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Incentive Fee Plan
Information Technology and Multimedia Services (ITAMS)

Incentive Fee Plan 
I. Overview
In accordance with the provisions of the Federal Acquisition Regulation (FAR), the NASA FAR Supplement (NFS), and Johnson Space Center’s (JSC) policies and procedures, this plan covers the administration of the incentive fee clauses of the ITAMS contract.

Two separate and distinct appraisals shall be made of the Contractor’s performance according to the procedures and criteria outlined in the following sections.  An assessment of the contractor’s performance against specified Performance Incentive Fee (PIF) factors shall be made to determine the amount of PIF to be awarded, if any.  A separate and distinct review of the contractor’s performance against target costs shall be made to determine the amount, if any, of additional incentive fee to be awarded.
All negotiated fee under this contract will be allocated between the PIF and the cost incentive fee (CIF) with 75% of the total available fee allocated to the PIF and 25% to the CIF.  Fee shall not exceed the maximum available fee stated in Contract Clause B.8.

All disputes relating to this plan shall be resolved in accordance with FAR 52.233-1, Disputes.

II. Performance Incentive Fee

A. General - The PIF is designed to reward the Contractor’s overall performance as it relates to the PIF factors.  The Contractor may furnish for consideration a self-assessment against the performance factors specified in Attachment D for each performance period as defined in Attachment E.  The self-assessment must be received by the Contracting Officer (CO) no later than 5 calendar days after the end of each performance period.  The self-assessment shall be limited to 15 pages.  In addition, the Contractor shall submit a Metrics Performance Plan in accordance with DRD-4.
B. PIF Determination- The PIF is divided into 2 distinct measurement criteria and weightings:
· Performance Metrics with a weighting of 52.5% of the total available fee (70% of the 75%) and the
· Service Quality Metric with a weighting of 22.5% of the total available fee (30% of 75%)
The Government may unilaterally change these weightings provided the Contractor receives notice of the changes 30 days prior to the beginning of the performance period to which the changes apply.  Changes may be made to the plan during a performance period if mutually agreed to by both parties.
(1)
Performance Incentive Fee Determination – PIF will be calculated by the Government’s contract management team including the Contracting Officer’s Technical Representative (COTR) and the CO for this contract.  The COTR and CO have the primary responsibility of monitoring,  establishing, and documenting, as appropriate, the Contractor’s overall performance as it relates to the PIF factors.  The COTR and CO will conduct formal appraisals at the end of each performance period, and, at a minimum, conduct informal quarterly performance appraisals.  The informal appraisals will be conducted with the Contractor for the purpose of discussing any specific areas where the Contractor has excelled and areas where future emphasis is necessary.  
At the end of each annual performance period the COTR and CO will meet and consider all of the information they have obtained and will prepare a report that will include their determination as to the numeric score and adjective rating to be assigned for the Contractor’s performance for the period.  Refer to Attachment C for details.  The CO will make the determination of PIF to be awarded, if any.
The CO will notify the Contractor of the performance incentive score and the PIF findings.  The Contractor will be afforded the opportunity to submit for consideration by the CO, exceptions to the appraisal or data used to calculate the PIF and supporting reasons for such exceptions.  The Contractor’s submission must be made in writing and submitted to the CO within 5 calendar days from the date of the Contractor’s receipt of the PIF Determination.
(a)
Performance Metrics and Weightings –The Contractor’s performance will be calculated in accordance with Attachment D for determination of the Performance Metric Score.  Attachment D consists of individual factors with individual weights for certain WBS areas.  These weights are indicated in the Attachment D tables as a percent (%) at the end of the measurement description.  The Government may unilaterally change the weightings associated with each individual factor provided the Contractor receives notice of the changes 30 days prior to the beginning of the performance period to which the changes apply.  Changes may be made to the plan during a performance period if mutually agreed to by both parties.
These factors define the acceptable quality level for performance of this contract.  In order to be eligible to earn the maximum fee associated with each WBS area, the Contractor must meet or exceed the stated Quality Standard for “excellent” performance.  If performance is “poor,” no fee is earned for the corresponding factor.  A major breach of safety or security as defined in the Section H Clause 1852.223-75, may result in a score of zero for the performance period for the entire PIF.

Each individual factor will be measured and given a score based on the criteria in Attachment D.  These scores are multiplied by a weighting and all weighted scores are added together to determine the overall grade for the WBS area.  The grade for each WBS will be added to each other to determine the overall performance score.  An adjective rating will be assigned based on Attachment C.  
The percentage of available fee distributed for the performance metrics will be based on the total weighted numeric score against the factors.  The weighted score is converted to a percent to determine the amount of fee to be distributed.  For example, should the Contractor earn a weighted score of 85, the contractor would earn 85% of the available fee for performance metrics.  Scores will be rounded to the nearest whole number.
The Contractor shall submit a Corrective Action Plan (CAP) for any factor receiving a rating of “fair” or “poor.”  The CAP shall detail the reasons for deficiencies and the measures to be taken to ensure deficiencies are corrected.  CAPs shall be submitted within 10 working days after the final determination for each performance period.  Concurrence shall be obtained from the CO and COTR.
(b)
Service Quality Metric- The Service Quality Metric will be used to rate the Contractor’s performance in areas of Overall Management Performance, Customer Service, Project Planning and Schedules, and Quality of Deliverables.  Measurement of this metric will be through an annual survey conducted by the CO and COTR of the ITAMS stakeholders.  Attachment A illustrates the survey tool and Attachment B details the percentage of the Service Quality PIF earned, if any, based on the survey results.  This survey tool may be used by the ITAMS Technical Management Representatives (TMRs) to provide informal feedback to the Contractor at tag-up meetings and by the CO and COTR for the informal quarterly performance appraisals.  However, only the annual survey results will be used to calculate the service quality metric score.  The CO will average the annual survey results to determine the Service Quality Metric Score.  
A CAP will be required in accordance with the procedures described above in paragraph (a), Performance Metrics and Weighting.
C.   PIF Distribution – PIF is determined based upon the scores for both the performance metric and the service quality metric.  If PIF is earned, the CO will issue a contract modification awarding such fee in accordance with the final determination.  The award will be made according to the schedule in Attachment E. Each PIF determination is considered to be final.  Any unearned fee is lost and cannot be moved into subsequent performance periods. 
The modification will not be processed for payment prior to the expiration of the 5-day period described in paragraph (1), Performance Incentive Fee Determination, unless the Contractor states in writing that a submission will not be made.
D.  PIF Administration
(1)
With a view toward changing management emphasis, motivating higher performance, or improving the PIF determination process, the Contractor may provide recommended metrics and weightings for consideration by the Government to be implemented for the ensuing performance period no later than 60 days prior to the start of the applicable performance period.  Recommendations shall be submitted to the CO and COTR and shall include appropriate rationale and justification.  Consideration will be given to the Contractor’s recommendations; however, 30 days prior to the start of the ensuing period, the Government will establish specific metrics and weightings and notify the Contractor in writing.  With exception to weightings, any changes made in Attachment D shall be mutually agreed to by both parties through a bilateral contract modification.  Should agreement not be reached prior to the first quarterly interim appraisal, the Government may institute the changes via unilateral modification.
(2)
When nonperformance is caused by an occurrence beyond the reasonable control of the Contractor (ex: natural disaster), the Contractor shall provide written notification to the CO including a description of the circumstances as soon as is reasonably possible.

(3)
This plan may be changed at any time during the performance period provided that the Government submits the changes to the Contractor in writing, the Contractor agrees in writing to accept the changes, and both the Government and the Contractor mutually agree on the effective date of the changes.

E.  Provisional Payments under the PIF— Pending a determination of the amount of PIF earned, if any, a portion of the available fee for each performance period may be provisionally paid to the Contractor on a monthly basis, in accordance with Section G of this contract.  The total amount of PIF available in a performance period that will be provisionally paid is the lesser of 80% or the prior period’s PIF score.  

Provisional PIF payments will be superseded by the final PIF appraisal for that period.  If provisional payments exceed the amount due based on the periods final PIF score, the Contractor shall repay the Government within 30 days.  If the CO determines that the Contractor’s level of performance is not commensurate with the provisional payment, the provisional PIF payment may be reduced or discontinued.  The CO shall notify the Contractor in writing if a reduction or discontinuance of payment is appropriate.       

III.  Cost Incentive Fee 
(A) General - The purpose of the cost incentive fee (CIF) is to motivate the Contractor to control costs in accordance with the established contract baseline as described in Section B of this contract. The CIF will be reviewed at the end of the contract period of performance, inclusive of any performance periods exercised with contract options. 
(B) CIF Determination
(1)  The target cost, target cost incentive fee, and maximum cost incentive fee are detailed in Contract Clause B.8.  
(2) In accordance with Contract Clause B.3, the Contractor shall share in cost over-runs and cost under-runs as follows:

· Over-run:
The cost incentive fee payable under this contract shall be the target cost incentive fee decreased by 30 cents for every dollar that the total allowable cost subject to the incentive is greater than target cost.

· Under-run:  The cost incentive fee payable under this contract shall be the target cost incentive fee increased by 20 cents for every dollar that total allowable cost subject to the incentive is less than target cost.
(3) The CIF shall not exceed the maximum cost incentive fee as described in Contract Clause B.8.

(4) In order to qualify to earn target CIF in a performance period, the Contractor must achieve an overall Performance Metrics Incentive Fee Score not less than 80 and a minimum score of 3.02 for the Service Quality Metric.

(C) Provisional Payments under the CIF— The decision to allow provisional fee payments associated with a projected under-run of target costs or to modify fee payments based on an over-run is at the discretion of the CO.  Based on data, specifically the Contractor’s Estimate at Completion (EAC), submitted in accordance with DRD-5, Resource Management Plan (NF 533), the CO may request additional information from the Contractor to further document and justify an under-run.  The CO will examine the NF 533 data no earlier than the mid-point of the contract’s basic period of performance to determine if provisional payments are appropriate.  Subsequently, the CO will re-examine provisional payments for CIF at the end of the contract’s basic period of performance and at the end of any periods of performance exercised by contract options.

The total amount of CIF available in a performance period that will be provisionally paid is not to exceed 80 percent of the target CIF.  If the CO determines that the Contractor’s EAC is not commensurate with the provisional payment (ex:  costs are at target or over-running), the provisional CIF payment may be reduced or discontinued.  The CO shall notify the Contractor in writing if a reduction or discontinuance of payment is appropriate.    
Provisional CIF payments will be superseded by the final CIF assessment.  If provisional payments exceed the amount due based on the periods final cost assessment, the Contractor shall repay the Government within 30 days.  

ATTACHMENT A
SERVICE QUALITY METRIC QUESTIONNAIRE
Name:
 ___________________________






Date: ______________________

Title:    ___________________________






WBS element evaluated:  ______

	Performance Area
	Poor

(Score = 1)
	Fair

(Score = 2)
	Good 

(Score = 3)
	Very

Good

(Score = 4)
	Excellent 

(Score = 5)
	Comments (Required)

	Overall Management Performance


	
	
	
	
	
	

	Customer Service


	
	
	
	
	
	

	Project Planning and Schedules


	
	
	
	
	
	

	Quality of Deliverables


	
	
	
	
	
	


TOTAL RATING: _______

SCORE: _______
Performance Area Descriptions
	Overall Management Performance 
	Includes but is not limited to adherence to the requirements of the contract statement of work; NASA and JSC policies and procedures relating to work performed under this contract (see J-6, Applicable Documents); timeliness and quality of DRDs; compliance with requirements identified in DRDs; property management; environmental compliance, training and maintenance of certification for personnel; quality and timeliness of reported financial data; joint cooperation with associate contractors (per contract clause H.10 (Associate Contractor Agreements))

	Customer Service
	Includes but is not limited to all the requirements identified in Attachment J-22 for WBS area 4.0, primarily the overall satisfaction of customers; quality of instructor-led training; staffing and service provided in the libraries; other contract areas where customer service is an important element; responsiveness in special circumstances including handling of unique requests, special assignments, change management and emergencies

	Project Planning and Schedules
	Includes but is not limited to accuracy and timeliness of project planning (e.g.,ROMs, task plans, project plans); compliance with NPR 7120.7 requirements; meeting milestones and delivery dates.

	Quality of Deliverables
	Includes but is not limited to customer satisfaction with meeting specified quality requirements for products and services as specified in project plans and work authorization documents. Examples include quality of applications, multimedia products, writing and graphics tasks, Public Affairs television and multimedia products and services, IT security, photographic products and services and all other deliverables under this contract.


Ratings Definitions

	1 = Poor 
	Numerous performance issues are noted.  Performance is less than standard by a substantial margin and there are many elements for improvement which are not offset by better performance in other areas.  

	2 = Fair 
	Performance is generally average, but several performance issues are identified.   Standard performance and performance considered better than standard are more than offset by lower performance in other areas of this WBS.  

	3 = Good 
	Performance is average.  Performance issues are identified and those are somewhat offset by the performance in other areas of this WBS.    

	4 = Very Good 
	Performance is above average.  Only minor performance issues are noted and those are offset by better performance in other areas of this WBS.  Although there may be some need for improvement, contract requirements in this area of the SOW are fully met.  

	5 = Excellent 
	Performance is consistently exemplary.  Little or no performance issues.  Of the issues identified the impact to overall performance is negligible.  


Instructions
The Score shall be computed by dividing the Total Rating by the number of Performance Areas.    

ATTACHMENT B
SERVICE QUALITY METRIC

	ADJECTIVE

RATING
	DESCRIPTION
	NUMERICAL

SCORE

	Excellent
	Performance is consistently exemplary.  Little or no performance issues.  Of the issues identified the impact to overall performance is negligible.  
	4.53 –5.0

	Very Good
	Performance is above average.  Only minor performance issues are noted and those are offset by better performance in other areas of this WBS.  Although there may be some need for improvement, contract requirements in this area of the SOW are fully met.  
	4.03 – 4.52

	Good
	Performance is average.  Performance issues are identified and those are somewhat offset by the performance in other areas of this WBS.    
	3.53 – 4.02

	Fair
	Performance is generally average, but several performance issues are identified.   Standard performance and performance considered better than standard are more than offset by lower performance in other areas of this WBS.  
	3.03 – 3. 52

	Poor
	Numerous performance issues are noted.  Performance is less than standard by a substantial margin and there are many elements for improvement which are not offset by better performance in other areas.  
	0 – 3.02


Fee for Service Quality will be determined by applying the final score to the following scale:

	Final Score *
	Adjusted for a 100 point scale
	Fee Paid  **

	4.53 – 5.0
	Score x 20
	91 – 100%

	4..03 – 4.52
	Score x 20
	81 – 90%

	3.53 – 4.02
	Score x 20
	71 – 80%

	3.03 – 3.52
	Score x 20
	 61 – 70%

	0 – 3.02
	Score x 20
	0 – 60% 


*  The calculated final score will be rounded to the nearest one hundredth. 

** The calculated percent for fee paid will be rounded to the nearest whole number.
A performance score of 3.02 and below eliminates the Contractor from being eligible for payment of the Service Quality Metric Fee.  
Attachment C
ADjective Rating Scale 

	Adjective 

Rating
	Grade Range
	Narrative Description of Performance

	Excellent
	91 - 100
	Of exceptional merit; exemplary performance in a timely, efficient, economical, and safe manner; minor (if any) deficiencies exist with no adverse effect on overall performance

	Very Good
	81 - 90
	Very effective performance, fully responsive to contract; contract requirements accomplished in a timely, efficient, safe and economical manner; only minor deficiencies exist with little effect on overall performance

	Good
	71 - 80
	Effective performance; fully responsive to contract requirements, reportable deficiencies but with little identifiable effect on overall performance

	Satisfactory
	61 - 70
	Meets or slightly exceeds minimum acceptable standards; adequate results; reportable deficiencies with identifiable effect on overall performance

	Poor/

Unsatisfactory
	60 and below
	Does not meet minimum acceptable standards in one or more areas; remedial action required in one or more areas; deficiencies exist which adversely affect overall performance. The standard has not been achieved. 


ATTACHMENT D:  ITAMS METRICS

METRIC #1:  SAFETY AND HEALTH

Statement of Work Reference:  WBS 3.1, Safety and Health
Weight: 15% of the 75% of incentive fee allocated to Performance Metrics (See Section II, Performance Incentive Fee, Paragraph (B), PIF Determination)

Performance Standard (Acceptable Quality Level):
The Contractor shall implement a safety and health program, adhere to the approved safety and health plan (DRD-9), manage safety incidents and injuries, and comply with JSC safety and health policies and procedures (See J-6, Applicable Documents).  This metric shall measure the Contractor's safety and health performance with emphasis on the following: 

1. Safety incidents and injuries in conjunction with reported monthly statistical information on the Contractor’s Safety and Health Program (JSC Form 288);

2. Substantial leadership initiatives taken by management in injury prevention and property damage avoidance and employee awareness programs;

3. Proactive programs with measurable impact on injury/mishap reduction; and

4. Employee input and management approaches to corrective action and safety and health compliance.

Rating Scale:

EXCELLENT = 100

To receive an “Excellent” rating, the Contractor shall meet all four of the following conditions:  

1. Have a Lost Workday Case Rate (LWD) less than 25% of the industry average; a Days Away Plus Restricted Duty Plus Job Transfer (DART) and OSHA Recordable (REC) Rates less than 50% of the industry average; no property damage; and near zero instances of non-compliance with no compliance issues of a serious nature.

2. Demonstrate leadership through implementation of or participation in multiple activities such as special safety/injury analyses; safety and health training/seminars; ad-hoc inspection activities; hosting employee roundtables; and the JSC Safety Action Team (JSAT).

3. In accordance with the approved Safety and Health Plan (DRD-9), implement innovative safety and health programs that produce a measurable rate of improvement in LWD, DART, REC, property damage, and compliance that meet goals as stated in DRD-9. 

4. In accordance with the approved Safety and Health Plan (DRD-9), implement innovative employee input systems and management approaches that produce a measurable rate of improvement in employee participation that exceed goals as stated in DRD-9. 

GOOD = 80

To receive a “Good” rating, the Contractor shall meet all four of the following conditions:  

1. Have a Lost Workday Case Rate (LWD) less than 50% of the industry average; a Days Away Plus Restricted Duty Plus Job Transfer (DART) and OSHA Recordable (REC) Rates less than 100% of the industry average; property damage not to exceed $250,000; or isolated instances of non-compliance in one or more areas.

2. Demonstrate leadership through implementation of or participation in one activity such as special safety/injury analyses; safety and health training/seminars; ad-hoc inspection activities; hosting employee roundtables; and the JSC Safety Action Team (JSAT).

3. In accordance with the approved Safety and Health Plan (DRD-9), implement innovative safety and health programs that produce a measurable rate of improvement in one of the following categories: LWD, DART, REC, property damage, and compliance that meet goals as stated in DRD-9. 

4. In accordance with the approved Safety and Health Plan (DRD-9), implement innovative employee input systems and management approaches that produce a measurable rate of improvement in employee participation that meet goals as stated in DRD-9. 

POOR = 0

The Contractor shall be rated “Poor” if they fall below the stated requirements for any single item in “Good.”  However, the Contractor may improve their rating to “Good” if they attain an “Excellent” level of performance in at least 2 of the remaining 3 categories.
Methods of Surveillance:
1. Metrics reporting

2. Customer interviews      

3. COTR review of Contractor supplied data    

4. COTR review of Government supplied data

METRIC #2:  CUSTOMER SUPPORT CENTER

Statement of Work Reference:  WBS 4.1, Customer Support Center
Weight: 5% of the 75% of incentive fee allocated to Performance Metrics (See Section II, Performance Incentive Fee, Paragraph (B), PIF Determination)

Performance Standard (Acceptable Quality Level):
The Contractor shall operate a Customer Support Center according to WBS 4.0 based on industry best practices that provides users access to information about, assistance with, or distribution of IRD products and services. The Contractor shall provide expertise for all areas of WBS 4.1 and 4.2 during business hours to ensure accurate customer response.

Rating Scale:

EXCELLENT = 100

To receive an “Excellent” rating, the Customer Support Office will be available 100% of the time. 

POOR = 0

The Contractor shall be rated “Poor” if the Customer Support Office is not available 100% of the time (one or more occurrences of Customer Support Office not being staffed.)  

Methods of Surveillance:
1. COTR review of Contractor supplied data    

2. COTR review of Government supplied data

METRIC #3:  GENERAL CUSTOMER SUPPORT

Statement of Work Reference:  WBS 4.0, General Customer Support 
Weight: 4% of the 75% of incentive fee allocated to Performance Metrics (See Section II, Performance Incentive Fee, Paragraph (B), PIF Determination)

Performance Standard (Acceptable Quality Level):
Contractor shall answer calls in less than 30 seconds. The Contractor shall respond to voice mail within 2 business hours of receipt of the message and e-mail within 4 business hours of receipt of the e-mail.  Abandoned calls shall be less than 5%. If this performance measure is not supported by the JSC phone system, the contractor shall report call information as agreed upon by the CO and the Contractor. The percent of Performance Incentive Fee set aside for this area shall then be redistributed equally to the other 4.0 areas. 

Rating Scale:

EXCELLENT = 100

To receive an “Excellent” rating, the performance standard shall be met ≥ 95% of the time. 

VERY GOOD = 90

To receive a “Very Good” rating, the performance standard shall be met > 90% of the time. 

GOOD = 80

To receive a “Good” rating, the performance standard shall be met > 85% of the time. 

SATISFACTORY = 70

To receive a “Satisfactory” rating, the performance standard shall be met > 80% of the time. 

POOR = 0

To receive a “Poor” rating, the performance standard shall be met ≤ 80% of the time. 

Methods of Surveillance:
1. COTR review of Contractor supplied data    

2. COTR review of Government supplied data

METRIC #4:  INFORMATION TECHNOLOGY IMPLEMENTATION MANAGEMENT

Statement of Work Reference:  WBS 5.0, Information Technology
Weight: 8% of the 75% of incentive fee allocated to Performance Metrics (See Section II, Performance Incentive Fee, Paragraph (B), PIF Determination)

Performance Standard (Acceptable Quality Level):
The Contractor shall provide information technology management for implementation of new projects such that requirement specifications are met with no discrepancy.  Discrepancies are inconsistencies between requirements and delivered products and are submitted to the Government via a Discrepancy Report (DR).
Rating Scale:

EXCELLENT = 100

To receive an “Excellent” rating, the performance standard shall be met ≥ 98% of the time. 

VERY GOOD = 90

To receive a “Very Good” rating, the performance standard shall be met > 92% of the time. 

GOOD = 80

To receive a “Good” rating, the performance standard shall be met > 86% of the time. 

SATISFACTORY = 70

To receive a “Satisfactory” rating, the performance standard shall be met > 82% of the time. 

POOR = 0

To receive a “Poor” rating, the performance standard shall be met ≤ 80% of the time. 

Methods of Surveillance:
1. Metrics reporting

2. Customer interviews
METRIC #5:  INFORMATION TECHNOLOGY MANAGEMENT

Statement of Work Reference:  WBS 5.0, Information Technology

Weight: 11% of the 75% of incentive fee allocated to Performance Metrics (See Section II, Performance Incentive Fee, Paragraph (B), PIF Determination)
Performance Standard (i.e. Acceptable Quality Level):
The Contractor shall disposition change requests and discrepancy reports for all systems (J-10, J-11, and J-20) per tailored process of 7120.7 for M&O.

The Contractor shall provide maintenance and operations of new and existing systems in a timely manner (meet those milestones as defined in the Preventive Maintenance Plan, Obsolescence Plan and other project plans provided to the Government) per tailored process of 7120.7 for M&O within phase E.

The Contractor shall perform configuration changes (e.g., signature files, firewall rules, proxy database, etc.) across IT security systems.

Rating Scale:

EXCELLENT = 100

To receive an “Excellent” rating, the performance standard shall be met ≥ 95% of the time. 

VERY GOOD = 90

To receive a “Very Good” rating, the performance standard shall be met > 90% of the time. 

GOOD = 80

To receive a “Good” rating, the performance standard shall be met > 85% of the time. 

SATISFACTORY = 70

To receive a “Satisfactory” rating, the performance standard shall be met > 80% of the time. 

POOR = 0

To receive a “Poor” rating, the performance standard shall be met ≤ 80% of the time. 

Methods of Surveillance:
1. Metrics reporting

2. Customer interviews

METRIC #6:  HARDWARE AND SOFTWARE MAINTENANCE

Statement of Work Reference:  WBS 5.0, Information Technology

Weight: 5% of the 75% of incentive fee allocated to Performance Metrics (See Section II, Performance Incentive Fee, Paragraph (B), PIF Determination)

Performance Standard (i.e. Acceptable Quality Level):
The contractor shall ensure that any hardware component that remains after end-of-life has a maintenance agreement or time and materials contract in place and that any software component has a valid license or support agreement.  The hardware and software listings are provided in Attachments J-5, J-10 and J-11.
Rating Scale:

EXCELLENT = 100

To receive an “Excellent” rating, the contractor shall have 0 instances in which a hardware component does not have a maintenance agreement or time and materials contract in place or a software component does not have a valid license or support agreement. 

VERY GOOD = 90

To receive a “Very Good” rating, the contractor shall have no more than 1 instance in which a hardware component does not have a maintenance agreement or time and materials contract in place or a software component does not have a valid license or support agreement. 

GOOD = 80

To receive a “Good” rating, the contractor shall have no more than 2 instances in which a hardware component does not have a maintenance agreement or time and materials contract in place or a software component does not have a valid license or support agreement.
SATISFACTORY = 70

To receive a “Satisfactory” rating, the contractor shall have no more than 3 instances in which a hardware component does not have a maintenance agreement or time and materials contract in place or a software component does not have a valid license or support agreement. 

POOR = 0

The contractor shall receive a “Poor” rating if there are 4 or more instances in which a hardware component does not have a maintenance agreement or time and materials contract in place or a software component does not have a valid license or support agreement.
Methods of Surveillance:
1. Metrics reporting

2. Customer interviews

3. Deliverables per DRD-11

METRIC #7:  SYSTEM AVAILABILITY

Statement of Work Reference:  WBS 5.0, Information Technology

Weight: 5% of the 75% of incentive fee allocated to Performance Metrics (See Section II, Performance Incentive Fee, Paragraph (B), PIF Determination)

Performance Standard (Acceptable Quality Level):
The contractor shall maintain availability as described in "Attachment J-10: System Tables" and "Attachment J-20: Server Inventory and Complexity Matrix".  Availability is defined as the percentage of time the system, server or other system listed is available for its intended use, excluding facility and network outages, IT incident investigations, and maintenance service.  A criticality field will be used to weight availability of some systems as more important than others.

Rating Scale:

The table provided below defines the criteria for the ratings to be received based on the number of availability metrics met.  

	
	Poor = 0
	Fair = 70
	Good = 80
	Very Good = 90
	Excellent = 100

	Criticality 5
	>=1
	0
	0
	0
	0

	Criticality 4
	>2
	<=2
	0
	0
	0

	Criticality 3
	>3
	<= 3
	<= 3
	0
	0

	Criticality 2
	>4
	<= 4
	<= 4
	<= 4
	0

	Criticality 1
	>5
	<= 5
	<= 5
	<= 5
	<= 5


Rating Scale Examples-- 

1. All availability measurements are met with the exception of 4 criticality 1 systems.  The score would be valued as an excellent.

2. Two criticality 3 measurements are missed as well as 3, criticality 1.  The score would be valued as good.

3. Four criticality 3 measurements are missed.  The score would then be valued as poor. 

Methods of Surveillance:
1. Metrics reporting

2. Customer interviews

METRIC #8:  MAINTENANCE OF SERVER TO ADMINISTRATOR RATIO

Statement of Work Reference:  WBS 5.0, Information Technology

Weight: 7% of the 75% of incentive fee allocated to Performance Metrics (See Section II, Performance Incentive Fee, Paragraph (B), PIF Determination)

Performance Standard (Acceptable Quality Level):
The Contractor shall maintain a server to administrator ratio as negotiated with the Government and awarded in the task orders.

Rating Scale:

EXCELLENT = 100

To receive an “Excellent” rating, the contractor shall increase productivity (i.e. complexity units per administrator) by 10% or more. 

VERY GOOD = 90

To receive a “Very Good” rating, the contractor shall increase productivity (i.e. complexity units per administrator) by 8% or more.

GOOD = 80

To receive a “Good” rating, the contractor shall increase productivity (i.e. complexity units per administrator) by 5% or more.

SATISFACTORY = 70

To receive a “Satisfactory” rating, the contractor shall increase productivity (i.e. complexity units per administrator) by 3% or less.  

POOR = 0

To receive a “Poor” rating, the contractor shall does not increase productivity (i.e. complexity units per administrator).

Methods of Surveillance:
1. Metrics reporting

METRIC #9:  MULTIMEDIA OPERATIONS AND SERVICES

Statement of Work Reference:  WBS 6.0, Multimedia Operations and Services

Weight: 10% of the 75% of incentive fee allocated to Performance Metrics (See Section II, Performance Incentive Fee, Paragraph (B), PIF Determination)

Performance Standard (Acceptable Quality Level):
The contractor shall complete major events and requests per customer required deadline and requirements as described in the SOW, task orders, project plans and other work authorization documents. The contractor shall meet spaceflight operations timelines and requirements as described in the SOW, task orders, project plans and other work authorization documents. (“Major” events or requests are defined as those that if missed negatively impact NASA's/JSC's mission - e.g. testing event, EVA downlink.)

Rating Scale:

EXCELLENT = 100

To receive an “Excellent” rating, the contractor shall have no more than one instance of failure to meet defined requirements or deadlines. 

VERY GOOD = 90

To receive a “Very Good” rating, the contractor shall have no more than two instances of failure to meet defined requirements or deadlines.
GOOD = 80

To receive a “Good” rating, the contractor shall have no more than three instances of failure to meet defined requirements or deadlines.
SATISFACTORY = 70

To receive a “Satisfactory” rating, the contractor shall have no more than four instances of failure to meet defined requirements or deadlines.
POOR = 0

To receive a “Poor” rating, the contractor shall have no more than five instances of failure to meet defined requirements or deadlines.
Methods of Surveillance:
1. Metrics reporting

2. Customer interviews

Attachment E 
Fee Distribution

	Contract Year
	Performance Period
	Period of Performance
	Available Performance Metric Fee
	Earned Performance Metric Fee
	Available Service Quality Fee
	Earned Service Quality Fee
	Total PIF Available
	Total PIF Earned

	Contract Year 1
	1
	7/1/10- 6/30/11
	
	
	
	
	
	

	Contract Year 2
	2
	7/1/11- 6/30/12
	
	
	
	
	
	

	Contract Year 3
	3
	7/1/12- 6/30/13
	
	
	
	
	
	

	Contract Year 4
	4
	7/1/13- 6/30/14
	
	
	
	
	
	

	Contract Year 5
	5
	7/1/14- 6/30/15
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