SWG Services FAQs

For both general and specific information regarding subcontracting for IBM SWG Software Services, please visit the following site, where you will find processes and forms:

ftp://public.dhe.ibm.com/software/servicesoperations/
If presented with ‘ftp log on’ screen, log on as anonymous (default).  
To make the ftp links work, position your cursor on the ftp address and press Ctrl and click simultaneously.
Brand Contact Info
	Brand
	Contact ID
	eFax # (for use only if information cannot be emailed as files)

	ISSR (Rational)
	issrsubk@us.ibm.com
	845-264-6263

	Collaboration (Lotus)
	isscsubk@us.ibm.com
	845-491-3180

	ISSW (WebSphere) & Product Lifecycle Mgmt (PLM)
	aimsubk@us.ibm.com
	

	ISST (Tivoli)
	isstsubk@us.ibm.com
	845-491-5767

	ISSIM (Information Management) 
	issimsub@us.ibm.com
	845-463-8741

	ISSBA (Business Analytics)
	issbasub@us.ibm.com
	845-491-5278

	ISSIS (Industry Solutions)
	ississub@us.ibm.com
	

	Security
	ibmss@us.ibm.com
	845-491-7076


WOI (Web Order and Invoice) Help Desk:  800-856-1626 (for invoice questions or WOI application problems) – ICS partners should contact ICS
Procurement Help Desk:  888-767-4289 (for buyer or BOND questions) – ICS partners should contact ICS
IBM Help Desk:  888-426-4357 (for problems with IBM applications other than WOI or BOND)
ERS Enabled Partners
Contracting Vehicles:
ftp://ftp.software.ibm.com/software/servicesoperations/ERS-Education/Step-1-Contracting-Vehicle/
Documentation Requirements of Contractors:

ftp://ftp.software.ibm.com/software/servicesoperations/ERS-Education/Step-2-Submit-Consultant-Docs/
Responsibilities During an Engagement (including expenses, invoicing, timecards, etc.):

ftp://ftp.software.ibm.com/software/servicesoperations/ERS-Education/Step-3-During-Engagement/
Project Close Out:

ftp://ftp.software.ibm.com/software/servicesoperations/ERS-Education/Step-4-Engagement-Close-Out/
ICS Enabled Partners

Contracting Vehicles:

ftp://ftp.software.ibm.com/software/servicesoperations/ICS-Alignment/Step-1-WhyandHow/
Documentation Requirements of Contractors:

ftp://ftp.software.ibm.com/software/servicesoperations/ICS-Alignment/Step-2-SubmittingConsultants/
Responsibilities During an Engagement (including expenses, invoicing, timecards, etc.):

ftp://ftp.software.ibm.com/software/servicesoperations/ICS-Alignment/Step-3-DuringEngagement/
Project Close Out: 
ftp://ftp.software.ibm.com/software/servicesoperations/ICS-Alignment/Step-4-AfterEngagement/
REPORTING TIME

How do I submit subcontractor time?
Unless you are submitting time directly into IBM’s ILC (Intranet Labor Claiming) system, complete the IBM CAR (Consultant Activity Record) form (ftp://ftp.software.ibm.com/software/servicesoperations/forms/CARS-Timecard/)

The Excel file is the CAR form.  

Send the completed CAR to timecard@us.ibm.com by noon Eastern on the Monday following the week worked.
When should I submit a CAR?

Each contracting vehicle will have a project start and end date for every consultant. You must submit a CAR each Monday following the week worked for each consultant scheduled.  If your subcontractor is scheduled during these dates, but does not work any hours in a particular week, then submit a zero-hours CAR.  Invoice hours within two weeks of the week hours worked.  
TRAVEL

How does my subcontractor make travel reservations?

The subcontractor should complete an American Express travel profile form: 
ftp://ftp.software.ibm.com/software/servicesoperations/forms/amextravelprofile/
The file whose title begins AMEX is the process.  The files whose title begins IBM are the profile forms (US and Candian).  You must have the vendor base agreement or MSOW # to complete the form.  If you cannot locate this information, please contact your Subcontract Analyst.
Submit the completed form to swgipvn@us.ibm.com.

American Express can take up to 24 hours to set up a profile.  Once a PO and the travel profile have been created, the subcontractor can call AMEX and make air, hotel and rental car reservations.  AMEX uses preferred rental car firms for IBM engagements.  If either the hotel or rental car firm will not honor the IBM rate, because the subcontractor does not have an IBM badge, and the AMEX Itinerary is not sufficient, subcontractor should accepted the quoted rate and immediately notify IBM manager Tom Kuhar, tom_kuhar@us.ibm.com.  For a rental car situation, provide the Hertz agreement # and location.
How does my subcontractor contact AmEx?

Call 800-235-9426 (8am – 8pm) or 1-800-847-0242 (after hrs emergency).  If calling outside Monday to Friday, 8AM US Eastern to 8PM US Eastern, the subcontractor must be traveling with 24 to 48 hours of calling.
What reservation documentation does the subcontractor receive?

AMEX will provide an itinerary with all reservations (air, hotel and rental car, as applicable) to the Vendor.  If the subcontractor cannot obtain this itinerary prior to travel, an itinerary can be obtained after travel, provided that the subcontractor has the unique itinerary #.  To obtain an itinerary after the trip, email the itinerary # to posttravelinquiry@axep.com.   

What are hotel and meal limits?

For each engagement, the engagement owner specifies not-to-exceed hotel daily room rates (base rate, before applying any taxes and fees) and the meal per diem.  The hotel limit and meal per diem are sent to the vendor in the ERS/VRS.  Based on the customer location, AMEX will book a hotel within the limit (or above the limit, if rooms within the limit are not available).  The meal per diem covers all food and beverages, including tips.
When can a subcontractor reserve a hotel room whose rate (before taxes) is above the hotel limit specified in the engagement? 
If the hotel has been reserved through American Express (AMEX), using the phone #s previously listed, and the AMEX itinerary is included in the expense documentation.  The AMEX itinerary must specify the hotel reservation.  Any question concerning reservations or limits should be directed to the IBM engagement owner or brand subcontractor analyst.
What if the subcontractor’s actual meal expenses exceed the meal per diem?

The subcontractor can never file for more than the meal per diem. 

When can the subcontractor book non-refundable airfare or hotel?

The subcontractor can book non-refundable airfaire, with prior IBM project manager approval and if done through AMEX.  The subcontractor can never book non-refundable or prepaid hotel.

What if the subcontractor has to travel, before the AmEx profile is set up?

If the subcontractor is traveling on short notice, the first trip (up to one business week) can be reserved by the subcontractor without using AMEX.  Prior authorization from the Engagement Owner must be obtained and included with the expense backup.  All subsequent trips must be booked through AMEX.  
What if the subcontractor needs an exception to travel guidelines?

Exceptions are rarely necessary.  If your company or the subcontractor believes that an exception is necessary, contact the engagement owner before making the exception.  The engagement owner must provide approval in a note to the subcontractor.   This note must be included in the travel documentation sent to the brand id at the time of invoicing.  Travel documentation must be sent, before the travel is invoiced.  
How do I document actual travel expenses?

Obtain a TEA (Travel Expense Account)

ftp://ftp.software.ibm.com/software/servicesoperations/forms/Travel-Expense/
(The Excel file is the Travel form.  The Word file is the process.) and supporting receipts for each individual expense, regardless of amount, verify for accuracy and that the travel expenses claimed are within guidelines and limits, and email the Expense Form and receipts to the brand id.  Receipts are Required for meals even though we reimburse per diems (unless otherwise stated in the ERS or Non ERS).   Situations that are not self-explanatory, such as airfare not between the subcontractor’s home and the customer location or the subcontractor staying at the customer location over the weekend, should be explained in comments accompanying the Expense Form.  Document and invoice travel expense within two weeks.  Travel expense not invoiced within 60 sixty days is subject to non-payment.  
How do I bill travel expense?

Unless you are a subtier to ICS, submit an invoice in WOI (Web Order and Invoice, which you will also use to bill hours) against the PO’s expense item.  Corresponding travel documentation must be sent to the brand id no later than the same day that the travel invoice is submitted to WOI.  Invoice for a specific subcontractor and week.  IBM pays the invoice based on the PO’s payment terms.  
If you are a subtier to ICS then submit your invoice to the ICS system, using the access and instructions they provided.
If I have a problem invoicing or receiving payment using the WOI web site, who do I contact?

Call the WOI Help Desk, during regular business hours, at 800-856-1626 or by email woical@in.ibm.com
SUBCONTRACTOR INFORMATION

How do I set up a new subcontractor to work on an engagement?

Send to swgipvn@us.ibm.com (if partnering with ICS, then ibmswgdocs@infinite.com) the following:


CBC (Criminal Background Check):

ftp://ftp.software.ibm.com/software/servicesoperations/forms/backgroundcheck/
The file beginning with Criminal is the process (the CBC must be within the last 3 years).
The file beginning with Business is the process.
Subcontractor contact information:

ftp://ftp.software.ibm.com/software/servicesoperations/forms/contactinfo/
The file beginning with Consultant-Contact is the form.  

The file beginning with Consultant_Info is the process.

Resume in IBM format and contact information

ftp://ftp.software.ibm.com/software/servicesoperations/forms/resume/
The file beginning with Resume is the process.  The file beginning with SS is the resume file.  The resume must be maintained within the last 3 years.
If the candidate is a former IBM employee (not former subcontractor to IBM), please provide either the former IBM serial # or the social security #, so that IBM Human Resources can verify that the candidate can return on an IBM engagement as a subcontractor.  
If the candidate is not a US citizen or permanent resident, please complete a LOA (letter of authorization):

ftp://ftp.software.ibm.com/software/servicesoperations/forms/loa/
The file beginning with Procurement is the form.  

The file beginning with LOA is the process

Send all of the above information to swgipvn@us.ibm.com (ibmswgdocs@infinite.com, if partnering with ICS). 

SWGIPVN will create a subcontractor record; the record must be created and complete, before the consultant can start working.  Don’t forget to request an American Express travel profile.
What if a subcontractor needs a Lotus Notes ID to communicate to IBM’s customer site while on the engagement or access to Sametime to communicate with their IBM teammates?

Complete the following form, which contains instructions:

ftp://ftp.software.ibm.com/software/servicesoperations/forms/Network-Access/
The contact id is outssubk@us.ibm.com.

This id is also the contact, if a subcontractor requires a badge for access to IBM premises (this is infrequent).  This can take up to 10 days to process.
What if the IBM engagement owner wants the subcontractor to make travel reservations and plan to start at the customer site on the requested start date, and you have not yet received IBM authorization (such as a PO #) from the EO (engagement owner) or SA (Subcontractor Analyst)?
Email the brand id or call the SA.  The SA will work with the FA (Financial Analyst) and IBM Procurement for authorization prior to the PO being issued.  The SA or EO must communicate this exception authorization prior to the subcontractor starting.  Making refundable travel reservations (through AMEX, unless profile has not yet been set up) does not require PO #.  Actually starting an engagement without a fully executed ERS/NON ERS requires a letter of authorization from IBM Procurement (email from buyer or SA).
PURCHASE ORDERS AND ALTERATIONS
How am I notified of PO creations and alterations (to funds, whether labor, expense or both) to existing POs?

WOI will update to reflect this information.  If WOI does not have this information, when you expect it, or if the information appears to be incorrect, contact the brand SA.

What if a PO has insufficient funds to pay current or projected future labor and/or travel?
Always ensure that your actual hours worked (and travel expense incurred, if applicable) are within the engagement’s official hours and travel expense amounts and start and end dates (as specified in the ERS/SOW).  If you anticipate running out of hours or travel expense, before the end of the engagement, or not finishing by the engagement end date, contact the engagement  owner.  The Engagement Owner is the only one authorized to change the terms of the ERS/NON-ERS/SOW.  The Engagement Owner must do so, before the SA can add hours or travel funds or extendi the engagement end date.  IBM is only liable within the current ERS/NON-ERS/SOW parameters. If you work outside the engagement, you risk not getting paid for the overage. Often, IBM’s contract with you must mirror IBM’s contract with the customer and will not allow for an overage not authorized by the customer.  If you need an extension, please specify exactly what is needed to the Engagement Owner.
