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SECTION B - STATEMENT OF WORK

VIDEO REMOTE INTERPRETING (VRI) SERVICES

B-1 	PURPOSE

The Social Security Administration (SSA or the Agency) requires contractor-provided Video Remote Interpreting (VRI) services for Deaf or Hard of Hearing (DHOH) members of the public who communicate through American Sign Language (ASL), Certified Deaf Interpreter (CDI) services, and other supported signed communication modes.

The purpose of this requirement is to provide secure, reliable, scalable, and timely remote interpreting services that enable effective communication between SSA personnel and DHOH customers through qualified third-party interpreters.

B-2 	BACKGROUND

SSA provides benefits and services to the public under Titles II, VIII, XVI, and XIX of the Social Security Act. SSA has a nationwide network of more than 1,230 offices in the United States and its territories and 21 Federal Benefit Units (FBUs) located worldwide. More than 40 million members of the public visit SSA offices each year.

SSA currently provides VRI services to supplement existing interpreting options, including in-person interpreters, employee interpreters, and customers who choose to use their own interpreter. SSA has identified approximately 224,000 customers who are Deaf or Hard of Hearing.

SSA currently uses a combination of video and browser-based technologies to support VRI access. Most field offices use HP/Poly or Cisco video units. SSA also uses Windows-based laptops running browser-based Pexip WebApp3, or similar browser-based access platform. The video conferencing infrastructure is SIP-based with TLS and AES encryption and secure Internet-based integration with VRI services. The contractor shall provide a VRI solution that is compatible with SSA's required technical environment as set forth in this Statement of Work (SOW).

The current VRI contract is expected to expire at the end of May 2026. The contractor shall support transition, implementation, testing, and service readiness such that full production service is available no later than June 1, 2026.

Historical VRI calls have averaged approximately 30 minutes in duration. Historical call volume has averaged approximately 500 calls per month; however, call volume may increase during the period of performance. The contractor shall be capable of supporting growth in use and geographic expansion in accordance with this SOW.

B-3 	SCOPE

The contractor shall provide all resources necessary to perform VRI services in accordance with this SOW.

At a minimum, the contractor shall provide the following:

3.1. On-demand VRI services.

3.2. Scheduled VRI services, when requested by SSA.

3.3. Qualified interpreters, including CDI support and additional signed language support as required for effective communication.

3.4. Technical interoperability with SSA-approved access methods.

3.5. Implementation, transition, and testing support.

3.6. Helpdesk and technical support.

3.7. Continuity of operations and disaster recovery support.

3.8. Reporting, billing support, and customer feedback reporting.

B-4 	SERVICE DELIVERY LOCATIONS

The contractor shall provide VRI services remotely to SSA-designated locations, including:

4.1. SSA offices in the United States and its territories.

4.2. SSA support locations and any future locations designated by the Agency.

4.3. Federal Benefit Units and other foreign service posts identified by SSA.

The contractor shall be capable of supporting access from all SSA-designated locations identified by the Agency during the period of performance using SSA-approved access methods and contractor-provided service connectivity.

B-5 	PERIOD OF PERFORMANCE

The anticipated period of performance is one (1) 12-month base period beginning June 1, 2026, followed by four (4) 12-month option periods, if exercised by the Government.

B-6 	GOVERNMENT-FURNISHED PROPERTY AND SERVICES

SSA will provide Government-furnished end-user equipment, software, and network access at SSA locations, subject to Agency funding and deployment decisions. Such Government-furnished resources may include, as applicable, HP/Poly video equipment, Cisco video equipment, and Pexip WebApp3, or similar browser-based platform, access.

The contractor shall provide all contractor-furnished systems, platforms, personnel, and support necessary to interoperate with SSA's approved environment. The contractor shall not be responsible for operation, maintenance, or performance of SSA-furnished local network connectivity, end-user devices, or internal SSA systems, except to the extent the contractor must coordinate with SSA to troubleshoot interoperability or service access issues.

B-7 	TECHNICAL REQUIREMENTS

The contractor shall provide a secure encrypted virtual private network (VPN) connection via the Internet, or other SSA-approved secure connectivity method, to enable VRI services that are compatible with SSA's approved technical environment.

At a minimum, the contractor shall:

7.1. Provide fully compatible online audio and video service that interoperates with SSA's environment through secure encrypted Internet-based connectivity using SSA-approved access methods.

7.2. Support interoperability with:

     7.2.1. HP/Poly video endpoints utilizing SIP protocol with TLS and AES encryption.

     7.2.2. Cisco video endpoints utilizing SIP protocol with TLS and AES encryption.

7.2.3. Browser-based access through Pexip WebApp3, or similar browser-based access platform, utilizing WebRTC and SIP, as applicable, with TLS and AES encryption.

7.3. Fully support a minimum of 50 concurrent calls at 1024 kbps (HD quality video) per call.

7.4. Be capable of expanding above 50 concurrent calls within 30 calendar days after SSA request, subject to contract terms and funding.

7.5. Maintain compatibility, quality, and security of VRI service throughout the period of performance by adapting service to meet requirements arising from technological improvements or vulnerabilities.

7.6. Provide advance notice to SSA of any contractor-initiated infrastructure, platform, routing, or interoperability changes that may affect SSA's ability to access or use the service.

7.7. Coordinate with SSA and successfully test any changes that may materially affect service delivery before implementation in the production environment.

7.8. Provide an Agency-approved routing, numbering, or office identification method sufficient to associate VRI sessions with originating SSA offices or access points for reporting, billing verification, and operations support.

7.9. Provide a named technical point of contact to support implementation, troubleshooting, service interruptions, and disaster recovery coordination.

7.10. Provide backup and failover capability to maintain or restore contractor-provided VRI services in the event of contractor system problems, disasters, or outages that affect SSA's ability to connect to the service.

B-8 	SECURITY AND PRIVACY REQUIREMENTS

The contractor shall comply with all applicable federal laws, regulations, policies, and SSA requirements governing information security and privacy for federal contractors.

At a minimum, the contractor shall:

8.1. Protect all SSA-related information obtained, accessed, transmitted, or processed under this contract from unauthorized access, disclosure, use, modification, or destruction.

8.2. Comply with applicable Federal Information Security Modernization Act (FISMA) requirements and other applicable federal privacy and security requirements.

8.3. Comply with applicable FedRAMP and HIPAA requirements, if applicable to the contractor's solution or performance.

8.4. Ensure that contractor personnel and subcontractor personnel who may have access to SSA-related information receive appropriate privacy, confidentiality, and security training before performing under the contract.

8.5. Advise all interpreters and other applicable personnel of the safeguards required to protect confidential information and of the civil and criminal sanctions for noncompliance under applicable federal law.

8.6. Require interpreters and other applicable personnel to sign non-disclosure agreements or equivalent confidentiality statements. Such documentation shall be retained by the contractor and made available to SSA upon request.

8.7. Prohibit recording, retaining, monitoring for content, or disclosing the substance of interpreted sessions unless expressly authorized in writing by SSA.

8.8. Report any actual or suspected loss, breach, compromise, or unauthorized disclosure of personally identifiable information (PII), as well as any actual or suspected security incident affecting SSA information or services, to the SSA Contracting Officer's Representative (COR) immediately upon discovery and in accordance with contract terms.

8.9. Cooperate fully with SSA in incident reporting, containment, mitigation, investigation, corrective action, and recovery activities.

8.10. Flow down all applicable security and privacy requirements to subcontractors.

8.11. Adhere to SSA direction regarding incident response actions, including emergency disconnection of interfaces where necessary to protect SSA systems or information.

8.12. Permit SSA to assess contractor compliance with applicable security and privacy requirements, including review of relevant plans, procedures, and controls, and on-site inspection where authorized by the contract.

B-9	 SERVICE AVAILABILITY AND CALL HANDLING REQUIREMENTS

The contractor shall provide on-demand VRI services during SSA operating hours, currently 8:00 a.m. Eastern Time through 10:00 p.m. Eastern Time, Monday through Friday, excluding federal holidays, unless otherwise authorized by SSA.

The contractor shall provide coverage sufficient to support SSA offices across applicable U.S. time zones, territories, and designated FBUs during required operating hours. The contractor shall be capable of supporting expanded coverage if specifically requested by SSA.

9.1. On-Demand Service Levels

For on-demand calls, the contractor shall:

9.1.1. Ensure that average hold time does not exceed two (2) minutes during each monthly reporting period.

9.1.2. Maintain staffing and technical capacity sufficient to support required service levels and concurrent call volumes.

9.1.3. Track and report hold-time performance in accordance with Section 17.

9.2. General Call Handling Requirements

The contractor shall:

9.2.1. Provide a welcome screen for each call that identifies the contractor's name and the estimated waiting time.

9.2.2. Ensure that each interpreter is assigned a unique identifier.

9.2.3. Require each interpreter to provide the assigned unique identifier at the beginning of each session.

9.2.4. Provide an alternate interpreter when a customer is unable to communicate effectively with the initially assigned interpreter.

9.2.5. Provide CDI support or additional signed language support when required for effective communication.

9.2.6. Provide interpreter rotation as needed to maintain effective communication and service continuity.

9.2.7. Ensure that any interruption in service caused by interpreter rotation does not exceed three (3) minutes.

9.2.8. Ensure that users do not experience avoidable delays due to insufficient contractor staffing or capacity.

9.3. Scheduled Services

If SSA requests scheduled VRI services, the contractor shall accept requests through an SSA-approved scheduling method, such as helpdesk, email, or online scheduling system.

For requests submitted at least 48 business hours in advance of the requested appointment time, the contractor shall either confirm the request or notify SSA that the request cannot be supported no later than one (1) business day after receipt of the request. If the contractor does not notify SSA within that period that the request cannot be supported, the request shall be deemed accepted and the contractor shall ensure interpreter availability for the scheduled time.

9.4. Non-Billable Calls

Calls lasting less than one (1) minute, accidental calls, authorized test calls, and calls that do not connect to a qualified interpreter shall be non-billable.

B-10	 CONTINUITY OF OPERATIONS AND DISASTER RECOVERY

The contractor shall maintain continuity of operations and disaster recovery capabilities sufficient to support restoration of contractor-provided service within the timeframes required by this SOW.

At a minimum, the contractor shall:

10.1. Maintain a documented backup and recovery plan for outages or disruptions affecting SSA's ability to connect to VRI services.

10.2. Notify the SSA COR and designated technical point(s) of contact within 30 minutes of discovery of any outage or material degradation affecting SSA access to the service.

10.3. Provide ongoing status updates to SSA at least every 60 minutes during outages or recovery activities until service is restored.

10.4. Restore VRI service within four (4) hours of any outage or disaster affecting SSA's ability to connect to the contractor's service, unless otherwise approved by SSA in writing.

10.5. Coordinate failover, testing, and restoration activities with SSA technical staff as required.

B-11	 IMPLEMENTATION, TRANSITION, AND TESTING

The contractor shall support transition from the incumbent provider, implementation, interoperability testing, and production readiness.

The contractor shall:

11.1. Participate in a kickoff meeting within ten (10) calendar days after contract award.

11.2. Provide a comprehensive testing and implementation plan for SSA review and approval no later than ten (10) calendar days after contract award.

11.3. Coordinate with SSA technical personnel, including systems engineers and designated points of contact, to validate interoperability and production readiness.

11.4. Complete required testing within 30 calendar days after contract award, unless otherwise approved by SSA.

11.5. Correct any identified deficiencies within ten (10) calendar days after notification by SSA, unless otherwise approved by SSA.

11.6. Be prepared to provide full-scale production service no later than June 1, 2026.

11.7. Provide transition-in support sufficient to avoid interruption of service at the end of the incumbent contract.

The contractor's testing and implementation plan shall include, at a minimum:

11.8. Test scenarios covering interoperability, call setup, call completion, reporting, and service continuity.

11.9. Test environment and assumptions.

11.10. Test cases and procedures.

11.11. Expected results and acceptance criteria.

11.12. Performance and load testing approach.

11.13. Issue tracking and resolution process.

11.14. Reporting format for test results.

B-12	 HELPDESK AND USER SUPPORT

The contractor shall provide user and technical support necessary to ensure effective use of the VRI service.

At a minimum, the contractor shall:

12.1. Provide helpdesk support for SSA personnel by toll-free telephone and email and may also provide a web-based support portal.

12.2. Provide helpdesk support during required service hours.

12.3. Provide at least two points of contact, which may be named individuals or functional mailboxes, for each of the following:

     12.3.1. Invoice or billing questions.

     12.3.2. Technical issues.

     12.3.3. Customer service issues.

12.4. Develop and provide simple instructional materials, such as a user guide or quick-reference instructions, describing how SSA personnel can initiate and use VRI service through approved SSA equipment and access methods.

B-13	 ACCESSIBILITY REQUIREMENTS

The contractor shall ensure that any contractor-furnished user interface, website, portal, dashboard, or other digital service provided under this contract complies with applicable accessibility requirements, including Section 508 requirements as applicable.

Government-furnished hardware, software, and internal SSA platforms are outside the scope of the contractor's Section 508 responsibility unless otherwise expressly stated.

Upon request, the contractor shall provide current accessibility documentation for contractor-furnished interfaces, portals, dashboards, or other digital services provided under the contract.

B-14	 INTERPRETER REQUIREMENTS

All interpreters performing under this contract, whether employed directly by the contractor or by subcontractors, shall be physically located within the United States.

The contractor shall:

14.1. Provide interpreters who are qualified, professionally competent, and capable of supporting SSA customer interactions.

14.2. Provide interpreters with training on confidentiality, privacy, and handling of sensitive information applicable to SSA interactions.

14.3. Provide interpreters with SSA-furnished glossaries, acronyms, and general program materials, as provided by the Agency.

14.4. Ensure interpreters are fluent in English as used in the United States.

14.5. Ensure interpreters have training, experience, or demonstrated working knowledge of U.S. cultural, legal, medical, and government terminology relevant to communication in SSA environments.

14.6. Provide on-demand CDI support when needed for effective communication. *In FY 25, 335 out of 8,657 sessions (3.87%) required the use of a CDI. During that same period, 10,504.61 out of 135,500.69 interpreter minutes (7.75%) were performed by a CDI. 

*Historical usage data is provided for informational purposes only to reflect prior utilization patterns. This information is not a projection, guarantee, or estimate of future requirements. Actual usage will be based on operational needs.

B-15	 INTERPRETER QUALIFICATIONS

The contractor shall provide interpretation services through individuals who meet the following minimum qualifications:

15.1. Interpreters providing ASL services shall hold current certification from the Registry of Interpreters for the Deaf (RID), including National Interpreter Certification (NIC), or applicable legacy RID certifications.

15.2. Certified Deaf Interpreters shall hold a current RID CDI credential.

15.3. Interpreters shall comply with applicable federal and state professional practice requirements.

15.4. Interpreters shall adhere to the RID Code of Professional Conduct throughout the period of performance.

15.5. Interpreters shall maintain active certification status throughout the period of performance.

15.6. The contractor shall ensure interpreters have experience or training relevant to settings comparable to SSA customer service environments and understand professional expectations applicable to government-facing interpreting work.

SSA reserves the right to request proof of interpreter certification and to conduct periodic compliance reviews or audits.

The contractor shall provide SSA with an initial certification statement confirming compliance with interpreter qualification requirements. The contractor shall provide updated certification statements every six (6) months thereafter.

B-16	 INTERPRETER RESPONSIBILITIES

For each call, the interpreter shall:

16.1. Provide complete and accurate interpretation without omission, addition, inference, or advocacy.

16.2. Remain impartial.

16.3. Maintain confidentiality.

16.4. Provide the assigned unique interpreter identifier at the beginning of the session.

16.5. Recognize when additional support may be needed for effective communication and notify the contractor in accordance with contractor procedures.

16.6. Demonstrate working knowledge of SSA-provided glossaries, acronyms, and program terminology provided by the Agency.

B-17	 REPORTING REQUIREMENTS

The contractor shall provide reporting sufficient to support performance monitoring, invoice validation, quality assurance, and program management.

All reported times shall be provided in Eastern Time.

17.1. Monthly Invoice Support Report

No later than the 10th calendar day of each month, the contractor shall provide a monthly report covering the prior month in Microsoft Excel (.xlsx) format, unless otherwise approved by SSA. The report shall include:

17.1.1. Reporting period.

17.1.2. Total number of call connections.

17.1.3. Average hold time for the reporting period.

17.1.4. For each call:

     17.1.4.1. Unique session or call identifier.

     17.1.4.2. Date of call.

     17.1.4.3. Time of session initiation.

     17.1.4.4. Hold time or wait time before interpreter connection.

     17.1.4.5. Time of interpreter connection.

     17.1.4.6. Duration of interpreter connection in minutes.

     17.1.4.7. Origin of call, identified by office name, city, state, region, and Agency office code, where available.

     17.1.4.8. Routing identifier, access number, dial string, or other SSA-approved originating identifier, where applicable.

     17.1.4.9. Unique interpreter identifier.

     17.1.4.10. Language used.

     17.1.4.11. Whether a CDI was used.

     17.1.4.12. Total billable time for the call.

     17.1.4.13. Total billable cost for the call.

17.1.5. Total billable minutes for the reporting period.

17.1.6. Total invoice amount for the reporting period.

17.2. Semiannual Performance Report

The contractor shall provide a semiannual report in Microsoft Excel (.xlsx) format covering each six-month period of performance. The report shall include:

17.2.1. Reporting period.

17.2.2. Total number of call connections.

17.2.3. Average hold time.

17.2.4. Summary metrics by day of week and time of day, if available.

17.2.5. Cumulative data for all participating SSA offices in a format specified or approved by SSA.

17.3. Customer Feedback Report

The contractor shall provide a monthly summary of feedback received through the contractor's feedback mechanism no later than the 10th calendar day of each month. The summary shall include, to the extent available:

17.3.1. Field office name.

17.3.2. Site code.

17.3.3. Date submitted.

17.3.4. Positive and negative comments.

17.4. Sample Reports

Within ten (10) calendar days after contract award, the contractor shall provide sample versions of required reports to the SSA COR and shall work with SSA to finalize the report format. Report formats may be updated during contract performance upon mutual agreement of the parties.

B-18	 CUSTOMER FEEDBACK MECHANISM

The contractor shall maintain an SSA-approved feedback mechanism, such as a website form or other approved method, through which SSA personnel and, where feasible, service users may submit feedback regarding VRI services. The contractor shall make raw feedback data available to SSA upon request and shall provide monthly feedback summaries as required by this SOW.

B-19	 QUALITY ASSURANCE AND CORRECTIVE ACTION

If the contractor fails to meet performance requirements, service levels, reporting requirements, security requirements, or other material requirements of this SOW, the SSA may require the contractor to provide a corrective action plan.

The contractor shall submit a corrective action plan within a time frame specified by the SSA after notification. The corrective action plan shall, at a minimum, identify the root cause of the performance issue, proposed corrective measures, an implementation timeline, and actions to prevent recurrence.

The SSA will monitor contractor performance through review of required reports, performance data, and user feedback to assess compliance with the requirements of this SOW. Performance monitoring may include evaluation of service availability, response times, reporting accuracy, interpreter qualifications, and compliance with security and privacy requirements.

Failure to meet performance requirements may result in increased monitoring, required corrective actions, and may be considered in evaluating contractor performance, including past performance and the SSA’s decision to exercise contract options or take other contractual actions.

B-20	 ORDERING AND SERVICE ACTIVATION

SSA may issue call orders, or other authorized service activation notices under the applicable contract vehicle.

The initial operational scope may include approximately 700 currently active sites and may expand to all SSA offices and designated foreign service posts during the period of performance.

For newly activated locations, the contractor shall make service available within 30 calendar days after receipt of an authorized order or activation notice, unless a different implementation timeline is specified by SSA.

B-21	 DEFINITIONS

For purposes of this SOW:

21.1. DHOH means Deaf or Hard of Hearing.

21.2. VRI means Video Remote Interpreting.

21.3. CDI means Certified Deaf Interpreter.

21.4. COR means Contracting Officer's Representative.

21.5. FBU means Federal Benefit Unit.

21.6. Service user means an SSA employee, customer, or other authorized participant in a VRI session.

21.7. Successful session initiation means the point at which an SSA user successfully reaches the contractor's VRI platform and is placed in queue for connection to a qualified interpreter.

21.8. Hold time means the elapsed time between successful session initiation and connection to a qualified interpreter.

21.9. Qualified interpreter means an interpreter who meets the qualification requirements of Sections 14 and 15, as applicable to the service being provided.

B-22	 SUMMARY OF MINIMUM PERFORMANCE REQUIREMENTS

At a minimum, the contractor shall:

22.1. Provide on-demand VRI service during required service hours.

22.2. Support at least 50 concurrent calls at 1024 kbps (HD quality video) per call.

22.3. Maintain average hold time of two (2) minutes or less during each monthly reporting period.

22.4. Support interoperability with SSA-approved HP/Poly, Cisco, SIP, WebRTC, and Pexip WebApp3, or similar browser-based access platform, as applicable.

22.5. Maintain appropriate security, privacy, confidentiality, and incident response practices.

22.6. Provide qualified interpreters, including RID-certified interpreters and CDI support, in accordance with Sections 14 and 15.

22.7. Complete implementation and testing in time to provide full production service no later than June 1, 2026.

22.8. Restore service within four (4) hours of a qualifying outage affecting SSA connectivity to the contractor's service.

22.9. Provide required reports and invoice support data.

22.10. Support all SSA-designated locations, including designated foreign service posts, during the period of performance using SSA-approved access methods.

B-23	 DELIVERABLES

	DELIVERABLE
	REFERENCE
	SUBMIT TO
	DUE DATE

	1. Implementation and Testing Plan
	B-11.2
	COR
	Within ten (10) calendar days after BPA award

	2. Helpdesk and Points of Contact
	B-12.3
	COR
	At performance start and maintained throughout performance

	3. User Instructional Materials
	B-12.4
	COR
	At performance start and updated as needed

	4. Accessibility Documentation
	B-13
	COR
	Upon request

	5. Interpreter Certification Statement (Initial)
	B-15
	COR
	Within ten (10) calendar days after BPA award

	6. Interpreter Certification Statement (Recurring)
	B-15
	COR
	Every 6 months

	7. Monthly Invoice Support Report
	B-17.1
	COR
	Monthly, no later than the 10th calendar day of each

	8. Semiannual Performance Report
	B-17.2
	COR
	Every 6 months

	9. Monthly Customer Feedback Summary

	B-17.3
	COR
	Monthly, no later than the 10th calendar day of each month

	10. Sample Reports
	B-17.4
	COR
	Within ten (10) calendar days after contract award

	11. Corrective Action Plan
	B-19
	COR
	Upon request, as indicated

	12. Initial personnel suitability package (e-QIP, OF-306, FCRA, etc.)
	C-7
	COR
	Prior to performance under the BPA

	13. SSA-222 initial/annual certification submission
	C-8
	COR
	Prior to contract performance / annually on anniversary date

	14. PII breach/incident notification
	C-11
	COR
	Immediately, as indicated


	15. Invoice 
	C-13
	SSA OTAPS
	Monthly, per clause instructions

	16. Designation of PERR -Contractor Representative
	C-15
	CO

	Submitted with quotation and as necessary during performance

	17. Contractor Administrator
	C-17
	CO, COR
	Submitted with quotation and as necessary during performance
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