or education will benefit the organization or client 
they will qualify for these programs. USG’s incentive programs state that our company will pay for or 
reimburse a portion, and in some cases even the entirety, of the costs associated with gaining such skills. 
The details may vary depending on the specific skill set to be gained, the position of the employee in the 
company, the company’s need for the skill set and other variables. USG encourages our employees to gain 
new skills and expand on their current skill set, which is why we have these incentives in place. 

USG offers all qualified employees a choice of four different health benefits packages, which can 
include vision and dental coverage as well as a competitive pay rate within the IT industry. We believe this 
is the reason many of our resources choose to remain on staff and are regularly redeployed, often up to 
three or four times. We also offer bonuses for employee referrals in an effort to recruit more talented 
staff. 
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3) Government Relations 
 

a) Describe the experience your company has with regards to placements of candidates within 
government entities. 
 

USG has fifteen (15) years of experience placing candidates within government entities. 
We have had numerous government clients throughout our history, including multiple city, state 
and federal government entities. We currently have a government contract with the State of 
South Carolina that has lasted for six (6) years and still continues. We have even been named a 
Top Provider of IT Professional Services to this state. We also have provided candidates to the 
State of Michigan and the State of Mississippi with both relationships continuing to this day. Our 
commitment to providing the most qualified and best-fitting candidates has left these 
government entities satisfied, and the State of New Mexico and other affiliated government 
agencies have the opportunity to take advantage of the benefits we offer. 

The State of South Carolina has provided USG consistent positive feedback regarding the 
performance of our candidates as well as our placement strategies. The key to our success with 
this and other government entities has been building productive relationships and keeping in 
close, regular communication. Anticipating the needs and understanding the pain points of these 
clients has also been pivotal in making these relationships a success for both the client and USG. 

Other current and past clients include the State of Wisconsin, City of Tulsa, OK, Tinker Air 
Force Base, Rhode Island schools and Police departments, Massachusetts Port Authority, Fannie 
May and Freddie Mac. Through these clients and those above mentioned, USG has been working 
with government entities since our inception. 

 
b) Describe your company’s minimum pre-employment screening process. This may be 

negotiated with Awarded Offeror(s) to ensure consistency at entry level positions; additional 
requirements will be at the Procuring Agency’s discretion. 
 

USG’s pre-employment screening process is conducted by first conducting a phone 
screen of the candidate in which we ask open-ended questions to clarify that candidate’s skill set 
and customer service philosophy. This also is a critical step in verifying the authenticity of the 
candidate. We then use “IBM Kenexa Prove It” (www.proveit.com), a system that tests a 
candidate’s capabilities, to verify the skills of the candidate. An additional technical interview is 
conducted by a USG Subject Matter Expert (SME) to verify that the candidate has the necessary 
technical skills and expertise level for the position. If the results of the test and technical interview 
are satisfactory, the candidate will then move on to an in-person or Skype interview with USG’s 
hiring staff. This step is important as it gives USG insight into the character, interpersonal skills, 
and professional decorum of the candidate and also provides an idea of what type of workplace 
environment the candidate would most excel in. In the interview, the candidate’s career goals 
and customer service philosophy are more thoroughly discussed and these are factored into a 
placement decision. This pre-employment screening process has gained USG a myriad of 
exceptional talent over the years. These measures have enabled us to provide quality candidates 
who have made our clients successful for over fifteen (15) years. 

 

http://www.proveit.com/
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c)  Describe your company’s experience providing services in states where preferences exist for 

agencies that employ a minimum percentage of persons with disabilities. 

USG has yet to have an employee with a disability requiring specialized accommodation. 
However, if such an opportunity to work with an employee requiring this arises we will make the 
necessary accommodations according to the Americans with Disabilities Act (ADA) and the ADA 
Amendments Act (ADAAA). We acknowledge that states such as Alaska, California, Illinois, Maine, 
Maryland, New York, Oklahoma, Utah and Vermont have programs and active policies in place 
designed to assist applicants with disabilities to find work. We are aware the State of Montana 
has employment preferences for individuals with disabilities. If we do business with any of these 
states, we will abide by their employment policies regarding individuals with disabilities, and will 
adapt to any new policies or procedures implemented by any Procuring Agencies. We also 
conform with all applicable laws prohibiting discrimination, and are an equal opportunity 
employer to all individuals, including those with disabilities. 

USG accommodates any employees with disabilities in accordance with the Americans 
with Disabilities Act (ADA) in addition to the ADA Amendments Act (ADAAA).  USG attempts to 
accommodate a qualified individual with a disability by meeting with the disabled employee in 
order to determine the range of accommodations available.  During this meeting we determine 
the best approach for providing reasonable accommodation to fulfill the essential functions of 
the position in question; however, in accordance with the ADA and the ADAAA, if such 
accommodation places an undue hardship on USG, then USG would inform the disabled employee 
of the inability to extend such an accommodation.  Nonetheless, USG would continue to find a 
reasonable accommodation while conferring with the employee until a determination is made 
that no such reasonable accommodation is practicable.   

Protection of Sensitive Information 
 

a.) What measures do you take to protect sensitive customer (procuring agency) information? 
 

We have every candidate sign an employment agreement that aligns with all sensitive 
and confidential requirements of the client to protect all sensitive and confidential information. 
This is also clearly explained to them in the orientation before a consultant is put on site. USG 
considers confidential information of our customers the highest priority. We conform to all laws 
and regulations regarding confidential information, and guarantee that no confidential or 
proprietary information will be shared by an individual or agency without the consent and 
approval of the customer. USG conducts all of our operations using the latest and most reliable 
information security technology, so that all sensitive information is protected at all times. 

 
b.) Describe how your company trains and ensures that candidates placed with a procuring agency 

adhere to all HIPAA requirements regarding confidential information as defined in Section 1.3 
Definitions. 

 
All candidates placed with a procuring agency are required to sign a detailed employment 

agreement and are provided a detailed employee orientation meeting.  The employment 
agreement between USG and the candidate expressly states the level of confidentiality required 



INFORMATION TECHNOLOGY PROFESSIONAL SERVICES RFP # 50-000-15-00058  
 
 
 

Page 28 of 39 
 
 

for the position in order to safeguard the client’s private information as well as requiring the non-
disclosure of such vital information.  During employee orientations, the candidates are required 
to understand and execute non-disclosure and confidentiality agreements which explain the 
importance of maintaining client confidentiality.  The employee handbook further discusses 
candidate acceptable behavior and the code of conduct at the client site in order to preserve the 
client’s confidentiality.  With regards to Section 1.3, Definitions of HIPAA, USG ensures all 
Business Associates maintain equally high standards to safeguard Personally Identifiable 
Information (PII), Protected Health Information (PHI), and Electronic Protected Health 
Information (E-PHI) by reviewing our strict confidentiality and non-disclosure agreements with 
candidates prior to placement with a procuring agency and on a regular basis during reviews.  USG 
communicates a clear sense of urgency and requires an understanding between USG and our 
candidate(s) regarding the confidentiality and non-disclosure of confidential information as per 
the original employment agreement between USG and the candidate.   Accordingly, the candidate 
shall not use, disclose, maintain or transmit Protected Health Information (PHI), Electronic 
Protected Health Information (e-PHI), or Individually Identifiable Information (III) except: 
 
1. As reasonably necessary to provide services outlined in a prospective agreement,  
2. As required by law, pursuant to the terms expressly agreed upon in a prospective 

agreement, for data aggregation purposes for the operations of the Covered Entity. 
 

c.) Describe how your company trains and ensures that the candidates placed with a procuring 
agency adhere to all privacy and confidential State specific confidentiality requirements 
regarding confidential information as defined in Section 1.3 Definitions. 

 
USG educates our candidates on the importance of keeping confidential information 

secure through our management and Human Resources Department before a candidate is put on 
site. The candidate must verify that they understand the importance of complying with all 
safeguards regarding confidentiality and will sign an employment agreement declaring they will 
abide by all procedures and protocols protecting confidential information established by both the 
Procuring Agency and USG. Each candidate declares their understanding that their work is for 
hire, and that they may not copy their work for private use. The candidate will also be thoroughly 
informed of the consequences for breaking such an agreement, which can include termination of 
employment and criminal prosecution if such an agreement is breached. 

 

Technical Requirements 
 

Scope of Work 
The United Solutions Group Inc. (USG) shall provide Temporary Employment Services to the State 

of New Mexico General Services Department/State Purchasing Division for Information Technology (IT) 
Professional Services using our established procedure of placing vetted and proper candidates to our 
clients’ needs in a timely manner. USG has the capability to fill the staffing requirements of all Participating 
Entities. Our process involves understanding the specific needs of each client and matching the best 
personnel to those needs. We assign a specialized Account Manager to oversee this process and ensure 
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quality work from our consultants and customer satisfaction for our clients. We look forward to offering 
our services to the State of New Mexico and the Procuring Agencies seeking Information Technology 
Professional Services. 

 
USG’s Standard Practices: 

USG can supply properly skilled and qualified candidates to the clients immediately after a request 
is made with our proven method to provide candidates in a prompt and timely manner. The Procuring 
Agency’s positions will be filled in a time-efficient manner and the Account Manager will keep the 
Procuring Agency informed of the candidate’s progress. USG will notify the Procuring Agency within four 
(4) hours of an assignment beginning within five (5) days, or within two (2) days for an assignment 
beginning later than five (5) days. The Procuring Agency will be notified within this time frame of a 
candidate’s allocation. USG will inform the candidate of all requirements and specifications related to the 
assignment for the Procuring Agency, and will ensure the candidate understands all said details. The 
candidate will agree to abide by all rules, regulations, dress codes, and standards of conduct related to 
the assignment for the Procuring Agency. The candidate also agrees to complete all required work for the 
entire duration of the assignment. In the unlikely event a candidate must be replaced, USG will provide 
the replacement as soon as reasonably possible. 

USG supplies candidates to fit the Procuring Agency’s needs, which includes staffing for the 
required schedule of the Procuring Agency. We staff associates to work a typical forty (40) hour work 
week with eight hour days in shifts that best fit the Procuring Agency’s need. USG can accommodate this 
schedule as well as other hours such as evenings, weekends and holidays if requested by the Procuring 
Agency. The candidate will agree in advance to work the required hours for an assignment, which ensures 
availability of the candidate and a smooth onboarding process for the Procuring Agency. USG guarantees 
the quality of work of our consultants. Should there be any unsatisfactory performance, USG agrees to 
credit the invoice of the Procuring Agency. 

USG has a history of supplying candidates to various requisitions from many different clients, 
including government agencies. Thus we are prepared if the Procuring Agency may request additional 
Information Technology Professional Services beyond what is initially listed in the requirements for an 
assignment. USG is prepared for this as we have a pipeline that allows us to produce pre-qualified 
candidates quickly to meet the needs of our clients. We have our candidates sign an employment 
agreement in which they acknowledge and agree to abide by the dress code and standards of conduct in 
the client’s workplace. Our Staffing Methodology listed below gives details into our process for delivering 
candidates to a Procuring Agency.  
 
USG’s Staffing Methodology: 

USG can acquire and provide additional resources requested by the Procuring Agencies using our 
sourcing methods which include gaining referrals from business acquaintances, employees, or other 
affiliates and referring to reputable social media outlets such as LinkedIn. We find new candidates through 
university recruitment and career fairs, as well as job boards such as Monster. We also have a qualified 
vendor network that assists in this process. We have an ever-growing supply of candidates that we can 
place to the right job assignments if the Procuring Agency should need any additional positions filled. 

The engagement between USG and potential candidates for the Procuring Agency involves a 
structured and precise process that allows us to find qualified candidates. The candidates are vetted and 
then only those that are best suited to a client’s needs are sent to the client. We do more than match a 
candidate’s skills to a position. We take the time to understand the workplace culture of our client, as 
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this can be just as important as the required skill set of the candidate. This is done by means of the Account 
Manager assigned to a client after an agreement is established. This Account Manager is the advocate of 
the client and informs USG of all the unique needs and requirements of a client’s workplace. We credit 
much of our success to this process of establishing a strong relationship through the Account Manager. 
The information gathered by the Account Manager allows USG to anticipate any upcoming needs of the 
client and take steps to avoid potential issues. The Account Manager also provides valuable insight to the 
best type of candidate that would fit into the client’s workplace culture. This is one of the most significant 
factors in placing a candidate as they undergo the vetting process and finally the necessary background 
checks. 

USG has developed a rigorous vetting process to ensure that we deliver only authentic candidates 
who will best suit your specific needs. Through our staffing mechanism we have clearly defined how a 
candidate can demonstrate technical skills prior to submission and validate all claims of experience. USG 
acknowledges the challenges presented in our industry with candidate authenticity. Therefore, USG 
verifies a candidate’s resume, stated work experience and skill set. USG uses a valuable resource with 
“IBM Kenexa Prove It” (www.proveit.com) that verifies a candidate’s skill set. This website is developed 
by the internationally recognized corporation IBM and has candidates perform exercises to assure that 
their skill set is consistent with what is displayed on their resume. A USG Subject Matter Expert (SME) 
conducts a technical interview with the candidate to verify they have the knowledge and capabilities for 
the position. This interview helps USG validate the authenticity of the candidate. We also have a 
specialized team to verify all EAD documents. A notification of compliance for background checks and 
verification of all candidates will be supplied to the Procuring Agency. USG goes beyond these preliminary 
measures and has an in-person or Skype interview with the candidate. This is how USG gets an idea of 
the interpersonal skills and professional decorum of the candidate, and can also learn of the candidate’s 
customer service philosophy to be sure it aligns with the standards of the client and USG. The vetting 
process involves candidates undergoing background checks through the internationally recognized 
website A-Check Global (www.acheckglobal.com) which verifies educational background, criminal 
history, personal reference checks, credit checks (if permitted by law and necessary for the position) and 
employment verification. Additional background checks can be completed through A-Check if requested 
by the client which could include international educational and criminal history, personal reference, 
employment verification, drug screening and drug/substance abuse testing. These background checks 
are conducted after the employee signs an employment offer. 

 

http://www.proveit.com/
http://www.acheckglobal.com/
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USG’s pre-qualified candidate pipeline keeps skilled personnel on staff for the unlikely event that 

a candidate should need to be replaced for any reason. If such a circumstance should occur, the candidate 
pipeline will allow USG to make a replacement in a time-efficient manner. We have confidence in our 
vetting process and background checks, but we understand that even with these measures issues can 
sometimes occur. In such an instance the Account Manager will thoroughly investigate the cause of any 
issues with a candidate’s performance and ensure that the replacement will not have the same 
problem(s). A replacement will be made only with the client’s request, and the client will have the option 
to interview the replacement if they wish. The Account Manager will follow up with the client to ensure 
the replacement candidate’s performance is satisfactory. 

With over fifteen (15) years in the IT industry and hundreds of satisfied clients in our repertoire 
USG looks forward to an opportunity to supply our outstanding services to the State of New Mexico and 
its affiliated Procuring Agencies. We have the candidates the State of New Mexico and its affiliated 
Procuring Agencies need to achieve their goals. We have confidence in our ability to meet and exceed the 
expectations of our customers through ingenuity and dedication. We have a 100% satisfaction guarantee 
on all of our services and resources to all clients. This has enabled USG to achieve continued success and 
growth, and we hope to expand our services to you and your affiliated Procuring Agencies. 
 
Issue Resolution and Quality Assurance: 

If any issues arise with a candidate USG has a time-tested issue resolution process to ensure 
customer satisfaction. If there is a problem with the performance of any consultant, the Account Manager 
will identify the deficiency and determine the cause(s) through constant communication with the client. 
The Account Manager will find out whether the client wishes for a replacement, or one of the solutions 
we offer. USG will proceed according to the client’s wishes. Once the deficiency is clearly identified, the 
Account Manager will work with the Human Resources Department to develop a performance 
improvement plan. Once this is created and approved by the client, the plan will be discussed with the 
consultant and implemented. The Account Manager will keep the client informed during the process. The 
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performance improvement plan may include coaching from USG Subject Matter Experts (SME), or 
specialized classes to improve certain performance characteristics such as technical or interpersonal 
skills. If the issue is still not remedied after these measures are taken, then USG will consider making a 
replacement from the pre-qualified candidate pipeline with client approval. The client may request a 
replacement at any time and USG can deliver this. However, if the client is willing to try the performance 
improvement plan it is recommended as it has enabled USG to correct performance issues in the past 
without needing to resort to a replacement. 

USG’s services are centered on supplying qualified candidates to the client, but we do accept 
client referrals and make every attempt to place the candidate at no extra charge to the client. When the 
client submits a request via telephone, facsimile, or e-mail USG will promptly fill the requisition with a 
vetted and properly skilled candidate as soon as reasonably possible.  

USG can assure that we will abide by all terms and conditions of the contract and will make special 
considerations to ensure that no breach of contract occurs. We do this by ensuring all USG staff working 
with the client, whether internal or external, understands the terms and conditions of the contract. All 
candidates will only be placed to applicable job classifications and no other positions. Our integrity and 
reputation has been a valued trait of USG since the corporation’s inception and we have maintained this 
ever since. When we enter into an agreement with a client we assure all fair, honest and equitable 
business procedures will be followed. USG will abide by the contract, but in the unlikely circumstance 
something is unclear or not explicitly defined in the contract we will first contact the client and verify any 
ambiguous aspects of the agreement before taking any action. 

USG understands the importance of quality assurance and has various measures in place to make 
sure the customer is satisfied. We designate a dedicated Account Manager to a client’s account once an 
agreement has been established to move an initiative forward. The primary purpose of the Account 
Manager is to ensure business runs smoothly and the Procuring Agency’s goals are being fulfilled. This is 
achieved through consistent communication between the Account Manager and key personnel of the 
Procuring Agency, as well as regular correspondence with USG employees. Consultants provide weekly 
reports to the Account Manager and describe work completed, any issues encountered and if they require 
assistance in any way. The Account Manager is the point of contact between the client and USG. USG 
offers surveys and follow-up inquiries to our clients to ensure satisfaction. 

Here is an example of a USG survey we offer to our clients: 
 

Please rate each item below on a scale from 1 (not at all satisfied) to 10 (greatly exceeds expectations) 

1. Does the consultant exhibit the 
necessary skills to fulfill the job 
requirements? 

          

  1      2      3      4     5      6      7     8     9     10 

2. Does the consultant complete work in 
a timely manner? 

          

          1      2     3      4      5     6      7      8     9     10 
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3. Does the consultant exhibit good 
interpersonal and communication 
skills? 

          

           1     2     3      4      5     6      7     8     9     10 

4. Does the consultant meet all 
expectations? 

          

          1     2      3      4     5      6      7     8      9     10 

5. Please rate your overall satisfaction. 
 

 
6. Please provide any additional feedback 

you wish to share with us. 

          

           1     2      3     4      5      6     7      8     9     10      

 
In addition to the survey above and similar inquiries, the Account Manager may conduct site visits 

if permitted by the client, or will set up meetings by phone or email to discuss the client’s satisfaction with 
services provided. This interaction is fundamental to USG’s customer service delivery as it allows our 
Account Manager to identify and quickly resolve any issues and also anticipate any upcoming needs of the 
client. 

 
Employee Management: 

USG assumes responsibility for all of our employees and their payroll taxes, payroll reports, 
workers’ compensation, benefits, hiring, firing and any other duties required by federal, state or local law. 
We take our role as an employer very seriously and assure compliance with all applicable laws and 
regulations. We will have candidates submit weekly timesheets with all necessary information to ensure 
proper documentation of all paychecks and employment dates. If travel should be required for any 
position, the candidate will properly document all travel expenses and submit the information to the 
Procuring Agency. The candidate will agree to have all travel expenses reimbursed as per the Procuring 
Agency’s policy. Candidates will be advised to use all property and equipment at the Procuring Agency’s 
site with care and respect, and use said equipment only as intended and authorized by the Procuring 
Agency. 
 
Client Satisfaction Ratings: 

As shown in the example below, USG is held to a very high standard of delivery with our Clients. 
The example below provides a detailed description of one Client that we maintained and exceed 
expectations for over six (6) years now. The scorecards below, given by our Client, is the means to measure 
key performance metrics of USG in providing temporary IT personnel. This model is designed to measure 
USG’s performance in 4 categories: Participation, Retention and Start Rates, Compliance and Speed. 
Each of these categories is further divided into subcategories for further comprehensive evaluation. 

 
1. USG has averaged 97% Participation rate over our minimum targeted response rates over the last 

three years due to our dedicated team of recruiters who work to fill every order possible with 
qualified candidates. 
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2. USG maintains first-rate Retention and Start ratings with our Clients with our extensive vetting 
and background check processes. This rigorous process is to ensure the staff we provide are not 
only skilled but also a fit for your company culture. Our retention rates remain on par by 
immediately addressing Client or Consultant concerns immediately and confirming the right 
solution is executed. 

 
 

3. USG understands the importance of compliance and maintains a 100% ratio in our Client’s 
requirements. With that, we ensure our processes are in place to meet and appreciate the 
compliance requirements and contract obligations.  
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4. USG maintains an extreme sense of urgency with an ambitious approach of providing pre-
qualified candidates well within our requirement deadline of 20 hours. We accomplish this goal 
by anticipating our Client’s needs and proactively building a pipeline of candidates that are 
immediately ready to be presented. 

 
 
 
USG’s Summary of Technical Capabilities: 

At USG, integrity, integration and innovation are the foundations of our business. Our technical 
expertise is listed below, and we are continually pursuing further professional certifications in various 
technologies. 
 

Technical Expertise: 
Expertise Area 1: Technical Support 
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USG has reduced the cost involved in helpdesk support requests for numerous clients and increased the 
response rates by moving helpdesk services into a Managed Services model. Through the use of proactive 
monitoring and real-time alerting protocols, our helpdesk engineers identify trends on various datacenter, 
UPS and HVAC equipment and respond in accordance to Service Level Agreements (USG standard 
operational procedure is 2 hours). Clients included School districts, local and state government, enterprise 
pharmaceutical and real estate sales agencies in Rhode Island, Massachusetts, Tennessee, Michigan and 
California. 

- provided medium to enterprise class clients in the Northeast with customized Information 
Technology (IT) support services since 2006, delivering mission-critical IT consulting with a high 
level of technical expertise.  

- performed real-time troubleshooting analysis across multivendor servers, applications, network 
switches and desktops without disrupting datacenter operations.  The detailed equipment 
information gathered from each support ticket is added into a searchable database that enables 
helpdesk engineers decrease costs associated in resolving future helpdesk events.  

- Relevant training was provided to the clients based on the volume and categories of their 
respective helpdesk tickets.   

 
Expertise Area 2: Network Administration 
USG’s accountabilities were to assess, design, implement, and support a highly secure computer network 
for Logan Airport and Boston’s seaport infrastructure. USG deployed best of class network and security 
products to implement a redundant fiber network backbone with high speed desktop/server connectivity.  

- Support 1,200+ users, along with the systems traffic required for operation of several thousand 
hi definition cameras and biometric devices used to control Logan’s Access Control System (ACS).  

- Supported installation of a new parking facility network switching infrastructure, as well as 
ensuring that parking customer credit card data are handled according to Government standards.  

- Critical in the design and modernization of an aging network infrastructure to a Backbone 
redundant ring, which continues to support numerous airport services and security initiatives.  

- We designed, deployed, and maintained Extreme Networks switches/routers from the Core 
Server Data Centers to the end user perimeter. End user perimeters and end user environments 
we secured with “port by port” security designed to keep intruders out and authenticated users 
connected through the use of Network Policy.  To fortify the network and provide threat detection 
features IPS/IDS security systems were integrated into the network.   

 
Expertise Area 3: Enterprise Architect  
Skilled resources work in the capacity of Enterprise, Technology and Solutions Architect for USG, providing 
guidance on how the new tool / technology/ solution will have an impact on the existing technology bricks 
of the end client. Key responsibilities handled in previous projects are: 

- Understanding current architecture setup for the organization. 
- Analyzing current architecture setup, identify points of failures and making the organization 

ready for adopting new technologies. 
- Acting as a Technical Facilitator to conceive a solution for the enterprise which aligns with 

company’s existing architecture. 
- Expertise in planning, designing and building enterprise wide architecture. 
- Expertise in creating scalable Business, Logical Data, Event, Application and Security Model to 

cater to the enterprise.  
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- Expertise in managing foundation data standardization for upgrade from legacy to new 
technologies. 

- Creation and management of tools and implementation methodologies. 
  
Expertise Area 4: Web and Internet Systems: 
Key responsibilities handled by USG resources in previous projects are: 

- Implementation for On Premises (BMC Remedy, HP Service Manager) and Cloud based 
solutions (Workday) 

- Leading upgrade of federation system setup to new SSO policies 
- Managed end to end projects for roll out of internal SharePoint sites and customer facing 

websites. 
- Lead enterprise roll out of Self Service Portal, integrating with three different ticketing tools. 
- Managed multiple roll outs of telecom billing software (AMODCS CES 8.1) for major US telecom 

clients. 
- Provided operations support for multiple COTS rollouts. 

 
Expertise Area 5: Software Engineering: 
 Key responsibilities handled by USG resources in previous projects are: 

- Managed post production support for multiple COTS rollouts (including customizations, 
enhancements, product upgrades, application break fixes). 

- Custom code development for multiple clients using Java, Pearl, J2EE, .NET, Microsoft 
technologies. 

- Provided Program and Project Management support for complete SDLC cycles. 
- Expertise in Waterfall, Agile (Scrum) and RAD project management methodologies.  
- Managed end to end projects through all phases of the project from feasibility study to the 

successful close out of the project. 
- Software management includes seven distinct phases that help us deliver software and 

services faster through improved collaboration, automation, and governance. 

 Change management, also known as software change and configuration management, is 
the planning, tracking, and control of project schedules and resources, change requests, 
and software source versions. 

 Requirements engineering, also known as requirements management, consists of 
elicitation and definition of software or systems requirements, prioritization, and 
requirements management. 

 Software delivery, also known as portfolio, strategy and management, is the prioritization, 
optimization, governance, and collaboration for portfolio, demand, delivery, and 
performance. 

 Software deployment, also known as build and deploy, involves automation of software 
development to increase software quality and facilitate collaborative development. 

 Software design, also known as architecture and design, is the design of flexible, scalable 
software based on industry standards, aligned with business and infrastructure needs, and 
is also referred to as just software design. 

 Software development, also known as application development, employs collaborative, 
graphical, and interactive tools and components to deliver software. 
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 Software quality and testing, also known as quality management and testing, is the key 
behind consistency, efficiency and predictability of software quality that meets objectives 
and testing for any platform and test type. 

  
 Expertise Area 6: Information System Security 
 Key responsibilities handled by USG resources in previous projects are: 

- Part of core team to help review and improve Information security controls for SOX and Non 
SOX applications. 

- Providing consulting services on creating processes for different security assessments like 
Security Risk, Vendor Engagement, Tool acquisition from an Information security perspective. 

- Part of core team to define PPI (Protected Personal Information) guidelines for the firm. 
- Coordinated review of SOC 1 and 2 reports for key vendors, InfoSec policies of new products 

selected for the client 
 
Expertise Area 7: IT Management Consulting Services 
Key responsibilities handled by USG resources in previous projects are: 

- Managing project delivery of Service Management core module work streams (Incident, 
Change, Release, Problem, Knowledge, Service Catalog, Asset Management) for enterprise roll 
out for 8000+ employees. 

- Worked with multiple technical, non-technical and cross-qualified matrixed teams for designing 
and implementing ServiceNow and integrating it with enterprise legacy systems. 

- Lead tool selection effort, RFP and RFQ process, vendor management and PMO budget 
approval process. 

- Managing SOX and Non SOX controls implementation in the new tool, in coordination with IA 
team. Supported PIR for the project to ensure compliance with company standards. 

- Defining and delivering individual project deliverables, managing the expectations of all 
stakeholders, organizing and addressing emerging project requirements, managing project 
relationships and integrations, and managing more than one project team including vendors in 
the delivery of commitments. 

- Managing scope within the program through effective expectations setting, communications, 
change management control, budget control and management, and overall business 
understanding of the program needs. 

- Reporting program and project progress, issues, and risks through weekly status reports and 
reporting up to IT and Business management teams. 

- Driving detailed execution oversight, risk assessment/escalation, budgeting, and resource 
forecasts 

- Defining and delivering individual project deliverables, managing the expectations of all 
stakeholders, organizing and addressing emerging project requirements, managing project 
relationships and integrations, and managing more than one project team including vendors in 
the delivery of commitments. 

  
Expertise Area 8: Business Process Consulting Services 
Key responsibilities handled by USG resources in previous projects are: 
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- Leading Process Re-Engineering effort for core modules process design and execution 
effectiveness, in line with ITIL and COBIT standards, to be implemented along with the new 
tool. Using Lean and Six Sigma concepts to support the effort. 

- Performed analysis for AS-IS process, gap analysis and future state design for different 
processes across procurement, supply chain and inventory processes. 

- Implementation of LEAN and Six Sigma Methodology to help reduce waste in the cycle time of 
CR implementation, Builds and Releases for US based telecom clients. 

- Implemented process improvement tools and techniques including DRIVE (Define, Review, 
Identify, Verify, Execute), process mapping, flow-charting, force field analysis, cause and effect, 
brainstorming, Pareto analysis, Statistical Process Control (SPC), Control charts, bar charts, 'dot 
plot' and tally charts, check-sheets, scatter diagrams, matrix analysis. 

   
Expertise Area 9: Documentation / Technical Writing 
Key responsibilities handled by USG resources in previous projects are: 

- Created Business Requirements Document (BRD) for PMO team.  
- Created SOPs and Job Aids for creation of Project Status Review for a financial client 
- Coordinating with various internal departments to review as is processes, gap analysis and 

determine future state design for Project Status Review cycle. 
- Created OLA dashboard template for tracking performance and review on a weekly basis, for 

Delivery Services BIOs. 
- Conducted JAD Session with client team for understanding business need for the product rollout 

and related metrics requirements. Conducted feedback sessions with Business lead to finalize the 
dashboard format. 

- Created SOPs and Job Aids for creation of the dashboards. 
- Lead the requirement gathering process to share information about the current scope of work for 

the project, key areas of focus and nuances related to the monthly cycle.  
- Created wireframe diagrams to showcase how a certain web based tool can be used to walk PMs 

through the process of documentation required and other relevant information for any project. 
- Worked on user stories using VersionOne for an enterprise wide project ensuring that user stories 

are good, has business value and story points. 
- Created wireframes for the PDLC Process tool. 
- Gathered usability feedback from customers, designers and manufacturers.  
- Organizing and writing supporting documents for products 

  
Expertise Area 10: Quality Management 
Key responsibilities handled by USG resources in previous projects are: 

- Implemented Lean and Six Sigma methodology. 
- Implemented process improvement tools and techniques including DRIVE (Define, Review, 

Identify, Verify, Execute), process mapping, flow-charting, force field analysis, cause and effect, 
brainstorming, Pareto analysis, Statistical Process Control (SPC), Control charts, bar charts, 'dot 
plot' and tally charts, check-sheets, scatter diagrams, matrix analysis. 

- Lead the effort for readiness for Benchmarking and questionnaire for a financial client 
Implementation framework and blueprint for TQM including TQM processes, Tools and Techniques, 

People and teamwork, Quality management system, Performance measurement, EFQM Excellence Model 

& Self-Assessment. 




