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Attachment J-22
Performance Standards
WBS 3.0 Performance Standards

· The Contractor shall adhere to NASA and JSC policies applicable to performing work under this contract.

· No reportable OSHA Violations.
· The contractor's OSHA recordable rate, lost workday case rate and severity rate, as defined in Safety and Health Plan, must be below the North American Industrial Classification System (NAICS) average.

· All activities, products, and services shall be developed and performed in a manner consistent with the Center’s environmental management system elements. 

· No discrepancies greater than +/- $10,000.00 in the reported financial data (DRD-05).
· The Contractor shall provide a Preventive Maintenance Plan and Obsolescence Plan (DRD-11, Preventive Maintenance and Operational Readiness Documentation).

· The Contractor shall provide an Information Technology (IT) Security Management Program Plan per DRD-32.

· The Contractor shall provide CPIC documentation and Section 508 documentation per DRD-03.


· The Contractor shall provide DRD's and Technical Reports on time.


· 100% of employees possess current required technical skills, qualifications, certifications, and training.


· Project estimate timeliness - Rough Order of Magnitude estimates (ROMs) shall be completed within 2 working days of receipt.


· Project estimate timeliness - The contractor shall have 15 calendar days from receipt of request to complete a task plan (detailed proposal).


· Project estimate accuracy - Project plans shall be completed according to NPR 7120.7 (e.g., WBS 5.0 and 6.0).


· Accurate and timely project documentation provided for each engineering and installation project as required by NPR 7120.7.


· The Contractor shall comply with Government-specified requirements for property management.


WBS 3.1 Safety and Health Performance Standards
· 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.

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. 

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. 

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.
WBS 4.0 Performance Standards

· 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.


· Voice mail response time within 2 business hours.


· Email response time within 4 business hours of receipt of the email.


· Service Request (SR) metrics:
· Make initial contact same day, provided ODIN met delivery of ODIN review of SR approved spreadsheet at or before 3 p.m.

· If no response from Customer, a second attempt to contact will be made within 2 business days.

· If the second attempt does not have a resolution, a third and final attempt shall be made no later than 2 business days after the second attempt. CSA shall be contacted and made aware of the situation.

· Document time to respond to SR requests.
· The Contractor shall answer calls in less than 30 seconds. 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.

If allowed by the JSC phone system, the Contractor shall report call volume and abandoned calls.

· Instructor Evaluation should meet or exceed the following attributes:

· -presentation skills

· -knowledge of the subject

· -projection of organizational values

· -adherence to instructional guidelines

· -quality of training materials


· -lesson met stated objectives


WBS 5.0 Performance Standards

· The Contractor shall provide information technology management for projects according to schedule.


· 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).

· 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.

· The Contractor shall implement change requests for all systems as directed by the TMR.


· No instance of a missed preventive maintenance activity.


· 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.
· The Contractor shall maintain a valid license or support agreement for all software components.

· The Contractor shall maintain a server to administrator ratio as negotiated with the Government and awarded in the task orders.

· The contractor shall maintain availability of the systems, software, hardware and other components listed in Attachment J-10 – Systems Table and Attachment J-20 - Server Inventory and Complexity Matrix.  A criticality value is provided for the items in the attachments.  The table provided below defines the criteria for the ratings to be received based on the number of availability metrics met.  . 
Examples:

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

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

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

	
	Poor
	Fair
	Good
	Very Good
	Excellent

	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


WBS 5.2 Performance Standards

· The Contractor shall provide 100% meeting coverage.


· The Contractor shall post meeting agendas at least 2 working days prior to scheduled meeting 100% of the time.  

· The Contractor shall post meeting actions within two working days after meeting 100% of the time.  

· The Contractor shall make meeting minutes available within 2 working days after the meeting for NASA approval 100% of the time.  

· The Contractor shall posting of meeting minutes within two working days after obtaining NASA approval 100% of the time.  

· The Contractor shall create LIFT (or equivalent system) accounts within 24 hours (excluding weekend hours) of receiving request 100% of the time.  


· The Contractor shall meet customer requirements for meeting minutes for quality 100% of the time.  A template of the minutes will be provided by the customer prior to or at the beginning of the evaluation period.


· The Contractor shall meet 100% on-time delivery of products per the due dates specified in referenced CPIC documentation.


· The Contractor shall meet 100% of CPIC products delivered by the Contractor meet the requirements as specified in NASA documentation.



WBS 5.3 Performance Standards

· The Contractor shall complete 100% of EA products on-time per customer-required deadlines.


· The Contractor shall satisfy NPR 2830.1, NASA Enterprise Architecture Procedures, in regard to customer functional, technical and performance requirements for all EA products.


· The Contractor shall demonstrate a technical understanding of all EA artifacts under their assessment.

WBS 5.4 Performance Standards

· The Contractor shall maintain 100% availability for hardware and software maintained in this area.  Availability: Use the definition found in JSC 29638 – Server Operations Management Plan (SOMP).


WBS 5.6 Performance Standards

· The Contractor shall complete 100% IT Security requests per required customer deadlines.


· The Contractor shall have zero negative feedback received from customers of IT Security products provided by the Contractor.



WBS 6.0 Performance Standards

· 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.)

· The Contractor shall complete major events and requests per customer required deadline 100% of the time.


· The Contractor shall meet spaceflight operations timelines 100% of the time.


· The Contractor shall not negatively impact NASA's/JSC's mission through major events or requests - e.g. testing event, EVA downlink.

· The Contractor shall complete minor events and requests per customer required deadline 100% of the time.


· The Contractor shall meet spaceflight operations timelines 100% of the time.


· The Contractor shall meet 100% of the functional, technical and performance requirements of WBS 6.0 100% of the time including:


· No defects.


· Compliant with NASA, Federal, SMPTE, EIA, ITU, ISO Standards and ICC Color Management standard/industry best practices and no defects in the deliverables.

· Compliant with ICC Color Management standard/industry best practices and no defects in the deliverables.


· Items needed for meetings or provided via the loan pool are delivered or are available for pickup by the customer as scheduled 100% of the time.


· The Contractor shall make audiovisual and loan pool equipment inventory available and 100% functional when required.


WBS 7.0 Performance Standards

· The contractor shall meet 100% of schedules and customer required deadlines in WBS 7.0.


· The contractor shall meet 100% of requirements within the Information Management WBS Area.


· The Contractor shall operate the libraries, repositories and service desks for WBS 7.0 as defined in the task order.


WBS 8.1 Performance Standards
· The Contractor shall meet quality and timeliness standards as defined by the Government prior to work being measured for all products and services.

· The Contractor shall provide 100% error-free live television (video and audio) program control.  

· The Contractor shall provide 100% technically accurate mission commentary. 

· The Contractor shall provide 100% error-free television documentation (mission television schedules). 

· The Contractor shall meet all deadlines as assigned by the TMR. 

· The Contractor shall format all products and broadcasts and distribute through all other media formats designated by the TMR; for example, reformatting standard video products for use on the Internet/Web and social media sites such as YouTube or for use as part of exhibits. 

· The Contractor shall provide 508 compliant in all formats for applicable products. 

· The Contractor shall maintain all television and support equipment in operational status at 99.5% reliability rate.
WBS 8.2.1 – 8.2.4 Performance Standards

· The Contractor shall deliver 100% of products and services as mutually agreed-upon in project plans. 
· The Contractor shall provide products and services without error or defect.

