      JSC DATA REQUIREMENTS DESCRIPTION (DRD)


(Based on JSC–STD-123.  See work page for instructions.)

	1.  DRD Title
	2. Date of current version
	3. DRL Line Item No.
	RFP/Contract No. (Procurement completes)

	DRD-03 Metrics Reports 
	10/22/03
	03
	03JDB001

	4.  Use (Define need for, intended use of, and/or anticipated results of data)
	5.  DRD Category:  (check one)

	Data used to monitor contractor performance and customer satisfaction.
	 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

	Technical

Administrative

SR&QA

	6.  References (Optional)
	7.  Interrelationships (e.g., with other DRDs) (Optional)

	SOW reference: 3.7
	

	8.  Preparation Information (Include complete instructions for document preparation)

	

	

	a. Data Type - Type 2 – Mandatory Submittal

b.
Scope - The Contractor shall calculate and report metrics for System Administrator Productivity, System Availability and Customer Satisfaction

c.
Content – Metrics shall be calculated and reported for the following:

System Administrator Productivity: The number of server and network systems administrated by a single system administrator as compared to the number of systems proposed in Section J-7.  

System Availability: The percentage of time the server or network system is available for its intended use, excluding facility and network outages, IT incident investigations, and maintenance service not under control of the Contractor. (examples of intended use are: the file server system is available for users to file data, or the web server system is available for web development).  System percentage availability shall be as depicted in section J-7 and shall be computed in the following manner: Principal Period of Performance (PPP) less schedule outages (SO) quantity divided by Principal Period of Performance ((PPP - SO)/PPP).  The contractor shall provide rationale or justification for exceeding or failing to meet the System Availability metric.  Problem Response Time shall be as depicted in Section J-7, Hardware Maximum Time to Repair column.  The contractor shall provide justification for significantly failing to meet (10% above) the required time.

Customer Satisfaction metrics shall be based on monthly customer surveys.  The Contractor shall distribute and collect the surveys to and from every point of contact for each customer.  The government will provide customer service forms to the JETS contractor.  The contractor shall provide justification for any customer input below good. The contractor shall provide a summary of general comments received, and shall provide a plan for improvement to achieve a rating of good or above.  The rating system shall be as follows:

5 = excellent
  4 = very good      3 = good      2 = poor    1 = unsatisfactory

d. Format - Contractor’s electronic format is acceptable.

e. Submission: 


i.
Initial – 60 Days after contract start 


ii.
Final – Upon contract completion


iii.
Approval  -N/A


ii.
Frequency  - Monthly/Inputs due by the 15th of each month with Reports due on the 30th of each 

month. (February 28)

f. Distribution:  Contracting Officer, COTR, 1 Electronic Posting as per CO direction and other copies 
as per CO Letter

9.
Maintenance – Revision shall be incorporate by change page or complete reissue.
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