NNM09270570R

ATTACHMENT j- 4
Performance Requirements SUMMARY (PRS)
Applicable to each 6-month performance evaluation period

	Contract Requirement
	Standards of Performance
	Acceptable Quality Level

(METRICS)
	Surveillance Method &

Frequency
	Weight

	OVERARCHING QUALITY MEASUREMENT (40% of Fixed Performance Fee)

	QUALITY
(See Attachment J-5, section 2.1)
	1. Competence and availability of contractor personnel; responsiveness, cost control, quality and timeliness of deliverables; integration, collaboration and proactive communications; recognition of and improvement in critical problem areas.  
	1. Average score of 3.0 to 5.0 on the OCIO Monitor Survey.  
	Quarterly Monitor Surveys
Average Score     % of Fee paid
  > 4.75

100%

4.51 – 4.74
              90%
4.0 – 4.50

  80%
3.75 – 3.99

  65%
3.51 – 3.74

  55%
3.0 – 3.50

  45%
0 – 2.99

    0%


	       100% 
Total=100%

	PROGRAM MANAGEMENT (35% of Fixed Performance Fee)

	WBS 2.0 

Program Management
(See Attachment J-5, section 2.2)

	1. Policy, Procedures, and Process Conformance 

2. System Management

3. Timeliness / Schedule

4. Property Management

5. Quality (ISO)

6. IT Security


	1. NASA, Marshall, and OCIO policies, procedures, and processes shall be adhered to 100% of the time.

2. All databases and systems under contractor control are current, accurate, and available 98% of the time.
3. No milestones missed for submissions of reports, plans, or other deliverables.
4. Maintain 99.95% accuracy rate.
5. <1 non-conformances per audit cycle.
6. 100% of eligible employees complete annual IT Security training, and no IT related breaches.

	Note:  The following methods apply to all Standards of Performance in WBS 2.0.

Management Plan (DRD 1292MA-001) and Quarterly and Monthly Self-Assessment Report (DRD 1292MA-011)

	16%
17%

17%

17%

16%

 17%

Total=100%

	MISSION PERFORMANCE METRICS (25% of Fixed Performance Fee)

	WBS 3.0
IT Security
(See Attachment J-5, section 2.3.1)
	1. Incident Management
2. Service Restoration
3. Compliance

	1. No late deliverables.
2. Within 24 hours of security Incident.
3. Compliant with MSFC and Agency direction 100% of the time.


	Note:  The following methods apply to all Standards of Performance in WBS 3.0.

Management Plan (DRD 1292MA-001) and Quarterly and Monthly Self-Assessment Report (DRD 1292MA-011)

	5%

5% 

6%
Total = 16%

	WBS 4.0
IT Planning, Policy, Architecture & Integration
(See Attachment J-5, section 2.3.2)
	1. Accuracy

2. Timeliness

3. Integrated/Informed Products

4. Customer Support Center call response timeliness
5. Customer Support Center closeout accuracy


	1. 95% error free.

2. No late deliverables.

3. All products integrated/informed.

4. Contractor shall provide customer support <=5 minutes of initial call  
5. Contractor shall ensure that all calls responded to or referred to other entities are closed prior to issuing trouble ticket closeout notification.  
	Note:  The following methods apply to all Standards of Performance in WBS 4.0.

Management Plan (DRD 1292MA-001) and Quarterly and Monthly Self-Assessment Report (DRD 1292MA-011)
Customer Surveys
Trouble Ticket Reports
Internal/External Audits
	3%
2%
2%
5%
4%

Total = 16%

	WBS 5.0 Tele-communications Services

(See Attachment J-5, section 2.3.3)
	1. System Availability

2. Move, Add, Changes (MAC)

3. Mean Time to Repair for Radios

4. Return to Service for Telephones

	1. All WBS 5.0 systems shall maintain an uninterrupted uptime of no less than 99.95%. (This excludes maintenance windows, outages beyond the contractor’s control, e.g. force majeure, acts of terrorism, etc.)
2. <= 2 hours from approved Government schedule 
3. <= 2 business days from report of failure
4. <= 2 hours after trouble ticket initiation

	a) Monthly Review of DRD’s 1292MA-005 Financial Management Report and DRD 1291MA-006 Reports

b) Meetings documenting contractor actions   (As Needed)
c) Program Management Reviews (As Needed)
d) Periodic Walkthroughs to ensure proper practices are being adhered to (as needed).

e) Review of Contractor Performance against Kt Requirements (monthly)


	10%
2%

2%

3%
Total =17%

	WBS 6.0

Applications and Web Services

(See Attachment J-5, section 2.3.4)
	1. Trouble Ticket Response/Resolution
2. Schedule Adherence Timeliness
3. Repository Services Availability
	1. The contractor shall provide trouble ticket response/resolution by application category as specified in Section J-5 paragraph 2.3.4.1.
2. The contractor shall meet all WBS 6.0 required product and service deadlines (as established by the COTR or designee).
3. The contractor shall ensure that uninterrupted service availability (with the exception of planned maintenance windows and outages beyond contractor control, e.g. force majeure, acts of terrorism, etc.) for the period of 0700-01630 on normal duty days.  Services to be monitored include:

     - EDMS

     - Directives Master List

     - Forms Master List

     - Technical Reports   (MTRS)

	a) Periodic Review of On-line Systems (As Needed) 
b) Monthly Review of DRD’s  (see distribution list) per ISO process against SOW and DRD requirements 1292MA-005 Financial Management Report 1291MA-006 Reports
c) Documented contractor actions   ( As Needed)
d) Review of Contractor Performance against Kt Requirements (Monthly)
e) Project Plans and schedules
f) Availability Report (Monthly)
g) Trouble Ticket Report (Monthly)
Federal laws, Government and NASA policies regarding website   development (As Needed). 
h)    Customer Surveys
	7%
7%

3%

Total = 17%

	WBS 7.0 

Computing Services

(See Attachment J-5, section 2.3.5)
	1. System Availability

2. Return-to-Service
3. Maintenance Requests


	1. All WBS 7.0 systems shall maintain an uninterrupted uptime of no less than 99.8%. (This excludes maintenance windows, non business hours and outages beyond the contractor’s control, e.g. force majeure, acts of terrorism, etc.)

2. The contractor shall provide return-to-service for all WBS 7.0 systems within four (4) business hours of trouble ticket initiation (with the exception of data corruption, hardware constraints and systems without hardware maintenance agreement)
3. The contractor shall complete maintenance service requests within four (4) business hours of trouble ticket initiation.
	a) Remedy (as needed)
b) Reviews of DRD 1292RM-001, DRD 1292MA-001, and DRD 1292MA-008 (as needed)
	6%

6%

5%
Total=17%

	WBS 8.0

Audio Visual Information Services

(See Attachment J-5, section 2.3.6)
	1. Schedule Adherence / Timeliness

2. Streaming Services Availability
	1. The contractor shall meet agreed upon delivery of products and services as specified in J-5, Section 2.3.6.1

2. The contractor shall ensure that streaming servers, live streams and Desktop TV application are available at least 99.9 % during business hours and 95 % overall
	a. Periodic Review of On-line Systems (As Needed)
b. Monthly Review of DRD’s 1292MA-005 Financial Management Report and DRD 1291MA-006 Reports
c. Meetings documenting contractor actions   ( As Needed)
d. Review of Contractor Performance against Kt Requirements (Monthly)
e. Project Plans and schedules ( As needed)
f. Customer Surveys (Quarterly)


	14%
3%

Total = 17%
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