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I.  INTRODUCTION
This Technical Performance Incentive Plan, in accordance with NASA FAR Supplement 1816.402-270, reflects the agreements between the Government and the Contractor regarding technical performance incentive fees available under the contract.  It explains the applicability and implementation of technical performance incentive fee clauses contained in the contract.  
II.  BACKGROUND

This contract contains services for Facilities Support Services in support of NASA Headquarters.  This contract is cost-plus-fixed-fee (CPFF) with technical performance incentives.  The objective technical performance metrics reach across the Statement of Work to include the technical aspects of facilities management plus Information Resources Management.  Performance incentives for support services completed during the evaluation period will be evaluated every six (6) months to determine the technical performance incentive earned for that period.  The government will gather the data monthly and the contractor’s technical performance shall be assessed on a monthly basis, but the contractor shall only be evaluated for technical performance incentive fee payments every six months. The operation of these performance incentives is detailed herein. 

III.  CALCULATION
During each evaluation period, the Contractor may earn technical performance incentive fee for the services based on the technical and schedule objective metrics set forth in the attached spreadsheets.  The points assigned for each area will be totaled and will equate to the technical performance incentive fee percentage earned for the six-month evaluation period.  The maximum services technical performance incentive fee available each six-month evaluation period is set forth in Attachment 1 to this plan.  Support service categories with technical performance incentives will be evaluated during the six-month period in which they are completed and the Contractor may earn technical performance incentive fee based on the technical metrics established in each support services category.
The Contracting Officer’s decision as to the amount of technical performance incentive fee earned each evaluation period is a unilateral determination based on the established metrics and is subject to the Disputes clause.  All technical performance incentive fee payments for each evaluation period shall be final.  
IV.  TECHNICAL REQUIREMENTS
Work Management & Planning

Cost Metric Reports: Over the last five years, there has been much attention placed on knowing actual costs to operate and maintain each government real property asset.  As a result, NASA Headquarters requires the 533 (NASA Contractor Financial Management Report) to match several data points in the Facilities Help Desk System (FHDS) database.  The Prime Contractor’s direct labor hours, total materials purchased each month, and total equipment purchased each month that are on the 533, are to be also captured in the FHDS database. 
 NASA HEADQUARTERS will compare monthly direct labor hours, monthly materials, and monthly equipment costs reported in the 533 to the FHDS data to determine the technical performance incentive fee earned. The data will be pulled from the FHDS.
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1. The performance incentive fee will be based on the highest discrepancy percent.  Therefore if a labor hour discrepancy is 1.5%, material discrepancy is 2%, and equipment discrepancy is 2.5% the performance incentive fee will be based on the 2.5% discrepancy.

2. Performance incentive fee calculation is based on 100% minus highest discrepancy percent. 

FHDS Database: Accurately document and use the Facilities and Administrative Services Division's (FASD) Facilities Help Desk System (FHDS) application as the computerized service management system is very important for reporting, budget development, and analysis of frequently reported problems.   FASD requires the FHDS to be accurate to properly document and track all work performed by the contractor from generation to completion. When entering location data, the format must follow the building wayfinding standard for NASA HEADQUARTERS.

a. Work Orders. The 15 data points to be reviewed for gaps in the FHDS work order system includes the following: work order number, location, work order priority, description, status, status history, customer (caller identification), control number, date submitted, action officer, and comments.   
Once work is complete the record shall be updated with accurate description of services provided, actual labor hours, type of labor hours, and actual material cost.  

NASA HEADQUARTERS will complete a gap review of data in FHDS to determine the technical performance incentive fee earned. NASA HEADQUARTERS will pull the data (contained in section a) from FHDS monthly. A “gap” is when a required field in the database has no data. 

1. Total data points is equal to the number of completed Work Orders multiplied by 15 data points. 

2. Total gaps will be counted in each of the pulls for each of the data points and the job plans. 
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4. Performance incentive Fee is based on percent of no gaps (filled data). 
Closing of Trouble Calls and Facilities Requests: Trouble calls and facilities requests are reactive maintenance work as well as scheduled facilities requests and are important to keep both the facilities operating and the customers satisfied and able to complete their missions.  

	Priority
	Maximum Time to Close the 
Work Order

	Priority 1
	24 hours

	Priority 2
	48 hours

	Priority 3
	5 business days


NASA HEADQUARTERS will measure the closing of trouble calls (TC) and facilities requests (FR) by the contract standards (shown in the table above) established in the statement of work and on the work orders generated. The data will be pulled from FHDS monthly.
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Therefore TC + FR closed within Contract Standard will be 100% minus Percent TC + FR not closed within Contract Standard.
Information Resources Management: Library Operations, Archival Services, Information Center Services, Mail Center Operations, Mail List Services, and Mail Screening are important services in order to keep information flowing both internally and externally of NASA Headquarters.  

The Library performs library operations and research requests for information as well as fulfill material requests and orders.  The following sections of the library pertain to the following Timeliness Requirements:  Acquisitions, Interlibrary Loan and Document Delivery, and Reference Services.
Timeliness Requirements

	Task
	Maximum Time to Perform the 
Research Requests

	Research Questions
	1-48 hours (2 days max)

	Orders for Materials/Documents
	1 – 48 hours (2 days max)

	Rush Requests/Orders
	5-60 minutes (1 hour max)

	E-mail Requests from 
Library@hq.nasa.gov 
	1-60 hours (3 days max)


(Total Library Tasks Assigned LTA)-(Total Library Tasks Completed LTC within Contract Standard)/(Total LTA + LTC) = Percent of LTA + LTC not completed within Contract Standard
Therefore LTA + LTC closed within Contract Standard will be 100% minus Percent LTA + LTC  not completed within Contract Standard.
Archive Services:  The Archive Services perform research, preservation, and archival processing projects as well as fulfill material requests.

Timeliness Requirements

	Task
	Maximum Time to Close the 
Research Project

	Researching Customers Inquiries
	30 minutes

	Responding to Customers Inquiries
	2 business days

	Priority Research Projects
	Per Customer’s Requirement


(Total Archive Tasks Assigned ATA)-(Total Archive Tasks Completed ATC within Contract Standard)/(Total ATA + ATC) = Percent of ATA + ATC not completed within Contract Standard
Therefore ATA + ATC closed within Contract Standard will be 100% minus Percent ATA + ATC not completed within Contract Standard.
Information Center:  The NASA HQ Information Center serves NASA Headquarters and NASA employees as well as government contractors and officials, educators, and members of the national and international public. Inquiries are received by electronic mail, postal mail, phone and in person.  The Information Center staff provides directional and core information concerning the functions, activities and personnel of the Headquarters Facility to approximately 5,000 persons who call, visit, or write NASA Headquarters each month. The staff also responds to requests for publications and reports produced by NASA.  
Timeliness Requirements

	Task
	Maximum Time to Deliver the 
Information Requested

	Prepare and ship publications and reports
	2 business days

	Order and receive publications and reports from Goddard warehouse
	3 business days


(Total Publication Tasks Assigned PTA)-(Total Publication Tasks Completed PTC within Contract Standard)/(Total PTA + PTC) = Percent of PTA + PTC not completed within Contract Standard
Therefore PTA + PTC closed within Contract Standard will be 100% minus Percent PTA + PTC not completed within Contract Standard.
Mail Center Operations and Mail List Services: The Mail Center Operations and Mail List Services perform mail preparation and processing services, as well as pick-up and delivery of mail efficiently and timely.

Timeliness Requirements

	Task
	Maximum Time to Deliver 

Mail and Packages

	Express Mail: USPS/UPS/FedEx
	Processed/delivered 1 business day from receipt

	Regular Mail and Packages
	Processed/delivered 2 business days from receipt

	Express Mail/UPS/FedEx
	Reconciled/Finalized 2 business days

	Mail List Services
	Processed per customer’s requirement


(Total Mail Tasks Assigned MTA)-(Total Mail Tasks Completed MTC within Contract Standard)/(Total MTA + MTC) = Percent of MTA + MTC not completed within Contract Standard
Therefore MTA + MTC closed within Contract Standard will be 100% minus Percent MTA + MTC  not completed within Contract Standard.
Mail Screening Services: The Mail Screening Services perform mail screening of all suspicious packages according to NASA procedures and guidelines for mail screening.

Accurately screening mail for NASA Headquarters is essential to ensuring the safety and integrity of the mail delivery system.   When screening mail, the screener must follow the NASA procedures and guidelines for mail screening.
Timeliness Requirements

	Task
	Maximum Time to perform 

Mail Screening

	Accountable Mail 
	Processed 24 hours from receipt

	Mail for the Office of the Administrator, Legislative Affairs, and Public Affairs
	Processed/delivered 24 hours from receipt

	Mail for all other offices
	Processed/delivered 48 hours from receipt


NASA HEADQUARTERS will measure the accuracy of screening suspicious mail by the contract standards (shown in the table above) established in the statement of work and according to the NASA mail screening procedures.  The data will be pulled from various monthly tests of the screening system.
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Therefore MPS + MPQ closed within Contract Standard will be 100% minus Percent MPS+MPQ not screened within Contract Standard.
Executive Driving and Courier Services: The Executive Driving and Courier Services perform executive driving and courier services according to NASA schedule.

Timeliness Requirements

	Task
	Maximum Time to pick up and deliver passengers and packages

	Executive Driver 
	As scheduled by Designated Management Official 

	Executive Driver/Courier
	As scheduled by Designated Management Official

	Driver/Courier
	As scheduled by Facilities Division


NASA HEADQUARTERS will measure the timeliness of completing requests by the contract standards (shown in the table above) established in the statement of work and on the facilities requests generated. The data will be pulled from the Designated Management Official and the Technical Monitors monthly.
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Therefore TC + FR closed within Contract Standard will be 100% minus Percent TC + FR not closed within Contract Standard.
Customer Satisfaction

Excellent Performance and Feedback from Customers (Ratings are 1 to 5):  The Facilities and Administrative Services Division (FASD) will survey all of the customers that call in trouble calls and service request tickets each month.  The Facilities and Administrative Services Division (FASD) will randomly survey the customers of the Information Resource Management categories and the Mail Operations and Mail List Categories each quarter.  
The results of the surveys will be provided to the Contractor and will be used to determine the technical performance incentive fee earned.
Safety

Safety: Safety is the number one priority.  All work must be conducted in a safe manner in accordance with the Contractor’s approved safety plan and comply with both NASA HEADQUARTERS safety standards and Occupational Safety Health Act (OSHA).   This data will be pulled monthly.
Lost Time Accident is an incident which causes one or more days off work (consecutive or not) after, but not including, the day of an occupational injury or illness.

Reportable Incident Rate (RIR):  RIR = (Total monthly # of injuries incurred x Total # of direct labor hours per 6 month period)/(Total # of hours worked in a 6 month period.)
NASA HEADQUARTERS will reward the Contractor for no lost time accidents and a reportable incident rate below the national average. NASA HEADQUARTERS will use the Bureau of Labor Statistics, U.S. Department of Labor, Incident Rate, Private Industry, Construction for total recordable cases for the national average. 
ATTACHMENT 1

EVALUATION PERIODS AND MAXIMUM AVAILABLE 

TECHNICAL PERFORMANCE INCENTIVE FEE (TPIF)

	Period
	Start Date
	End Date
	Maximum Available TPIF

	1
	03/01/2012
	09/01/2012
	$

	2
	09/02/2012
	03/01/2013
	$

	3
	03/02/2013
	09/01/2013
	$

	4
	09/02/2013
	03/01/2014
	$

	5
	03/02/2014
	09/01/2014
	$

	6
	09/02/2014
	03/01/2015
	$

	7
	03/02/2015
	09/01/ 2015
	$

	8
	09/02/2015
	03/01/ 2016
	$

	9
	03/02/2016
	09/01/ 2016
	$

	10
	09/02/2016
	02/28/ 2017
	$


8

