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1.0  INTRODUCTION  
 

1.1  OVERVIEW  
This Performance Work Statement (PWS) describes the performance objectives for operating 
functions that are consolidated and performed at the National Aeronautics and Space 
Administration (NASA) Shared Services Center (NSSC) located at the Stennis Space Center 
(SSC), MS. For purposes of this document, the term “Service Provider (SP)” refers to the 
company selected to perform the work in accordance with the PWS and associated contract 
attachments. The SP shall exercise management and operational control over and retain full 
responsibility for the performance requirements set forth in this PWS.  

The services required under this contract support a broad range of functional activities for 
Financial Management (FM), Human Resources (HR), Procurement (PR), Information 
Technology (IT), Agency Business Services (ABS) and, potentially, business and technical 
services to other government agencies. Additional business or technical support activities may be 
migrated to the NSSC, as deemed appropriate by NASA. The requirements and work 
descriptions included in this PWS have been organized by functional activity. This grouping is 
not intended to dictate the SP’s organizational structure. It is the SP’s responsibility to create the 
most effective and efficient organization to meet all of the requirements of this PWS.  

1.2  BACKGROUND  
NASA, also referred to as the “Agency,” consolidated select business and technical services that 
were previously performed across the Agency into a single Shared Services Center to increase 
operational efficiency, reduce costs and improve overall customer service. The consolidation 
began in May 2005, with the award of the current NSSC SP contract that was the result of an 
Office of Management and Budget (OMB) Circular A-76 (Performance of Commercial 
Activities) competition.     

1.3  NASA ORGANIZATION DESCRIPTION  
NASA conducts a wide range of Research and Development (R&D) activities that benefit 
humankind. Four Mission areas focus Agency efforts and promote successful accomplishment of 
the NASA mission: Science, Human Exploration and Operations, Space Technology, and 
Aeronautics. These Mission areas are the Agency’s main business lines. They set program 
direction and oversee work across the Agency for their specific business area. 

NASA is a highly collaborative and geographically dispersed Agency with approximately 18,000 
civil service employees and 40,000 contractors. Its components include a Headquarters (HQ) in 
Washington, D.C., nine field Centers, the Jet Propulsion Laboratory (JPL), as well as satellite 
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facilities that support these Centers such as White Sands Test Facility and Wallops Flight Facility 
(see www.nasa.gov/about/sites/index.html for complete listing). Private industry, academia, other 
Federal and state organizations, and international partners assist NASA in the accomplishment of 
operational and programmatic requirements.   

1.4  NSSC OVERVIEW 

1.4.1  Mission Statement 
The NSSC mission is: 

“To provide timely, accurate, high-quality, cost-effective and customer-focused 
services to NASA.”   

Through the consolidation of services at the NSSC, NASA has achieved synergy within and 
across functions that have reduced resource requirements for institutional support areas and 
positioned the Agency for further business process improvements and innovations.   

1.4.2  Strategic Objectives 
The Strategic Objectives of the NSSC are: 
 

• Expand and enhance customer satisfaction and communications; 
• Improve customer communications through new/enhanced interfaces to NSSC 

information/services;  
• Maintain an environment of fiscal accountability; 
• Deliver continuous improvement; 
• Meet/exceed targets for performance; 
• Develop new business opportunities; and 
• Attract, develop and retain a high-quality, diverse workforce. 

1.4.3  Organization 
The NSSC consists of approximately 138 civil servants responsible for the inherently 
governmental activities not included in this PWS and the overall management of the NSSC. The 
supporting elements in the NSSC organization include: the SP, Agency Consolidated End-user 
Services (ACES) contractor, NASA Integrated Communications Services (NICS) contractor, 
Agency Contract Closeout contractor, and various contractors providing NSSC administrative 
services such as security, facility planning, and mail services. The NSSC organization also 
includes an element of Enterprise Service Desk (ESD) personnel located at the Marshall Space 
Flight Center (MSFC). The NASA Enterprise Applications Competency Center (NEACC) at 
MSFC houses and maintains many of the Agency’s primary business systems necessary for the 
NSSC to perform its service delivery functions. 

1.4.4  PWS Overview 
This document outlines both cross-cutting and function-specific SP requirements. Section 2.0 
“Shared Services Administration” discusses those requirements that provide support to all 
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functions. Section 3.0 “Performance Requirements and Objectives” defines the requirements 
specific to the functional areas: FM, HR, PR, IT, Cross-cutting Services, Federal/Agency IT 
initiatives, New Business and Special Projects, IT Support Services and ABS. 

The PWS numbering structure is designed to mirror the historical accounting Work Breakdown 
Structure (WBS) that the NSSC has used to capture costs associated with individual services or 
activities. Sections identified as “RESERVED” are place holders to maintain consistent 
numbering; they are not representative of new or undefined work.   

All services performed under the PWS shall adhere to the NSSC’s Service Recovery and 
Responsiveness Plans (Attachment J-22 References).    

2.0  SHARED SERVICES ADMINISTRATION  
As required, the SP shall perform NSSC shared services administration functions including, but 
not limited to: resource management, scheduling, subcontract management, quality control, 
business management, risk management, facilities support, safety and occupational health 
management, records management, security support, workload data and metrics reporting, 
business continuity planning and execution, logistics support (property, shipping, receiving, mail 
distribution), and support to stakeholder/employee communications, business operations and new 
business development. The SP shall ensure that its subcontractors perform these same shared 
services administration functions, as applicable to their specific responsibilities. The SP shall 
establish a management approach that embodies sound financial management concepts and 
controls, stewardship, flexibility, strong customer-focus, and best business practices. The SP 
shall perform the activities/functions outlined in this PWS in accordance with all applicable 
Federal, state, and local requirements. 

In support of the NSSC mission, the SP shall develop and maintain a leadership culture 
characterized by process-centered, productivity-based and customer-focused values that are 
understood, acted upon, and routinely measured at all levels of the organization. Key elements of 
strategic alignment are: 

• NSSC mission and strategic objectives; 
• Business values that align with and support the mission and strategic objectives; 
• Measurement methods to baseline and periodically measure strategic objective alignment; 

and 
• A well-developed system that mobilizes leaders at every level to foster the mission and the 

strategic objectives. 

2.1  SERVICE PROVIDER EMPLOYEE REQUIREMENTS  

2.1.1  SP Personnel Training 
NASA will periodically provide mandatory training for all NSSC employees in areas such as 
safety, security, occupational health, and fire prevention. When mandatory training sessions are 
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held, the SP shall ensure that its employees attend and maintain attendance records for both SP 
and Civil Servant (CS) attendees.   

Training will include, but may not be limited to: 

• Security orientation training that covers internal security requirements and procedures 
outlined in NASA Procedural Requirements (NPR) 1600.1 “NASA Security Program 
Procedural Requirements,” NPR 1600.2 “NASA Classified National Security Information 
(CNSI)”, and NPR 1600.3 “Personnel Security”, as amended; 

• Safety orientation training that covers occupational health and safety requirements 
outlined in NPR 8715.3 “NASA General Safety Program Requirements,” as amended; 

• IT Security Training, in accordance with NPR 2810.1, as amended; 
• NSSC Business Continuity Plan, NSPLN-1040-0001, which includes: 

o Fire Emergencies, 
o Emergency Evacuation, 
o Severe Weather, 
o Bomb Threat, 
o Work Place Violence, and 

• NASA Emergency Notification and Accountability System. 

NASA may provide other on-site training that the SP may be invited to participate in on a space 
available basis; however, the SP is responsible for ensuring all its employees are fully trained 
and qualified for the positions they fill without any reliance on Government provided functional 
training. System training modules, courses in the LMS and other existing training materials will 
be available for SP use. The SP shall provide support for all SP and CS personnel participating in 
NASA sponsored training courses. Training support shall include the management of the NSSC 
Learning Domain in the Agency’s Learning Management System (LMS), logistical support to 
facilitate training sessions and management of the training documentation files and training 
classrooms. All SP training shall be recorded in the Agency’s LMS or other agreed to electronic 
repository and shall be accessible by the Government (DRD 2.1-1). 

2.1.2  SP Employee Data 
The SP shall maintain an on-line employee roster, accessible to the Contracting Officer’s 
Representative (COR) and other designees, of individuals who perform work under this PWS 
(DRD 2.1-2). The roster shall be updated for each change within five (5) business days of its 
occurrence. The SP shall include the following information in the roster:  

• Employee Name;  
• Labor Category/Job Title;  
• Phone/Cell Number;  
• Facsimile Number;  
• Site Location/Address;  
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• Room Number;  
• Email address; and 
• Emergency Point of Contact. 

2.1.3  SP Personnel Access 
NASA reserves the right to control and deny access to its facilities, property, and data, including 
those that are identified in this PWS. Access privileges are tailored to individual NSSC personnel 
responsibilities. NASA will have the final authority in determining access privileges. NASA’s 
exercise of its right to grant and revoke access for particular individual(s) to its facilities, 
property, or information will not constitute a breach or change to the contract, regardless of 
whether said individual(s) is/are employed by the SP, and regardless of whether said 
individual(s) is/are precluded from performing work under the PWS. 

2.1.4  Designation of Position Risk Level 
Prior to employment, all NSSC SP staff shall have an appropriate background investigation 
(security screening) and receive a favorable access determination from the designated servicing 
NASA Center Security Office. The SP shall comply fully with NASA Federal Acquisition 
Regulations (FAR) Supplement (NFS) 1852.204 and NPR 1600.3 “Personnel Security”, as 
amended. At a minimum, the SP shall: 

• Designate each SP position established within the NSSC as High, Medium, or Low Risk 
per the NASA FAR Supplement and NPR 1600.3 “Personnel Security”, as amended 
(DRD 2.1-3);  

• Conduct appropriate background investigations based on the individual’s position risk 
level as outlined in NPR 1600.3 “Personnel Security”, as amended; and 

• Forward the results of completed background investigations to the designated servicing 
NASA Center Security Office for final access determination. 

2.1.5  Equal Employment Opportunity  
The Service Provider shall comply with all Equal Employment Opportunity (EEO) laws and 
regulations and integrate the principles of Diversity and Inclusion into the SP way of doing 
business. The SP shall create and maintain an environment in which each individual is valued, 
respected and enabled to reach his/her highest potential. The SP shall ensure all employees are 
provided opportunities to contribute towards fulfilling the NSSC mission. The SP shall submit 
EEO and Diversity and Inclusion information in accordance with DRD 2.1-4.     

2.2  RECORDS, DOCUMENTS AND FORMS MANAGEMENT  
The SP shall provide comprehensive management of the records, documents and forms programs 
in accordance with Federal requirements, NASA policy and NSSC policy. The SP shall develop 
a plan for documentation development, organization and management (DRD 2.2-1), and operate 
the records, documents and forms management programs. The plan shall address and assure 
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timely and accurate organization, identification, marking, management, preservation and 
disposition of NASA documentation, records and forms regardless of format. To support these 
requirements the SP will: 

• Maintain a complete Master Records Index for all NSSC records; 
• Maintain an index of NSSC forms;  
• Provide detailed organization, numbering, and structure of documents within the NSSC 

Electronic Library to ensure simplicity of document search and retrieval and meet records 
retention requirements; 

• Ensure that electronic systems meet records retention requirements with required 
metadata to identify records; 

• Conduct internal reviews and audits of records and provide detailed reports (DRD 2.2-1) 
with corrective action plans to the Center Records Manager; and 

• Process records for transfer to Government records storage facilities and for disposal. 
 

The SP shall provide operational management and support of the NSSC Forms Program 
including: 

• Management of the forms warehouse, a component of the official NSSC Electronic 
Library; 

• Design, development and maintenance of NSSC electronic forms; 
• Support for NSSC compliance with NASA forms control, approval, and reporting 

requirements; 
• Ensuring access to electronic forms for NSSC personnel; and 
• Providing level-2 help desk support for NSSC electronic forms. 

2.3  REPORTING/INFORMATION REQUESTS  
The SP shall respond to all data calls and requests for reports and information, including 
scheduled and ad hoc requests, from the COR or NSSC Contracting Officer (CO). Requested 
reports may contain Sensitive But Unclassified (SBU) or Controlled Unclassified Information 
(CUI) as defined in NID 1600.55, Sensitive But Unclassified Information, NID 1600.54, 
Safeguarding Sensitive But Unclassified Information and NRW 1400-48, Requirement Waiver 
Request for NID 1600.54 and NID 1600.55, as amended. 

The SP shall notify the COR of requests received from other sources prior to responding to those 
requests. The SP shall provide support to the NSSC CO and the NSSC Freedom of Information 
Act (FOIA) Officer by gathering documents for FOIA requests. The SP shall refer any FOIA 
inquiries that it receives to the NSSC CO and the NSSC FOIA Officer. 
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2.4  NSSC SITE VISITS/INSPECTIONS  
The SP shall support all NSSC site visits and inspections when notified by the COR. The SP 
shall cooperate with visiting Government and contractor personnel conducting official inspection 
visits, audits and surveys. The SP shall notify the COR of planned visits, investigations, or 
corrective actions required by Federal, state, and local agencies. The SP shall notify the COR of 
the unannounced arrival of representatives from any external Federal, state, or local government 
agency or organization. 

2.5  WORKLOAD DATA REPORT/PERFORMANCE METRICS  
The SP shall provide and maintain a controlled-access, on-line, automated management and 
work information system(s). This management information system shall reflect the workload 
expended by the SP to accomplish the requirements of the contract and this PWS. All 
performance management and reporting shall be in accordance with Government-approved 
business rules and an electronic library of approved business rules shall be maintained and 
updated as required. The SP shall prepare and submit a Performance Measurement Plan (DRD 
2.5-1). The workload data is contained in Attachment J-21, Workload Data and the performance 
business rules are set forth in Attachment J-26, Performance Management Business Rules. The 
SP shall track all workload data contained in Attachment J-21, Workload Data and the data shall 
be available through the automated management and work information system (DRD 2.5-2). The 
NSSC currently uses an internally developed data warehouse (Oracle Discoverer), NSSC 
Business Intelligence Datamart (NBID). 

Access to this system will be defined by the COR. The SP shall provide authorized users with 
electronic access to this system. Access includes the ability to read and download data, and 
construct and execute ad hoc queries and custom reports with current and historical data. Data 
shall be compatible with the NASA-STD-2804, “Minimum Interoperability Software Suite” 
Microsoft software products. Data shall be current, accurate, and complete. Emphasis should be 
placed on the use of dashboards and other automated means of accessing, analyzing and 
displaying data. 

Attachment J-3, Performance Requirements Summary is a listing of minimum service level 
indicators (SLIs) and performance measures that the Government intends to use to verify and 
evaluate SP performance. The SP shall develop, maintain, analyze, and report performance 
metrics for work described in this PWS, particularly, performance requirements addressed in the 
PRS. The SP shall report these metrics as part of management reviews. The SP shall provide 
objective and measurable metrics tracking and reporting. Based on its analyses and the 
Government’s analyses of metric performance, the SP shall report existing or potential problem 
areas with recommended solutions. The SP shall prepare and submit a Performance and 
Utilization Report in support of Service Level Agreement (SLA) reporting requirements 
documented in the annually approved SLA (DRD 2.5-3). All performance metrics should be 
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available through dashboards and other automated means of accessing, analyzing and displaying 
data. 

The SP shall conduct Weekly Status Reviews (WSR) for the Government that cover performance 
in key operational areas. Examples of information to be briefed include, but are not limited to: 
Accounts Payable, Travel, SES Cases, Training Purchases, Grants and SBIRs, IT tickets and 
change requests, Customer Contact Center and Enterprise Service Desk. More frequent, service 
specific operational briefings may be required when new services transition to the NSSC.  

The NSSC desires to be a leader in Information Delivery (sometimes referred to as “Master 
Data”). By collecting, storing and presenting data on all activities in an electronic, easily 
accessible and sortable data repository, NSSC customers and stakeholders can obtain real time 
information to use for a variety of management decisions and the NSSC will become more 
proficient at predictive analysis and problem prevention. 

2.6  INNOVATION AND CONTINUOUS PROCESS IMPROVEMENTS  
The SP shall continuously assess and benchmark internal processes to look for ways to improve 
services. The SP shall continuously improve business processes and increase productivity to 
optimize the quality and efficiency of services provided to the NSSC, its customers and 
stakeholders. In an effort to gauge NSSC performance management strategies, continuous 
improvement strategies, and overall adaptation of shared services leading practices, the SP shall 
provide periodic reviews of the NSSC (DRD 2.6-1). Continuous improvement projects shall be 
initiated by the SP to increase productivity, reduce costs or increase quality with a cost benefit 
analysis to support the improvement. NSSC CS staff will also initiate improvement projects that 
will require SP support.    

The SP shall provide project management support in developing and maintaining NSSC strategic 
plans, integrated project schedules, consolidated emergency preparedness plans, and 
consolidated Business Continuity Plans (BCPs), as required. 

2.7  SECURITY  
NASA will appoint a CS as the NSSC Security Coordinator who will be responsible for 
interfacing with NSSC management, coordinating all NSSC security requirements associated 
with facility protection and personnel access with the servicing NASA Center Office of Security 
and Program Protection (OSPP), and interfacing with the NSSC SP Security Point Of Contact 
(POC) on matters affecting NSSC SP personnel and operations. The servicing NASA Center 
OSPP will provide all required facility protection and personnel access support. The NSSC 
security program shall be in compliance with NPR 1600.1 “NASA Security Program Procedural 
Requirements,” NPR 1600.2, “NASA Classified National Security Information (CNSI)”, NPR 
1600.3, “Personnel Security”, and NPR 3730.1, “NASA Suitability Program”, as amended. 
Determinations as to the effectiveness of the NSSC security program will be conducted by the 
NASA OSPP and/or the designated servicing NASA Center OSPP.   
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The SP shall identify a single POC to serve as the interface with the NSSC Security Coordinator. 
The SP shall provide this information to the COR within ten (10) calendar days of award of 
contract. In the event that the POC must be changed, the SP shall notify the COR of the proposed 
change no later than fifteen (15) days prior to proceeding with the change. 

The SP security POC will provide all SP onboarding documentation for new SP personnel as 
required by NPR 1600.1 and the Center’s OSPP. 

The SP shall submit a comprehensive IT Security Management Plan, to include key control, 
media access and protection (DRD 2.7-1). 

2.7.1  Physical Security 
Physical security requirements necessary to ensure appropriate protection for NSSC personnel, 
facilities, and information will be established and managed by the NSSC Security Coordinator in 
accordance with NPR 1620.3, “Physical Security Requirements for NASA Facilities and 
Property,” and NPR 2810.1, “Security of Information Technology”, as amended.    

2.7.2  Personnel Security Clearances 
In coordination with the NSSC Security Coordinator, SP personnel whose duties require access 
to Classified National Security Information (CNSI) shall submit requests for security clearances 
in accordance with the procedural requirements established in Chapter 6, NPR 1600.1 “NASA 
Security Program Procedural Requirements,” and NPR 1600.2, “NASA Classified National 
Security Information (CNSI)” as amended. The NASA OSPP has final authority when 
determining an individual’s access to CNSI. 

2.7.3  Key Control, Media Access and Protection  
The SP shall identify a single employee to serve as Key Control POC. The SP shall provide this 
information to the COR within ten (10) calendar days of award of contract. In the event that the 
POC must change, the SP shall notify the COR of the proposed change no later than fifteen (15) 
days prior to proceeding with the change. The SP Key Control POC shall be responsible for 
managing, controlling and issuing keys to NSSC personnel. This includes interfacing with the 
SSC locksmith personnel for re-keying or physical core replacement if required.  

The SP shall establish and maintain procedures in accordance with NPR 1620.3 “Physical 
Security Requirements for NASA Facilities and Property,” as amended, to ensure that any NSSC 
access media, such as keys, badges, RSA tokens and pass codes issued to SP employees are not 
lost, misplaced, or used by unauthorized persons. SP procedures shall include the requirement to 
maintain current, accurate, comprehensive records that include the following data:    

• The names of individuals to whom access media are assigned; and 
• Access media control numbers. 
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SP access control records shall be electronically accessible to the COR. The SP shall not 
duplicate NASA-issued access media without written authorization from the NSSC Security 
Coordinator. Use of NASA-issued access media is restricted to the SP employees to whom they 
are issued. The SP shall not permit entrance to controlled or locked areas by any person other 
than SP personnel engaged in the performance of NSSC work.  

The SP shall report any occurrence of lost media or unauthorized access to the NSSC Security 
Coordinator immediately upon discovery of the loss or unauthorized access. Additionally, for 
each lost access media occurrence, the SP shall forward a written report to the NSSC Security 
Coordinator by close of business (COB) the next business day, unless directed to do otherwise by 
the COR. Lost access media reports shall contain the access media control number, location(s) 
accessed by the person who lost the access media, date the access media was discovered missing, 
name of person who signed for the access media, immediate risks and mitigation, and any other 
relevant details (DRD 2.7-2). 

The SP shall establish and maintain procedures to ensure that NSSC storage media, issued to or 
utilized by SP employees is secured per NPR 2810.1 “Security of Information Technology”, as 
amended. The Government will provide information to the SP regarding items issued to NSSC 
employees under other contracts.  

2.7.4  On-Boarding, Departures and Inter-Office Transfers 
The SP shall develop processes and associated instructions for checking in with NSSC IT 
Security and the IT Asset Manager for all on-boarding, departures, and inter-office transfers. All 
NASA Access Management System (NAMS) access rights shall be removed for departing SP 
personnel. Applicable NAMS access and approval controls (NAMS workflow 
roles/provisioning) will be modified as needed for inter-office transfers. 

2.8  SAFETY AND OCCUPATIONAL HEALTH  
The SP shall identify a single employee to serve as the SP Safety POC. The SP shall provide this 
information to the COR within ten (10) calendar days of award of contract. In the event that the 
POC must change, the SP shall notify the COR of the proposed change no later than fifteen (15) 
days prior to proceeding with the change. 

NASA will appoint a CS as the NSSC Safety Coordinator who will be responsible for interfacing 
with the designated SP Safety POC regarding safety and occupational health issues that may 
affect SP personnel and operations. The SP shall conduct all work in a safe manner and in 
compliance with, at a minimum, Occupational Safety and Health Administration (OSHA) 
Standards, Environmental Protection Agency (EPA) requirements, and NPR 8715.3, “NASA 
General Safety Program Requirements,” as amended. If a safety requirement cannot be met, the 
SP shall submit a “deviation/waiver” request for approval to the NSSC Safety Coordinator. The 
SP shall maintain and report to NASA, in accordance with OSHA and NASA documentation 
requirements, an accurate record of work-related illnesses, accidents, and incidents causing 
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injury or death and accidents and incidents resulting in damage to government property, supplies, 
and equipment. All mishap and close call reporting and handling will be conducted in 
compliance with NPR 8621.1B, “NASA Procedural Requirements for Mishap and Close Call 
Reporting, Investigating, and Recordkeeping,” as amended. The SP shall immediately report to 
NASA all “Unsafe” or “Unhealthy” conditions within the workplace. The SP shall submit an 
anomaly report for each major anomaly, in accordance with DRD 2.8-1. 

The SP shall establish and maintain an employee safety and health committee that will formally 
meet at least once per month. The SP Safety Committee will be chaired by the SP Safety POC 
and minutes of the meetings shall be recorded in accordance with NASA recordkeeping 
guidelines and shall be considered official records. The primary objective of the SP Safety 
Committee is to enhance employee safety and health. The personal safety and health of each SP 
employee is of primary importance and the prevention of occupationally-induced injuries and 
illnesses is the SP Safety Committee’s principal purpose. To the greatest degree possible, the SP 
Safety Committee shall provide SP personnel a voice to ensure all mechanical and physical 
facilities required for personal safety and health are controlled and maintained in keeping with 
the highest standards.    

In carrying out its primary mission, the SP Safety Committee shall be committed to five basic 
principles: 

• Help to formulate and disseminate policies, practices and procedures that promote 
• Safety and Health at the NSSC; 
• Consult with the NSSC CS Safety Coordinator on questions or issues concerning safety 

and health policy, practice or procedure; 
• Assist the CS and SP management in the planning of corrective actions concerning 

identified occupational health and safety issues; 
• Act as a problem solving group to help with the identification and control of hazards; and 
• Conduct and document monthly facility safety and health inspections and facilitate 

actions to resolve those hazards identified as health and safety discrepancies. 
 

For fire safety, the SP shall comply with all applicable Federal, State, and local requirements 
pertaining to Fire Protection and Life Safety, and NASA Standard (STD) 8719.11, “NASA 
Safety Standard for Fire Protection.” 

2.8.1  Disaster Recovery and Emergency Situations 
Emergency situations (including, but not limited to, disasters of any kind whether natural 
disasters, accidents, or terrorist-related in nature) may necessitate the SP to operate on an 
extended or curtailed schedule (including days or shifts not normally scheduled), at a different 
level of service, temporarily at a different location or not at all. This includes changes in security 
condition levels for the NSSC facilities, which may impact normal operations. 
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Extreme weather and other hazardous conditions may warrant temporary office evacuation or 
NSSC closure. The SP shall respond to extreme weather and other hazardous conditions 
according to COR direction, and shall inform all SP employees of these instructions.  

Announcements of facility closures will be made in the following manner:  

• During Normal Duty Hours, notification will be given through normal chain of 
management ; and  

• During Non-Duty Hours, notification will be provided through the NASA Emergency 
Notification System. 

Subsequent transmissions of pertinent information or updates concerning facility or Center 
closures will continue using the alert and notification procedures found within the NSSC 
Business Continuity Plan, NSBCP-1040-0001. 

Facility closings shall not interfere with the SP operation and/or maintenance of the critical 
systems. Such interruptions will be considered when assessing SP performance for the affected 
period. The SP shall provide disaster recovery and emergency support in accordance with the 
NSSC BCP, NSBCP-1040-0001. The SP shall establish and maintain an alternate notification 
system capable of notifying SP key personnel of critical system failures and security alarms 
during non-duty hours. All SP employees identified as essential personnel shall remain on duty, 
or report for duty in accordance with the procedures outlined in the BCP, NSBCP-1040-0001.  

Unless directed otherwise by the COR or CO, the SP shall participate in all scheduled and 
unscheduled fire drills or other scheduled safety and emergency-training exercises, which may 
necessitate interrupted services.  

The SP shall support all emergency preparedness activities to include disaster recovery planning 
and execution, and contribute to updates of the NSSC BCP and ancillary functional specific 
BCPs. This will require the SP to closely collaborate with the NSSC in the revision and 
maintenance of an integrated BCP that helps ensure the safety of SP and NSSC civil service 
personnel and guarantees continuity of identified NSSC essential functions. 

The SP shall support the NSSC management team in disaster recovery activities pertaining to the 
NSSC and Agency systems. The SP will, along with the CS, jointly develop an IT Disaster 
Recovery Plan in accordance with DRD 2.8-2. The SP shall conduct and participate in test 
exercises as required by applicable Disaster Recovery Plans. 

2.8.2  Occupational Health 
The SP shall conduct all work in a safe and healthy manner in compliance with, at a minimum, 
OSHA, Department of Labor regulations and NASA NPR 1800.1, “NASA Occupational Health 
Program Procedures,” as amended. The designated SP Safety POC will initiate, coordinate and 
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document all Americans with Disabilities Act (ADA) ergonomic assessment requests from SP 
personnel. 

2.9  RISK MANAGEMENT AND MITIGATION  
The SP shall perform and maintain a comprehensive risk management and mitigation program 
for abating all identified management and technical risks, including those for new or revised 
projects and systems; disaster preparedness; labor relations; loss of skill sets and institutional 
knowledge to support functional activities; information systems infra-structure; disruption to 
current service levels; and the organizational change necessary to implement NSSC’s vision for 
providing outstanding customer service. The SP will provide a Risk Management Plan in 
accordance with NPR 8000.4, “Agency Risk Management Procedural Requirements”, as 
amended (DRD 2.9-1). 

 2.10  QUALITY CONTROL  
The SP shall establish and conduct a Quality Management System (QMS) for all services 
provided under this contract that complies with the guidance in ISO 9001:2008 - Quality 
Management (ISO certification is not required). The SP shall develop a Quality Control Plan that 
complies with ISO standards. The SP’s Quality Control Plan shall be documented in accordance 
with DRD 2.10-1. 

2.11  SP FINANCIAL MANAGEMENT  
The SP shall submit detailed and accurate invoices in accordance with the clauses contained in 
this contract. The SP submits shall include Microsoft Excel versions as well as SAP compliant 
format versions for automatic ingest into the NASA financial system. Immediately following 
contract award, the SP shall work with the NSSC Business and Administration (B&A) Office to 
ensure acceptable formats are agreed upon. The SP shall submit monthly Financial Management 
Analysis (DRD 2.11-1), an annual Accounting Calendar (DRD 2.11-2), and an annual Phased 
Operating Plan (DRD 2.11-3).  

2.12  PHASE-IN PLAN 
The SP shall perform the requirements of this PWS in accordance with the SP Phase-in Plan. The 
phase-in shall be as seamless as possible with no disruption to services. The SP shall submit a 
phase-in plan with its technical proposal and the approved phase-in plan will be incorporated into 
the contract as Attachment J-16, Phase-In Plan.  

2.13  NSSC CUSTOMER SUPPORT HOURS  
The SP shall provide the capability to support external NSSC customers through the Customer 
Contact Center (CCC) from 7:00 a.m. to 7:00 p.m. Central Time, Monday through Friday. For 
the Enterprise Service Desk (ESD), support is required twenty-four hours a day, seven days a 
week, three hundred sixty five days a year (24X7X365). Some activities may require other than 
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normal business hour processing. SP holiday, night, and weekend work shall be performed on an 
exception basis as extenuating or unique requirements dictate. Information Technology upgrades 
and maintenance shall be performed during times that cause minimal disruption to NSSC and 
NASA operations. As such requirements are identified, the SP shall promptly notify the NSSC 
COR or CO. 

2.14  CERTIFICATIONS, LICENSES, AND PERMITS  
The SP shall obtain all necessary certifications, licenses, and permits required for performance of 
work and for complying with all applicable Federal, state, and local laws and regulations. 

2.15  ENVIRONMENTAL REQUIREMENTS  
The SP shall comply with all Federal, State, and local environmental protection laws, 
regulations, and standards. The SP shall limit the quantity of Hazardous Materials (HAZMAT) 
on-site to the minimal amount necessary for normal business office operations. 

2.16  ENERGY MANAGEMENT  
The SP shall comply with the energy efficiency and water conservation goals and requirements 
of the National Energy Conservation Policy Act 42 USC 8251-8287, as amended by the Energy 
Policy Act of 2005, and of Executive Order 13123, Greening the Government through Efficient 
Energy Management, dated June 3, 1999. The SP shall also comply with: 

• NPR 8570.1, “NASA Energy Management Program;” and 
• Presidential Memorandum on Implementation of Energy Savings Projects and 

Performance-Based Contracting for Energy Savings, dated December 2, 2011. 

2.17  CUSTOMER SATISFACTION  
The SP shall employ industry accepted as well as innovative techniques to measure customer 
satisfaction. The target audience shall be both internal and external NSSC customers. The 
employed techniques, as approved by the Government, shall enable customer assessment of SP 
performance with respect to accuracy, timeliness, quality, and overall effectiveness. The SP shall 
develop and deploy tools to assess the full scope of SP performance. The SP utilized 
tools/techniques shall facilitate evaluation based on objective as well as subjective criteria. The 
SP shall develop and submit survey analyses with statistical results as well as discernible trends 
in customer satisfaction in accordance with the NSSC Survey Plan (NSPLN-1210-0001) and in 
accordance with DRD 2.17-1. 

The SP shall provide access to customer survey results as needed for third party independent 
assessments. 
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2.18  EMERGENCY CONTRACTING  
The Contractor’s obligation may include resolution of unusual or emergency situations. The 
Contractor may be required to assist NASA, within the general scope of work, but in currently 
unidentified ways, in preparation for, or in response to emergencies. Obligations under this 
requirement shall only arise when one or more of the criteria at FAR 18.001, enabling NASA to 
utilize “Emergency Acquisition Flexibilities,” are met. If the emergency preparedness and 
response requirements result in changes to the contract, all contract adjustments will be 
processed in accordance with the Changes clause of this contract. 

2.19  PROPERTY AND ASSET MANAGEMENT  
The SP will provide comprehensive property and asset management of NSSC Government 
Property and IT “Seat” assets in accordance with NASA Policy. IT seat assets are the desktops, 
laptops, smart phones and other standard IT equipment obtained from the Agency’s Information 
Technology Integrated Infrastructure Program (I3P). Overall Property Custodian and Asset 
Management responsibilities will be designated to an SP employee. The custodian shall be 
trained in the use of NASA’s Plant Property and Equipment (PP&E) system and ensure users of 
property are properly identified in the system. The custodian has all responsibilities as identified 
by NASA policy to ensure Government Property is properly marked. Local PP&E system 
management is provided by Stennis Space Center (SSC) and the Property Custodian must work 
closely with the SSC Logistics Management personnel. The SP will provide a Property 
Management Plan (PMP) (DRD 2.19-1) in accordance with FAR Part 45.502. The SP’s 
performance of the PMP will be audited in accordance with NASA policy. The SP will provide a 
separate IT Seat and System Hardware Asset Plan (DRD 2.19-2) to track locations and users of 
Seat assets in the NSSC occupied facilities.   

2.20  LOGISTICS 
The SP shall be responsible for all NSSC mail sorting, mail distribution and package shipping 
and receiving. Incoming and outgoing mail and packages shall be delivered/picked up two times 
daily, Monday through Friday.     

2.21  DESIGN, PRODUCTION AND DELIVERY OF COMMUNICATION MATERIALS  
During contract performance, the NSSC may elect to issue a task order for some or all of the 
design, production, and delivery of communication materials. Materials to be produced may 
include, but are not limited to:  

• Website designs;  
• Formal documents; 
• Brochures; 
• Posters; 
• Special event programs;  

Version 1.1 22 
 



NNX14494502R 
NSSC-Nex-Gen 

Attachment J-1 
Performance Work Statement 

 
• Videos; 
• Training materials; and  
• Presentations. 

 
The SP shall create such materials to meet the needs of the targeted audiences such as staff, 
NASA employees, and/or the general public and other identified stakeholders and shall follow 
established NASA style guidelines and/or other style guidelines as appropriate for the targeted 
audience. 

The SP will also proof and edit documents and materials as needed for proper grammar and the 
use of established style guidelines as appropriate for the targeted audience. 

2.22  FACILITIES AND SPACE MANAGEMENT  
During contract performance, the NSSC may elect to issue a task order for some or all facility 
and space management responsibilities to the SP. Should that transition occur, support includes 
but is not limited to: 

• Facility maintenance work order support; 
• Work space reconfiguration; 
• Furniture request and ordering support; 
• Custodial oversight and quality control; and 
• Grounds oversight and quality control. 
 

2.23  BUSINESS AND ADMINISTRATION OPERATIONS SUPPORT  
During contract performance, the NSSC may elect to issue a task order for support to some 
Business and Administration activities to the SP. Should that transition occur, support includes 
but is not limited to: 

• Extract SAP BusinessObjects (SAP/BOBJ) reports for monthly cost reporting for NSSC 
operations and Agency funded contracts; 

• Verify periodic cost avoidance claims relevant to the Enterprise License Management 
activity reports; 

• Reconcile monthly SSC work request cost reports to SAP/BOBJ reports; and 
• Reconcile monthly reports to SAP/BOBJ cost reports to illustrate cost mapping. 
 

2.24  NEW BUSINESS SUPPORT  
The SP shall provide support to the NSSC’s efforts to explore new business opportunities and 
attract new customers. Support includes: 

• Identifying new services that could be transitioned to the NSSC; 
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• Developing business cases, cost and time estimates to support new opportunities;  
• Establishing transition strategies that address processes, metrics, timelines and 

information technology requirements; and 
• Implementing innovative Service delivery approaches that limit Government investment 

and application and infrastructure costs. 

2.25  PRINT AND COPY  
The SP shall comply with the printing, duplicating, scanning, and copying/printing requirements 
in NPD 1490.1, “Printing, Duplicating, and Copying Management,” as amended.   

2.26  WASTE MANAGEMENT  
The SP shall comply with the waste prevention and recycling guidelines in Executive Order 
13101, “Greening the Government through Waste Prevention, Recycling, and Federal 
Acquisition.” 

2.27  AUDIO/VISUAL (A/V) SUPPORT  
The SP shall provide audio-visual (A/V) for NSSC equipment and users that are located within 
the NSSC physical sites at SSC Building 1111 in its entirety and several offices in Building 
1100. Audio-visual support shall include ensuring proper setup, operation and maintenance of 
NSSC A/V systems and resolving A/V system problems with NSSC end users, external 
organizations and vendors. As required, the SP shall provide immediately available A/V support 
for special events and meetings. Audio-visual systems include Video Teleconference Service 
(ViTS), projectors and public address (PA) systems. 
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3.0  PERFORMANCE REQUIREMENTS AND OBJECTIVES  
 

3.1  FINANCIAL MANAGEMENT  
The SP shall provide Accounts Payable, Accounts Receivable, Agency Fund Balance with 
Treasury (FBWT) and Financial Management Service (FMS) 224/Reconciliation & Reporting, 
Travel Services, Financial Management User IT Support, and Conference Tracking and 
Reporting services. The SP shall use all existing NASA, U. S. Treasury, or other systems in 
operation at time of award as set forth in Attachment J-25, IT Systems and Applications. The SP 
shall provide all services in accordance with applicable rules, regulations and policies as set forth 
in Attachment J-22, References. The SP shall perform the following activities: 

• Document all SP processes and procedures in work instructions in accordance with DRD 
3.0-1; 

• Support internal and external audits/reviews by compiling documents/data, reconciling 
data, and responding to requests for information; 

• Perform periodic reconciliations as required by NASA policy and procedures. Prepare 
financial reports; 

• Input transactions into NASA’s financial, travel, time and attendance, conference 
tracking, and financial reporting systems, along with applicable U.S. Treasury systems; 

• Utilize the systems referenced in Attachment J-25, IT Systems and Applications for report 
generation, retrieval, and distribution in accordance with DRD 3.1-1; 

• Perform fiscal year end and start up activities as required by Federal Regulations and 
NASA policy and procedures; 

• After researching and documenting, refer issues regarding the interpretation of Federal 
regulations and NASA policy to NASA; 

• Submit new processes to improve efficiencies to a NASA official for approval prior to 
implementation showing the current state and potential improvement in efficiency with 
metrics before and after implementation; 

• Support technical and business process activities for the design and implementation of 
NSSC financial and procurement modules, including configuration and technical support 
for the Working Capital Fund (WCF) to include submitting service requests via 
appropriate NASA systems;  

• Retain vouchers and documents per Federal Regulations and NASA Policies and 
Guidelines; 

• Resolve Level II customer inquiries/incidents received from the NSSC Customer Contact 
Center and report unresolved issues to NASA; 

• Prepare and submit Continuous Monitoring Program (CMP) Reports to NASA for 
approval (DRD 3.1-2); 

• Prepare and submit Treasury Reports – Federal Interagency Database Online (FIDO) 
Reports to NASA for approval (DRD 3.1-3); 
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• Support Agency and Federal meetings, telecoms and improvement initiatives or projects; 
• Provide system administration support for access to all Department of Treasury Financial 

Systems for NSSC employees;  
• As needed, and in conjunction with the civil servants, develop, update and maintain all 

business rules, Service Delivery Guides, Work Instructions and other process related 
documentation; and 

• Provide the NSSC Treasury System Administrator (TSA) role to manage NSSC FM 
personnel access to non-NSSC financial applications/tools utilized by the NSSC FM 
organization (DRD 3.1-4). 

3.1.1  Accounts Payable 
In accordance with Federal regulations and NASA policy, the SP shall process commercial and 
intra-governmental invoices and other accounts payable transactions. The SP shall use all 
existing NASA systems in operation as stated in Attachment J-25, IT Systems and Applications.  

3.1.1.1  Contracts, Purchase Cards, Simplified Acquisitions, Travel and Other Payables 
The SP shall provide voucher examination and payment services including assembling, 
reviewing, processing (including error detection/correction), recording, reporting, and 
reconciling commercial and government invoices, centrally billed accounts (CBA) invoices 
(excludes reconciling) and government purchase card invoices.   

The SP shall process payables from the receipt of the initial invoice to payment based on 
acceptance by NASA. The SP shall submit all documents to NASA certifying officials for 
approval after coordination with Center functions. A NASA Certifying Official will certify 
payments. 

The SP shall perform the following activities: 

• Review all documents for funds availability, regulatory requirements, accuracy, and 
completeness. Report any discrepancies to a designated NASA official; 

• Validate invoices for simplified acquisitions, contracts, and other payables in the 
financial system; 

• Validate invoices received from the purchase card provider against Purchase Card (P-
card) financial system generated invoices; 

• Validate reconciliation files received from the Centers for the travel centrally billed 
account card against financial system generated invoice postings; 

• Confirm two-way and three-way match (purchase order/contract, invoice and 
acceptance); 

• Process payments in accordance with Federal regulations including Prompt Payment Act 
criteria and NASA policy and procedures for certifying officers to approve; 

• Process IPAC (Intra-governmental Payment and Collection) transactions; 
• Process interest and penalty payments and discounts in accordance with Federal 

regulations including Prompt Payment Act criteria and NASA policy and procedures; 
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• Receive financial invoices and outside buyer transactions from NASA Centers and 

process payments; 
• Reject invoices to vendors with explanations when not in compliance with the Prompt 

Payment rule and cannot be resolved within timeframe designated within Prompt 
Payment;  

• Review, track, and correct disbursement errors; 
• Monitor Disbursement in Transit (DIT) transactions and coordinate with the NEACC to 

resolve unconfirmed payments; 
• Correct and resubmit rejected payment transactions in the accounting system; 
• Investigate and respond to cancelled payment inquiries, resubmit cancelled payments and 

returned electronic fund payments when necessary; 
• Credit and reissue payments; 
• Process disbursements into NASA’s financial system;  
• Track invoice and payment reversals made to correct errors in the financial system. 

Report these items to designated NASA official (NSSC FBWT and cost accountants at 
the Centers) if not processed in the financial system by month’s end; 

• Process contract closeout final payments and coordinate with NSSC Accounts Receivable 
as required to post refunds received (credit memos) to the correct fiscal year and 
appropriation; 

• Initiate an accounts receivable billing for over-payments and collections; 
• Input payments into the Treasury payment system; 
• Investigate and resolve payment variances; 
• Generate Internal Revenue Service (IRS) 1099s based on U.S. Treasury regulations and 

NASA policies, procedures and deadlines; 
• Reissue limited pay ability checks per U.S. Treasury regulations; 
• Initiate corrective action to resolve accounts payable questions and problems; 
• Prepare and submit Accounts Payable Payments Reports (DRD 3.1-1) 
• Prepare and submit Interest Paid and Discounts Earned Reports (DRD 3.1-1) 
• Prepare Quarterly Report on International Transactions of the Federal Government (DRD 

3.1-5); 
• Review Treasury Confirmation report and report discrepancies to NASA; 
• Maintain Accounts Payable Master Data in the financial system; 
• Assist the NSSC Finance and Procurement Offices and Center Procurement Offices on  
• Quarterly Unliquidated Obligations reviews and annual certification process; 
• Process payments outside of the Prompt Payment Act when instructed in writing by a 

designated NASA official. For example, early payment for a small business company. 
Written correspondence shall be retained for audit review; and 

• Process payment of awards for non-NASA personnel. 
 

Version 1.1 27 
 



NNX14494502R 
NSSC-Nex-Gen 

Attachment J-1 
Performance Work Statement 

 
3.1.1.2  Grant/Contract Letter of Credit/Standard Form (SF) 425 Payables 
The SP shall process grant/contract letter of credit (LOC) payments from establishing the LOC to 
validating the automated posting from the Department of Health and Human Services (DHHS) 
system into NASA’s financial system, and the validation of quarterly and final SF 425 
submissions from the recipients. The SP shall perform the following activities: 

• Track the status and follow-up on recipient financial reporting, including quarterly and 
final SF 425 submissions; 

• Validate and reconcile quarterly SF 425 submissions from recipients; 
• Conduct a 1% review of Quarterly SF 425s and a 100% review if a discrepancy is 

discovered; 
• Monitor recipient drawdowns to ensure the recipient is maintaining minimal balances and 

provide analysis to NASA. Contact recipient to return excess drawdowns if it is 
determined that too much cash is on hand; 

• Provide instructions and guidance to all recipients on procedures for receiving advance 
payments within five workdays of notification of a new recipient; 

• Assign LOC numbers to new recipients; 
• Prepare and process necessary documentation and follow up with the recipient to correct 

the deficiency when NASA suspends or withholds payments; 
• Follow up with those recipients who fail to submit their SF 425 reports based on NASA 

policies and procedures; 
• Resolve payment issues. Initiate an accounts receivable billing for over-payments and 

collections; 
• Complete the following reconciliations and analysis activities monthly: Undistributed 

Authority Balance Reconciliations (SAP vs. HHS) and IPAC Drawdown Reconciliations:  
IPAC (Agency Listing) vs. SAP (SF 224) (DRD 3.1-2). NASA will provide the format 
for these reconciliations;  

• Initiate closeout action upon direction by NASA; 
• Inform the NSSC-designated NASA official(s) of financial reporting delinquencies; 
• Reconcile LOCs on a monthly basis to ensure the amounts have been posted to proper 

Standard General Ledger (SGL) accounts for advance payments and drawdowns; 
• Validate and maintain the SGL accounts and establish and reconcile subsidiary accounts 

that support the SGL control accounts; 
• Ensure that outstanding funds on completed grants/contract LOCs are reclassified as 

Accounts Receivables and are collected based on the Debt Collection Improvement Act; 
• Notify recipient of initial/amendment to authorization amount for LOC; 
• Post transactions to the financial system. Reconcile variances and report unresolved 

issues to NASA; 
• Verify SF 425 actuals in the financial system and resolve variances. Report unresolved 

issues to NASA;  
• Notify/provide concurrence to DHHS to block sub-accounts in the system as required; 

and 
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• Notify appropriate designated NASA official(s) of drawdowns that have occurred on 

expired grant accounts upon notification from DHHS and communicate decision on 
subsequent action to release or reject the payment to DHHS. 

3.1.2  Accounts Receivable 
In accordance with Federal regulations and NASA policy, the SP shall process accounts 
receivable transactions. The SP shall use all existing NASA systems in operation as stated in 
Attachment J-25, IT Systems and Applications.   

The SP shall provide consolidated billing, collection, and closeout services for reimbursable and 
non-reimbursable accounts receivable. The SP shall perform the following activities: 

• Establish accounts receivables in the financial system as necessary for incurred debt;  
• Update and maintain customer master data in the financial system for non-reimbursable 

customers; 
• Validate accounts receivable and make adjustments as provided by NASA; 
• Validate the accounts receivable SGL accounts and the supporting subsidiary accounts 

per NASA policies and procedures;  
• Ensure that Accounts Receivable account reconciliations are in balance and variances 

reported ;  
• Age accounts receivable per NASA policies and procedures; 
• Process delinquent debt (dunning) including computation of interest, penalty, and any 

other administrative fees on delinquent bills; 
• Process and record applicable collections in the financial system;  
• Receive and identify cash and check deposits; 
• Liquidate reimbursable advances monthly based on cost billed in the financial system; 
• Generate monthly bills of collection after Centers have posted cost and made their 

adjustments in accordance with the Office of the Chief Financial Officer (OCFO) 
Monthly Processing Calendar; 

• Submit debt to Treasury’s Debt Management Services (DMS);  
• Prepare IRS 1099s for debt written off and compromised; 
• Process the write-off of uncollectible debts; 
• Process IPAC funds to and from customers; 
• Contact customer to determine why IPAC transactions rejected if explanation is not listed 

on the invoice; 
• Provide documentation for rescheduling of customer debts, waivers, and disputes; 
• Prepare and submit Report on Receivables Due from the Public / Accounts Receivable 

Transferred to U.S. Treasury Report (DRD 3.1-6). 
• Process reimbursable customer refunds to be made by Accounts Payable; 
• Post refunds received (Credit Memos) to correct appropriation, coordinate with Accounts 

Payable and Travel; 
• Process limited payability; 
• Submit breakdown of costs and copies of bills to customers upon request; 
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• Initiate action and provide appropriate documentation to DOI to collect accounts 

receivable from employees (such as collection of travel advance made through payroll 
deductions); 

• Distribute copies of customer payments upon customer request; 
• Provide customer with instructions to make electronic payments; and 
• Process returned collections. 

3.1.3  RESERVED 

3.1.4  FBWT and FMS 224/Reconciliation and Reporting 
In accordance with Federal regulations and NASA policy, the SP shall process Agency FBWT 
and FMS 224/Reconciliation and Reporting transactions. The SP shall use all existing NASA 
systems in operation as stated in Attachment J-25, IT Systems and Applications. 

The SP shall perform all activities related to the reconciliation and reporting of the Agency 
FBWT and FMS 224 Statement of Transactions (DRD 3.1-7). Functions include: 

• Daily-download and compile appropriate accounting system and Treasury reports in the 
current Agency reconciliation tool resulting in a daily FBWT reconciliation; 

• Daily-identify and research all Statement of Differences variances, update the current 
Statement of Differences documents, and post to the Web; 

• Periodically perform other reconciliations as needed, e.g., the Labor/DOI Labor Cost 
Voucher and HHS/Letter of Credit; 

• Monthly, prepare and submit for civil service review and approval the FMS 224 package 
and Treasury Account Symbol (TAS) / Business Event Type Code (BETC) 
reclassifications in the proper Treasury format, including all relevant supporting 
documentation, and transmit the approved FMS 224; 

• Compile various month end internal and external reports with supporting documentation 
and submit data for review and approval. Volume of reports includes one per month per 
Agency Location Code (ALC). Reports include the FMS 224 package; 

• Distribute various reports to Centers as necessary; 
• Compile and maintain all supporting documentation in accordance with Federal and 

Agency regulations; and  
• Support internal and external audits and reviews by compiling documents and data. 

3.1.5  Travel Services 
In accordance with Federal regulations and NASA policy, the SP shall process Travel 
transactions. The SP shall use all existing NASA systems in operation as stated in Attachment J-
25, IT Systems and Applications. The SP shall provide travel support services for the preparation 
of change of station travel authorizations as well as travel reimbursement services for all 
authorized Agency travel, including domestic, foreign, local, extended temporary duty and 
change of station. The SP shall use the Agency’s electronic travel system. The SP shall use the 
relocation software for change of station moves, including the calculation of total travel cost 
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estimates. The SP shall submit a quarterly report on International Transactions of the Federal 
Government (DRD 3.1-8) and a monthly report of un-liquidated obligations for completed travel 
for all travel services (DRD 3.1-9). 

3.1.5.1  Domestic Travel Payments 
The SP shall process domestic travel vouchers for all authorized NASA travel from receipt of the 
voucher to final payment. A NASA Certifying Official will certify final payment.    

The SP shall perform the following activities: 

• Utilize NASA’s travel system to examine domestic travel vouchers and payments; 
• Provide final approval of travel vouchers for subsequent processing into the financial 

system; 
• Statistically examine electronic and manual domestic travel vouchers; 
• Inform travelers of disallowed or rejected expenses and missing information, including 

the reason for the disallowance or rejection. Resolve disputed claims; 
• Initiate an accounts receivable billing for over-payments; 
• Provide responses to employees/Centers on disputed audit results; 
• Notify the traveler of any additional information that may be required to process the 

travel voucher; 
• Inform travelers to submit receipts for vouchers that are selected for statistical sampling 

and validate the vouchers; 
• Review and reconcile outstanding travel advances; 
• Review and reconcile outstanding un-liquidated travel obligations; 
• Submit reports of un-liquidated travel obligations for completed travel to the government 

personnel for de-obligation; and 
• Contact each NASA Center when additional funds are needed to process travel payments. 

3.1.5.2   Change of Station (COS) Travel Payments 
The SP shall examine and prepare change of station travel vouchers for payment. The SP shall 
input vouchers in the financial system. NASA will conduct a quality review and a NASA 
Certifying Official will certify final payment.   

The following types of vouchers shall be calculated and processed: 

• En route travel; 
• House hunting trip; 
• Real Estate related expenses (Sale, Purchase, Lease Break, and Property Management); 
• Home Marketing Incentive (HMI) payments; 
• Transportation and storage of household goods; 
• Temporary quarters subsistence expenses (CONUS); 
• Temporary quarters subsistence allowances (OCONUS); and 
• Miscellaneous expense allowance, Relocation Income Tax (RIT) allowance. 
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• Home Leave 
• Senior Executive Service Last Move Home 

 
The SP shall perform the following activities: 

• Examine travel vouchers and validate expenses claimed; 
• Inform the employee of disallowed or rejected expenses and missing information, 

including the reason for the disallowance or rejection. Resolve disputed claims; 
• Initiate an accounts receivable billing for over-payments; 
• Provide assistance to the employee regarding completion of reimbursement claim forms; 
• Validate employee’s banking information for direct deposit; 
• Calculate, deduct and report applicable taxes; 
• Review outstanding un-liquidated travel obligations in the financial system and reconcile 

the COS system to actual payments; 
• Process requests for travel advances and forward to the NASA Authorizing Official for 

approval; 
• Prepare Payment Proposals within the financial system after NASA audit; 
• Inform the traveler of payment rejections as well as additional information needed to 

process the reimbursements; 
• Conduct quarterly review of open obligations against the Relocation Contracts; submit 

recommendations to the Relocation Contractor for review; obtain approval of 
recommendations and submit approved recommendations for de-obligation to the 
respective Centers (DRD 3.1-9); 

• Conduct a bi-annual review of all outstanding entitlements to validate status and notify 
the employee of remaining outstanding entitlements; 

• Conduct an end-of-year review of paid vouchers to validate the amount of applicable 
taxes charged to the employee for W-2 submission; 

• Conduct annual review of the real estate entitlements for the previous twelve months to 
establish the methodology for estimating real estate entitlements for the upcoming year 
(DRD 3.1-10); 

• T-block vendors in the financial system as required for treasury cancellations; 
• Process request to open expired funds; 
• Reconcile the monthly Centrally Billed Account billing statement, review the travel 

record, verify the availability of funds in the financial system, and create a spreadsheet 
providing funding information; 

• Prepare tax information for the payroll system; 
• Assist IT (3.4.10.1) with COS system administrative functions including loading and 

testing monthly per diem rates, new versions, and hotfixes; 
• Report and validate all COS RIT allowance; 
• Compile month end monitoring report with supporting documentation; submit for review 

and approval. One report per month should be completed for each Agency Location Code 
(ALC). Report includes (DRD 3.1-2): 

o COS Spreadsheets; 

Version 1.1 32 
 



NNX14494502R 
NSSC-Nex-Gen 

Attachment J-1 
Performance Work Statement 

 
o COS Vouchers; 
o Financial system posting screen prints; and 
o Labor Cost Vouchers. 

3.1.5.3  Foreign Travel Payments 
The SP shall process foreign travel vouchers for all authorized NASA travel from receipt of the 
voucher to final payment. A NASA Certifying Official will certify final payment.    

The SP shall perform the following activities, which include: 

• Utilize NASA’s travel system to examine extended temporary duty foreign travel 
reimbursements; 

• Final approve travel vouchers for subsequent processing in the financial system; 
• Retain vouchers and supporting documentation in accordance with GAO regulations and 

NASA policies and procedures; 
• Examine, validate, and compute all foreign vouchers prior to disbursement; 
• Inform travelers of disallowed or rejected expenses and missing information, including 

the reason for the disallowance or rejection. Resolve disputed claims; 
• Initiate an accounts receivable billing for over-payments; 
• Notify the traveler of any additional information that may be required to process the 

travel voucher; 
• Compute taxable payments, including those to be reported on IRS Form 1099. Provide 

information to SP Payroll; 
• Contact each NASA Center when additional funds are needed to process travel payments; 
• Review and reconcile outstanding un-liquidated travel obligations; 
• Provide responses to employees/Centers on disputed audit results; and 
• Inform the employee of payment rejections as well as additional information needed to 

re-process reimbursements. 
• Prepare and submit a Quarterly Report on International Transactions of the Federal 

Government (DRD 3.1-5). 

3.1.5.4  Extended TDY Travel Services 
The SP shall process extended TDY travel vouchers for all authorized NASA travel from receipt 
of the voucher to final payment. A NASA Certifying Official will certify final payment.    

The SP shall provide counseling services to government employees who will be performing 
extended temporary duty assignments of more than thirty (30) days in accordance with Federal 
Travel Regulations and NASA policy. 

The SP shall perform the following activities, which include: 

• Utilize NASA’s travel system to examine and review extended temporary duty vouchers 
prior to reimbursement; 

• Final approve travel vouchers for subsequent processing in the financial system; 
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• Retain vouchers and supporting documentation in accordance with GAO regulations and 

NASA policies and procedures; 
• Examine, validate, and compute all extended temporary duty vouchers prior to 

disbursement, including interim expense reports, nested and secondary trips; 
• Inform customers of disallowed or rejected expenses and missing information, including 

the reason for the disallowance or rejection. Resolve disputed claims; 
• Initiate an accounts receivable billing for over-payments; 
• Notify the employee of any additional information that may be required to process the 

travel voucher; 
• Inform the employee to submit missing required receipts; 
• Calculate, deduct and report applicable taxes; 
• Contact each NASA Center when additional funds are needed to process travel payments; 
• Provide responses to employees/Centers on disputed audit results; 
• Review and reconcile outstanding un-liquidated travel obligations; 
• Inform the employee of payment rejections as well as additional information needed to 

re-process reimbursements; 
• Report and validate all ETDY Travel Income Tax Reimbursement Allowance (ITRA); 
• Compile month end monitoring report with supporting documentation; submit for review 

and approval. One report per month should be completed for each Agency Location Code 
(ALC). Report may include (DRD 3.1-2): 

o ETDY ITRA Spreadsheets; 
o ETDY Vouchers; and 
o SAP posting screen prints. 

3.1.6  RESERVED 

3.1.7  RESERVED 

3.1.8  Permanent Change of Station (PCS) and Temporary Change of Station (TCS) 
Relocation Support 

The SP shall facilitate and support the administrative processes for new hire/transfer relocation 
services by providing direct assistance for PCS and TCS activities. Travel authorizations shall be 
processed in accordance with the Federal Travel Regulations, NPR 9700.1 and IRS Publication 
521. The SP shall create the Travel Authorization packet and forward to a NASA Authorizing 
Official for approval. NASA will create the funds commitment document for all authorized 
entitlements. 

The following types of travel authorizations shall be processed: 

• Permanent Change of Station (PCS); 
• Temporary Change of Station (TCS); 
• Overseas Tour Renewal Agreements (OTRAT); 
• Senior Executive Service (SES) Last Move Home; 
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• Education Travel; and 
• Emergency Travel. 

 
The SP shall provide the following activities, which include: 

• Receive and process Relocation Authorization Form from NASA Centers. Review, 
monitor and track document to ensure completeness and accuracy. Obtain employee 
signed Offer Letter and assign Travel Authorization Number; 

• Provide clarification of relocation entitlements to transferring and prospective NASA 
employees. Excludes Relocation Contractor specific requirements regarding Guaranteed 
Home Sale (GHS) program and Move Management Services; 

• Distribute and monitor all change of station documentation provided by the Relocation 
Contractor and in support of the function; verify approved documents are delivered to 
appropriate entity and retained by NSSC; 

• Assist Relocation Services Contractor COR in reviewing and auditing invoices for 
consistency of billing before forwarding invoices to appropriate authority for payment; 

• Provide technical support, knowledge and expertise to assist government personnel in 
monitoring the quality of all services provided by the Relocation Contractor; 

• Utilize the automated travel system to estimate total travel costs for all travel 
authorizations; 

• Retain travel authorizations and supporting documentation in accordance with GAO 
regulations and NASA policies and procedures; 

• Notify the Relocation Contractor or Center, as appropriate, of any additional information 
or documentation that may be required to process the travel authorization; 

• Track utilization and cost  of Change of Station travel orders by Center; and 
• Perform PCS/TCS calculations to be used for cost comparisons. 

3.1.9  RESERVED 

3.1.10  RESERVED 

3.1.11  Conference Tracking and Reporting 
The SP shall process Conference Tracking and Reporting transactions. The SP shall use all 
existing NASA systems in operation as stated in Attachment J-25, IT Systems and 
Applications. The SP shall provide general administrative, informational, and transactional 
support for all NASA Conferences. This includes responsibility for validating and entering data 
into NASA’s conference tracking system and tracking NASA sponsored conferences. 

3.1.12  NSSC Travel Authorization/Voucher Support 
The SP shall prepare/amend domestic, foreign, local and extended temporary duty travel 
authorizations for NSSC; guidance and assistance will also be provided to NSSC travelers in the 
preparation of travel vouchers. 

The SP shall provide the following activities, which include: 
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• Prepare/amend NSSC travel authorizations - in compliance with Federal Travel 

Regulations and Agency Policy; 
• Make reservations for airline, rail, hotel, and rental car using the Online Booking Engine 

within the Electronic Travel System (ETS); 
• Prepare cost comparisons when the mode of transportation is not the government’s 

preferred method of travel; and 
• Provide NSSC travelers with guidance and assistance in preparing travel vouchers, as 

requested. 

3.1.13  Travel and Fleet Card Support 
The SP shall facilitate and support the administrative processes for new hires/current employees 
travel/fleet card services by providing direct assistance for travel/fleet card activities.   

The SP shall provide the following activities, which include: 

• Tracking travel and fleet card training provided in NASA’s training system; 
• Reviewing the Delinquency with Current Balance Report; 
• Verifying cardholder’s activation of new charge card; 
• Reviewing reports for delinquencies and potential misuse; 
• Submitting written delinquency notification(s) to the cardholder and supervisor within 

two days of reviewing the reports for delinquencies and potential misuse; 
• Conducting monthly monitoring of travel card transactions and balances to identify 

delinquencies and incidents of potential misuse; 
• Monitoring use/activity reports; 
• Conducting periodic general account reviews; 
• Conducting online account monitoring; and 
• Preparing Travel/Fleet Agency Program Coordinator (APC) Reports (DRD 3.1-11). 

3.2  HUMAN RESOURCES  
The SP shall provide support to include  the following areas of Human Resources: On-boarding 
/In-processing, personnel action processing, drug testing, financial disclosure processing, 
personnel recordkeeping, benefits/retirement counseling/processing, payroll processing, time and 
attendance processing, employee development and training, Human Resource Information 
Systems (HRIS), employee recognition and awards processing, Senior Executive Service (SES) 
certification support and support to other personnel programs. The SP shall be well versed in all 
applicable HR regulations, policies, guidance and case law (Attachment J-22, References) and 
shall utilize existing HR systems to perform many of the duties contained in this PWS 
(Attachment J-25, IT Systems and Applications).  

For all areas within HR, the SP shall: 

• Document all SP processes and procedures in work instructions in accordance with DRD 
3.0-1; 
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• Ensure business rules, service delivery guides (SDG), desk guides and/or work 

instructions are up to date and inform CS of any deviations from processes not outlined in 
the SDGs, desk guides and/or work instructions; 

• Ensure the Customer Contact Center’s knowledge articles are current to support 
incoming inquiries which can be addressed at Tier 0/ Tier 1; 

• Ensure all services are provided in accordance with applicable regulations, policy and 
guidance (Attachment J-22, References); and 

• Monitor and resolve Level II incident tickets received from the NSSC Customer Contact 
Center. 
 

Advisory services involving new, unusual or complex issues requiring interpretation of Federal 
or Agency policy or practice will be provided by the Office of Human Capital Management 
(OHCM). As required, the SP shall work with the NSSC CS HR Specialists to obtain OHCM or 
external policy guidance.     

3.2.1  Support to Personnel Programs 
The SP shall provide support to a variety of HR personnel programs to include:  

• Provide administrative support to the Agency Drug-Free Workplace Program in 
accordance with mandatory guidelines for federal drug testing programs;  

• Respond to general NASA employment inquiries; 
• Process the Agency’s position classification appeals; 
• Provide administrative and clerical support to the Agency’s awards program; 
• Prepare and distribute employee notices; and 
• Develop, design, produce, and deliver informational materials related to a variety of HR 

Agency programs including websites, desk guides, brochures, recruitment tools, training 
manuals, and user manuals.  

3.2.1.1  Drug Testing Administration 
The SP shall support the administration of the Agency Drug-Free Workplace Program in 
accordance with the current Substance Abuse and Mental Health Services Administration 
(SAMHSA) Mandatory Guidelines for Federal Drug Testing Programs, NASA’s Drug-Free 
Workplace Program policies and distributed publications from SAMHSA or Office of Human 
Capital Management (OHCM). 

To administer random and voluntary testing within the prescribed timeframes, the SP shall: 

• Test a minimum of 25 percent of Testing Designated Positions (TDPs) for random drug 
testing each year; 

• Generate random test lists for all NASA Centers, including Headquarters; 
• Deliver employee test notifications to the applicable Center Personnel prior to the 

scheduled random and voluntary testing; 
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• Send the test results to the employee and/or appropriate Center Personnel following 

receipt of test results from the Medical Review Officer (MRO); 
• Maintain current list of NASA employees in a TDP and NASA employees that volunteer 

to be included in the random testing pool; 
• Secure licensed software required to manage all aspects of a Drug-Free Workplace 

Program; 
• Send and track employee notification of TDP to each applicable NASA employee; 
• Elevate non-receipt of employee notification of TDP to NSSC CS HR Specialist; 
• Ensure Federal Custody Control Forms, supplies, quality control specimens, and test 

logistics are completed in accordance with the applicable SAMHSA Mandatory 
Guidelines; 

• Coordinate and schedule the drug testing dates and locations for NASA Centers, 
Headquarters, Facilities and remote locations prior to the random and voluntary drug test, 
including deferrals; 

• Coordinate retests of specimens with the applicable entities including  laboratories, 
collectors and center personnel, as needed; 

• Ensure the specimen collection process complies with SAMHSA’s collection policies 
• Oversee the specimen collection process at each NASA Center, including Headquarters, 

as needed; and 
• Prepare and submit the Annual Survey Report and all other requested/required Drug 

Testing Performance Metrics Reports (DRD 3.2-1). 
 

To administer reasonable suspicion and post-accident or unsafe practice testing, the SP shall:   

• Ensure the test justification provided by the Center Management Official complies with 
the test criteria provided by OHCM; and  

• Schedule the reasonable suspicion test; ensure specimen collection is completed and 
complies with SAMHSA’s collection policies; deliver test notifications to appropriate 
Center Personnel; and send test result notifications to the employee and/or appropriate 
Center Personnel, within all established timeframes. 
 

To administer pre-employment testing, the SP shall: 

• Send the pre-employment drug test packet to the applicant/employee following 
publication in the Workforce Transformation Tracking System (WTTS); 

• Coordinate retests of specimens with the applicable entities, such as laboratories, 
collectors and appropriate center personnel; and 

• Provide test results to the appropriate center personnel within established timeframes. 
 

To administer follow-up testing, the SP shall: 

• Track and test employees within the timeframe requested by the center personnel; 
• Coordinate retests of specimens with the applicable entities, such as laboratories, 

collectors and appropriate Center Personnel; and 
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Deliver test notifications to appropriate center personnel and send test result notification 
to the employee and/or appropriate center personnel, within established timeframes. 
 

In addition to the administration of drug testing, the SP shall: 

• Research and respond to general NASA employee inquiries related to the NASA’s Drug-
Free Workplace Program; 

• Elevate complex inquires to the NSSC CS HR Specialist; 
• Manage, maintain, and safeguard all records related to NASA’s Drug-Free Workplace 

Program; and 
• Revise and implement drug testing support systems and processes due to SAMHSA or 

NASA policy revisions and/or updates. 
 

For Medical Review Officer (MRO) support, the SP shall: 

• Secure and maintain an MRO vendor that maintains certification by a nationally 
recognized entity approved by the Department of Health and Human Services (HHS); 

• Ensure all MROs have received all training required under SAMHSA; 
• Verify that the MRO vendor is not an employee of, agent of or have any financial interest 

in the vendor providing drug testing laboratory services for the Agency and that the MRO 
vendor will not derive any financial benefit by having the Agency use a specific drug 
testing laboratory; 

• Ensure that the MRO vendor is current on regulation or policy changes and that all 
changes are implemented in a timely and accurate manner; 

• Ensure MRO(s) adhere to the Privacy Act, 5 U.S.C. 552(a) as outlined in the Department 
of HHS, SAMHSA Mandatory Guidelines; and 

• Ensure that all MRO services are provided in accordance with applicable Federal and 
Agency regulations, policies and instructions (Attachment J-22, References). 

3.2.1.2  General Employment Inquiries 
The SP shall accurately respond to various general employment inquiries received from the 
public. Inquiries include requests for information on subjects such as where to apply for a NASA 
position, NASA’s ability to hire non-citizens or volunteers, persons with disabilities and rights 
for veterans and student employment. The SP shall: 

• Apply knowledge of NASA and Federal employment regulations, standardized 
responses, and Web-based resources; 

• Receive and respond to unsolicited résumés for NASA positions; 
• Provide direction on how to apply for NASA vacancies using USAjobs and NASAjobs 

Websites and online tools; and 
• Respond to inquiries regarding student employment programs, veteran’s preference 

programs, hiring of persons with disabilities, and hiring of foreign nationals. 
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3.2.1.3  Adjudication of Position Classification Appeals 
The SP shall coordinate, evaluate and adjudicate the Agency-level position classification appeals 
after receipt of a complete, accepted appeal package. The SP shall: 

• Receive accepted appeal from the Agency Classification Program Manager; 
• Collect supporting documentation from Center classification appeals POCs;  
• Coordinate and schedule job audits and discovery interviews with involved parties; 
• Conduct the job audits and lead the interviews; 
• Make an informed position classification recommendation, develop the written position 

evaluation statement and assemble the position classification appeals package, which 
includes a position evaluation, final decision, and evaluation reports; and 

• Forward recommendation and all supporting documentation to the NSSC CS HR 
Specialist for review and NSSC approval. Final approval will be made by OHCM’s 
Program Manager who will issue the decision to the appellant. 

3.2.1.4  Employee Recognition and Awards Processing 
The SP shall provide functional, administrative and clerical support to NASA’s Agency-level 
Awards program. This includes supporting the award nomination process and providing award 
deliverables Agency-wide. The SP shall: 

• Develop the Agency Honor Award Nomination Call Letter; 
• Work with NASA Centers to ensure timely submission of awards through the automated 

awards system; 
• Establish and support the Agency Expert Panels (EP); 

o Prepare Agency Honor Award review packages for EP members; 
o Provide automated awards system training for EP recorders; 
o Monitor and manage nomination decisions; 

• Provide support to the annual Agency Honor Ceremony (at NASA HQs); 
o Prepare invitations; 
o Provide support to Development of Information Materials for the design and 

delivery of materials in support of the Agency Honor Awards; 
o Provide on-site staff to coordinate the actual ceremony logistics; 

• Prepare and deliver Agency-level recognition items to Center Awards Officers for award 
ceremonies; 

• Notify the Center Awards Officers of employees selected for awards/recognition; 
• Produce and distribute Agency approved Center-level awards materials to the Center for 

award ceremonies; 
• Administer the Agency External Honor Awards program; 

o Maintain and routinely distribute the central listing of the Agency-recognized 
external awards; 

o Collect employee information required for nominations; 
o Review, prepare, and track all Agency External Awards submission packages; 
o Send notification of selection to NASA organizations/Center Awards points of 

contact of the award recipients; 

Version 1.1 40 
 



NNX14494502R 
NSSC-Nex-Gen 

Attachment J-1 
Performance Work Statement 

 
• Update and maintain the Agency Awards Calendar (AAC) with input from OHCM and 

Center Awards Offices; 
• Provide awards records management, maintenance, and reporting; 
• Support the purchase and maintenance of an appropriate inventory of NASA-determined 

and approved Agency-level award items; 
o Agency-level award recognition and notification item examples include 

certificates, medals, plaques, length of service pins and letters; 
• Update and maintain all Agency electronic award certificate templates; 

o Distribute the appropriate center-level electronic award certificate templates for 
Center printing of On-the-Spot awards; and 

o Ensure all electronic award certificate templates comply with NASA 
Communication Materials Review standards and requirements. 

3.2.1.5  Preparation and Distribution of Employee Notices 
The SP shall develop and deploy Agency-wide employee notices. This includes required annual 
employee notifications related to Federal law and regulatory provisions, employee rights, and 
employee benefits. The SP shall: 

• Maintain the annual employee notification schedule and prepare notices during the month 
prior to the scheduled month of deployment; 

• Research and develop employee notice information utilizing NASA, OPM, and other 
available benefits-related and regulatory resources; 

• Prepare final notices using established NASA styles, approved formatting and branding 
standards; 

• Forward final notices to NSSC CS HR Specialist for approval, convert the final notices 
into PDF and upload them into NSSC’s document management system for posting on 
Agency Human Resource and Employee Notice websites; 

• Prepare Human Resources Messaging System (HRMES) messages for all notices that 
require email notification to employees. HRMES messages will be approved by a NSSC 
CS HR Specialist and forwarded to OHCM Agency Program Manager for distribution 
through the HRMES system; and 

• Respond to inquiries concerning distributed employee notifications. 

3.2.1.6  Development of Information Materials 
The SP shall design, produce, develop and deliver information materials, within the agreed upon 
timeline, for a variety of Agency HR programs and for NSSC internal requests. The SP shall: 

• Receive NSSC CS HR Specialist approved requests for the development of information 
materials; 

• Obtain bids and develop an initial cost estimate for NSSC CS HR Specialist and 
Customer approval; 

• Create requested products to meet the needs of the targeted audiences, NASA employees, 
and/or the general public; 
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• Develop materials within the guidelines of the NASA and NSSC approved style formats 

and branding standards; and 
• Obtain approval for all informational material content from the appropriate NSSC CS HR 

Specialist staff and the requestor prior to release to any NASA and/or customer parties. 
 

Content development includes: 

• User instruction manuals; 
• Employee informational materials; 
• Troubleshooting documents; 
• Website content; 
• Desk guides; 
• Training manuals; 
• Brochures;  
• Recruitment Tools; 
• Letter and email templates; 
• Presentations; and 
• Office nameplates. 

 
Information material support may be requested for other NSSC service areas when it would not 
interfere with the timely completion of HR actions.  

3.2.1.7   Suitability Adjudication  
An individual’s ‘suitability’ refers to the person’s identifiable character traits and conduct 
sufficient to decide whether employment or continued employment would or would not protect 
the integrity or promote the efficiency of the service. All persons appointed to covered positions 
are subject to suitability adjudication for government employment. This determination is made 
by reviewing the required background investigation as well as resumes, Optional Form (OF)-
306s, etc. Determining suitability is an inherently governmental function. In the processing and 
recommendation stages, the SP shall provide functional, administrative support and shall prepare 
new hire cases for CS adjudication decisions in accordance with applicable federal laws, 
regulations, OPM guidance, and NASA policies. The SP shall:    

• Identify New Hires;  
o Check WTTS report daily to identify new hires; 
o Conduct initial suitability screening for applicants prior to entry on duty;  

• Validate Need;  
o Check ePDS/WTTS for level of investigation required; 
o Check CVS to see if person has necessary investigation; and 

• Ensure that new investigations are initiated within 14 calendar days of entry-on-duty. 
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If there is a previous, favorably adjudicated investigation on file at the currently required or 
higher level, reciprocity applies. The SP shall:   
 

• Complete the Security Tab in WTTS to notify Center;     
• Review available information and prepare package and recommendation for 

determination of principles of reciprocity by the CS; 
• If favorable decision is made, report favorable determination to Center and OPM, close 

out in IdMAX, place the Certificate of Investigation (COI)  in employee’s eOPF and 
forward the Case Closing Transmittal (CCT)  to Center Security within required time 
lines;   

• If reciprocity is not granted due to unfavorable information,  request a copy of the 
previous investigation or forward to OPM if required for adjudication based on CS 
guidance; 

• If there is material, intentional false statement, or deception or fraud in examination or 
appointment, OPM is required to make the suitability adjudication decision. The SP shall 
prepare packages for CS review before forwarding to OPM; 

• For all other categories of unfavorable information, the Agency can make the 
adjudication decision. Report favorable determination to Center and OPM, close out in 
IdMAX, place the COI in employee’s eOPF and forward the CCT  to Center Security 
within required time lines. If an unfavorable decision is made, prepare for CS review a 
“Proposed Action Letter” to Applicant/Appointee of intended unfavorable determination, 
to allow due process; 

• If Agency debarment is warranted, prepare package for CS review for referral to OHCM 
for decision; and     

• Consider any additional information provided and provide adjudication recommendation 
to CS for decision. If a favorable decision is made, follow the steps above, in addition to 
preparing “Letter of Advisement” if required. If an unfavorable decision is made, 
prepare “Final Action Letter” for CS signature and forwarding to Applicant/Appointee. 
Coordinate with NASA Center HR Office and Security to withdraw job offer or remove 
appointee from employment.   

 
If there is not an investigation on file of the required or higher level, the SP shall:   
 

• Complete the Security Tab in WTTS to notify the Center;   
• Initiate eQIP for applicant/appointee; 
• Prepare package so initial suitability decision can be made by CS based on available 

information (OF-306, resume, etc.); 
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• If initial favorable suitability can be made, submit investigation request to OPM/or 

request copy of any Record of Investigation (ROI) on file; 
• Upon receipt of investigation from OPM prepare package and adjudication 

recommendation for CS adjudication decision;   
• If favorable decision is made, report favorable determination to Center and OPM, close 

out case in IdMAX, file the  COI  in eOPF and forward CTT  to Center Security; and  
• If there is material, intentional false statement, deception or fraud in examination or 

appointment, OPM is required to make the suitability adjudication decision. In these 
cases, the SP shall prepare package for CS review before forwarding to OPM. 

 

For all other categories of unfavorable information, the Agency can make the adjudication 
decision. Review available information and prepare package and recommendation for 
adjudication determination by the CS.    

• If favorable decision is made, report favorable determination to Center and OPM within 
required time lines, close out case in IdMAX, file COI in eOPF and forward CCT to 
Center Security within the required timelines.  

• If an unfavorable decision is made, prepare “Proposed Action Letter” to 
Applicant/Appointee of intended unfavorable determination, to allow due process.   

• If Agency debarment is warranted, prepare package for CS review for referral to OHCM 
for decision. Consider any additional information provided and provide adjudication 
recommendation to CS for decision.    

• If a favorable decision is made, follow the steps above, in addition to preparing “Letter of 
Advisement”, if required. If an unfavorable decision is made, prepare “Final Action 
Letter” for CS signature and forwarding to Applicant/Appointee. Coordinate with NASA 
Center HR Office and Security to withdraw job offer or remove appointee from 
employment. 

The SP shall report Suitability utilization and metrics in accordance with DRD 3.2-2. 

3.2.2  Employee Training Administration 
Employee training administration provides transactional and administrative type support for 
standard and unique training requirements such as training data entry, administration of the 
Agency’s LMS and survey and assessment support. 

3.2.2.1  Training Data Entry 
The SP shall enter employee training data into NASA’s automated LMS for each training 
instance to produce updated training histories. Source documents include internal and external 
course requests, learning history, approved training forms, attendance and completion data, and 
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course information. The SP shall maintain training authorization documentation in electronic 
files including: 

• All email correspondence; 
• Modifications; 
• Purchase Order documents; 
• Copies of approved training and reimbursement requests; and 
• Course receipts and proof of attendance documents. 

 
The SP shall provide Training Data Entry Status Reports in accordance with DRD 3.2-3. 

3.2.2.2  Administration and Oversight of the Agency Learning Management System 
The SP shall support the System for Administration, Training and Educational Resources for 
NASA (SATERN), the Agency LMS. The support activities referenced below shall consider 
customer needs and feedback as expressed through the identification of Agency and Center-
specific training needs, system functionality comments as well as advances in on-line training 
capabilities. The SP shall: 

• Complete all Incident Service Requests related to this activity at the lowest level 
possible; 

• Support Center Training Offices with Agency Course Catalog maintenance 
• Support all Agency Training Certification Programs, to include Supervisor Training 

Certification and Science, Technology and Exploration Program; 
• Enter training data and/or verify training data (grades, modifications, rosters, etc.) is 

entered accurately and archived in NASA’s on-line training systems; 
• Verify attendance/completion of training tracked within the LMS; and 
• Support Center Training Offices with the administration of courses. This applies to all 

scheduled offerings, whether purchased or no-cost. Examples of these duties are 
“reserve” seats for specific courses, track reservations against available seats, and 
maintain a “waiting list,” if necessary. The reserved seats may be set aside for a single 
organization or for multiple organizations. 

 

3.2.2.3  Support to Surveys and Assessments 
The SP shall support, coordinate, facilitate, and administer customer/Agency surveys, to include 
Employee Exit Surveys, new hire surveys, Office of Diversity and Equal Opportunity (ODEO) 
surveys and studies of interest to the Government, as requested by the NSSC CS HR Specialist. 
The Agency/Centers will retain content definition, determination of appropriate software/tools, 
definition of implementation plan/schedule, analytical reasoning and analysis, and development 
of conclusions and recommendations. The SP shall: 

• Provide support during the development, deployment and results analysis of surveys and 
assessments; 
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• Make effective use of all available media in publicizing surveys; 
• Deploy standard surveys and assessments to the appropriate customer or Agency target 

audience; 
• Collect results and keep with the design parameters of acceptable response rates to 

complete initial analysis of results data, and provide summary data reports to the 
requestor; 

• Maintain a survey and assessment repository containing both standard and customized 
survey assessment questions as well as data files of past survey and assessment results; 

• Manage and administer a survey and assessment tools library to make available for 
NASA-approved and authorized use; and 

• Provide survey reports in accordance with DRD 3.2-4. 

3.2.3  Employee Benefits 
The SP shall provide general administrative, advisory, and transactional support for employee’s 
health, life, leave, and retirement benefits. Employee Benefits Administration includes: 

• Benefits Counseling/Processing; 
• Retirement Counseling/Processing; 
• On-boarding/In-processing; 
• Civilian/Military Deposits and Redeposits; 
• Administration of Leave Programs; 
• Payroll/Time and Attendance Processing; and 
• Workers Compensation/Unemployment Compensation. 

3.2.3.1  Benefits Counseling and Processing 
Examples of key benefits programs are: Federal Employees Group Life Insurance (FEGLI), 
Federal Employee’s Health Benefits (FEHB), NASA Employee’s Benefits Association (NEBA), 
Thrift Savings Plan (TSP), Federal Long Term Care Insurance Program (FLTCIP), and Flexible 
Spending Accounts (FSA). The SP shall: 

• Counsel employees, selectees, and other authorized parties on entitlements, necessary 
forms, and/or method to enroll, file, and/or claim benefits; 

• Accommodate benefit counseling sessions by telephone, electronic means, and/or face to 
face at the NSSC; 

• Provide accurate information and calculations, such as service computation date, based 
on the most current Federal law, NASA regulations, and OPM guidance; 

• Provide advice to employees and employment candidates on entitlements and the 
timeframes and methods in which to file for such benefits; 

• Prepare summary of benefits for use in litigation and /or civil complaints and grievances 
when requested by the NSSC CS HR Specialist; 

• Review employee’s electronic Official Personnel Folder (eOPF) to ensure that all 
required benefits documentation is contained in the employee’s OPF and add all 
documents found to be missing in accordance with OPM’s Guide to Recordkeeping; 
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• Review enrollment and claim forms to ensure appropriate entitlement, completeness, 

accuracy and receipt of necessary documentation; 
• Process Temporary Continuation of Coverage (TCC) enrollments; 
• Inform the employee of the reconsideration process should the employee be determined 

not qualified to make a benefit election; 
• Process employee FEGLI survivor claims (the death of a dependent); 
• Process new enrollments and changes to benefits in FPPS, ensuring that forms and/or 

documentation are filed in the eOPF according to OPM’s Guide to Personnel 
Recordkeeping; 

• Work with appropriate agencies (e.g. DOI, Met Life, OPM, TSP, etc.) to resolve inquiries 
and requests to ensure the employee is receiving the appropriate benefits coverage and/or 
premium charges and correct errors when detected; and 

• Provide documentation required for debt validation. 

3.2.3.2  Retirement Counseling and Processing 
Federal Employee Retirement processing includes calculating retirement estimates, preparing 
retirement packages and counseling employees. The SP shall prepare retirement packages, 
including Federal Erroneous Retirement Coverage Correction Act (FERCCA), and retirement 
estimate calculations in preparation for prospective or immediate retirement. All retirement 
counseling will be performed by NSSC CS HR Specialist. SPs will respond to inquiries and 
answer questions, but will not conduct counseling. 

For retirement estimates, the SP shall: 

• Receive request from employee and ensure appropriate documentation is included and 
complete; 

• Calculate and provide annuity estimates and certified summaries to employees; 
• In accordance with OPM’s Guide to Recordkeeping, the SP shall review employee’s 

eOPF to ensure that all required benefits documentation is contained in the employee’s 
eOPF and include all documents found to be missing; 

• Review previous military and civilian service and determine creditability; notify the 
NSSC CS HR Specialist when the records contain complex service history (e.g. breaks in 
service, leave without pay and questionable coverage, etc.); and 

• Request missing documentation from employees (e.g. Social Security Earnings, 
completed deposit receipts, etc.). 
 

For retirement packages, the SP shall: 

• Inform employees and other authorized parties of the necessary forms/applications, 
and/or methods to apply for retirement (Disability, Optional, Discontinued Service 
Retirement (DSR), Voluntary Early Retirement Authority (VERA), and Special). 
Calculate and provide annuity estimates and certified summaries to employees; 

• Review applications for retirement (Disability, Optional, DSR, VERA, and Special); 
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• Track all “begin my retirement application requests” and keep the employee informed of 

the progress of the application; 
• Inform employees and other authorized parties of the necessary forms/applications to 

make a deposit or redeposit of civilian and/or military time; 
• Refer applications for civilian and/or military deposits and redeposit to the Civilian and 

Military Deposit/Redeposit Processing Team;  
• Ensure that all applicable forms are scanned and uploaded into the eOPF according to 

OPM’s Guide to Personnel Recordkeeping; 
• Complete and save required application forms in GRB Assist or other authorized system; 
• In accordance with OPM’s Guide to Recordkeeping, the SP shall review employee’s 

eOPF to ensure that all required benefits documentation is contained in the employee’s 
eOPF and include all documents found to be missing; 

• Create SF 52, Notification of Personnel Action, in the Department of Interior’s Federal 
Personnel and Payroll System (FPPS) by coding the proper nature of action and legal 
authority in accordance with OPM’s Guide to Processing Personnel Actions; 

• Review previous military and civilian service and determine creditability; notify the 
NSSC CS HR Specialist when the records contain complex service history (e.g., breaks in 
service, leave without pay and questionable coverage, etc.); 

• Review and sign all beneficiary forms that are submitted with Retirement packages and 
ensure forms are filed according to OPM’s Guide to Personnel Recordkeeping 

• Request missing documentation from employees (e.g. Social Security Earnings, 
completed deposit receipts, etc.); 

• Determine the inclusion of documents supporting unrelated personnel actions and initiate 
supplemental forms depending upon the nature of action being processed (e.g., Social 
Security statement, SF 50 showing initial FEGLI coverage, Tennessee Valley Authority 
(TVA) documents, etc.); 

• Process returned forms from survivors of deceased NASA employees; 
• Follow up with required agencies to ensure completion of payout for survivors of NASA 

deceased employees;  
• Work with appropriate agencies (e.g. DOI, Met Life, OPM, TSP etc.) to resolve inquiries 

and requests to ensure the employee is receiving the appropriate benefits coverage and/or 
premium charges and correct errors when detected prior to retirement; and 

• Ensure that disability retirements are tracked and OPM’s process is followed. 

3.2.3.3  On-Boarding/In-Processing 
The On-Boarding/In-Processing SP caseworker shall provide the employee with a single point of 
contact throughout their in-processing process. The SP shall contact applicant/employees 
published in the Workforce Transformation Tracking System (WTTS), within the prescribed 
timeframe, to: 

• Schedule an appointment to provide benefits, forms, drug testing, financial disclosure, 
Entrance on Duty System (EODS) and relocation counseling to the applicant/employee 
based on their appointment type; 
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• Seek answers and information from other functional areas and provide the 

information/responses to the applicant/employee, e.g., relocation reimbursement, Center 
and salary related questions; 

• Follow-up with applicant/employee for missing in-processing forms; 
• Ensure in-processing forms are complete and current in WTTS/EODS; and 
• Access the applicant/employee’s record in WTTS to gather information and 

documentation to build their electronic Official Personnel Folder (eOPF). 

3.2.3.4  Civilian and Military Deposit Processing 
In support of Civilian/Military Deposits and/or Redeposits, and Continuation of Payments of 
Civilian/Military Deposits, the SP shall:   

• Inform employees and other appropriate parties of the necessary forms, and/or method to 
apply to make a deposit (military and civilian) and/or redeposit; 

• Calculate and provide deposit and/or redeposit estimates to employee; 
• Review and process applications for deposit (military and civilian) and/or redeposit; 
• Complete and save required application forms in GRB Assist or other authorized system; 

and 
• Request missing documentation from employees (e.g. RI 20-97, DD 214, Academy 

Transcripts, etc.). 

3.2.3.5  Administration of Leave Programs 
The SP shall administer the Advanced Sick Leave, Voluntary Leave Transfer and Voluntary 
Leave Bank Programs utilizing caseworkers to provide the employee with a single point of 
contact through-out the process. The caseworker shall: 

• Manage all aspects of the process to ensure identification of the participant, receipt and 
completion of documents, appropriate tracking and routing, systems processing and 
accurate record keeping; 

• Receive requests/extensions and medical documentation from employee and/or 
employee’s supervisor and document requesting employee’s current leave balances; 

• Prepare the completed request for appropriate supervisor’s approval/denial. Upon 
approval/denial, the SP shall provide requesting employee’s supervisor and NSSC 
Payroll with final disposition and documentation of request; 

• Accept and process automated leave donor applications for recipients who are approved 
for participation in the voluntary leave donor and leave bank programs; 

• Upon Leave Bank Board approval of a recipient’s request, the SP shall process the 
request in the Agency’s Time and Attendance system and establish a leave bank recipient 
account in DOI’s FPPS; and 

• Seek answers and information from other functional areas and provide the 
information/responses to the employee, e.g., Leave Without Pay (LWOP), disability 
retirement options, etc. 
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3.2.3.6  Payroll/Time and Attendance Processing 
The SP shall use FPPS to perform the pay and personnel functions for Federal employees. In 
addition, the SP shall use DOI’s Interior Business Center (IBC) Datamart to retrieve historical 
pay and personnel information as needed. The SP shall use the Agency’s payroll system for the 
electronic delivery to DOI of time and attendance data necessary to process employee payroll. 

3.2.3.6.1    Employee Payroll 
The SP shall perform review and validation activities regarding employee salary and benefits 
payments. The SP shall: 

• Validate and reconcile leave, including donated, restored, military, court, annual, sick and 
other leave; 

• Validate requests for compensatory time pay out for Fair Labor Standards Act (FLSA) 
exempt Federal employees; 

• Validate and correct adjustments resulting from what was paid versus what should have 
been paid; 

• Initiate corrective action for rejected direct deposit information; 
• Provide general information services to employees and act as liaison between employees, 

the NASA Centers, and DOI for replacement Electronic Funds Transfer (EFT) and check 
payments, Equal Employment Opportunity (EEO) and negotiated settlements, salary 
garnishments, and legal requests for Payroll documentation; 

• Conduct audit reviews and validations of information contained in employees’ payroll 
files, as requested; 

• Scan employee pay record documentation for on-line retrieval; and 
• Initiate NASA employee’s overseas attributes in FPPS, periodically update and return 

NASA employee’s attributes back to a U. S. payroll standard. 

3.2.3.6.2    Time & Attendance 
The SP shall perform review and validation activities of time and attendance information for 
Federal employees. The SP shall: 

• Utilize designated time & attendance system for CS personnel; 
• Validate receipt and proper certification of complete time and attendance information 

(‘timecard’) for each employee bi-weekly. Inform employees and/or certifying officials 
of missing timecards. Request assistance from NASA NSSC in the event the employee or 
certifying official is not available; 

• Submit NASA’s time and attendance data to DOI for bi-weekly processing. Validate that 
the information has been accepted and will be processed by DOI. Inform NASA of the 
status of bi-weekly time and attendance processing prior to the deadline for receipt by 
DOI; and 

• Generate, validate, and distribute time and attendance reports. 
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3.2.3.7   Federal Workers’ Compensation Program (FWCP) and Unemployment 

Compensation (UC) 
The SP shall provide general administrative, advisory, and transactional support for employee 
federal workers’ compensation benefits. The SP shall provide support for unemployment 
compensation, as needed. FWCP and UC administration shall be performed in accordance with 
applicable Federal laws or regulations, OPM guidance, DOL guidance and NASA policies. The 
SP shall inform employees and supervisors on their entitlements and specific timeframes and 
methods in which to file for such benefits. Upon specific requests by the Center HR POCs, the 
SP shall prepare a summary of benefits for use in litigation and /or civil complaints and 
grievances.   

3.2.3.7.1    FWCP Case Management  
The Federal Employees' Compensation Act (FECA) provides workers' compensation coverage to 
three million federal and postal workers around the world for employment-related injuries and 
occupational diseases. Benefits include wage replacement, payment for medical care, and when 
necessary, medical and vocational rehabilitation assistance in returning to work. FWCP Case 
Management support includes: all administrative aspects regarding FWCP Case Management. 
The SP shall provide information related to Federal and NASA benefit programs to NASA 
employees and/or supervisors. The SP shall, upon request:  

• Advise employees, supervisors, selectees, and other authorized parties on Office of 
Workers’ Compensation Program (OWCP) entitlements and benefits, necessary forms, 
and/or method to enroll, file, and/or claim benefits; 

• Work with appropriate agencies (e.g. DOI, DOL, and etc.) and centers to ensure that 
appropriate monies are being collected and submitted for the employee; 

• Work with various Agencies as needed to gather or provide information; 
• Advise employees and supervisors of the FWCP Case Management process and answer 

questions about the status of the claim; 
• Work with the NSSC HR civil servants to ensure employees are being returned to duty at 

the earliest possible time; 
• Submit quarterly OWCP reports and maintain records for all appropriate NASA injury 

and illness forms, and other claims reports as requested by the Agency Workers' 
Compensation Manager; 

• Review enrollment and claim forms to ensure appropriate entitlement, completeness, 
accuracy, and receipt of necessary documentation; 

• Track all FWCP Claims and maintain contact with the employee regarding the 
submission of the application and FWCP case; 

• Request missing documentation from employees (e.g. medical documentation); 
• Ensure employees are being credited correctly for Continuation of Pay (COP) in NASA’s 

time and attendance system; 
• Maintain records of employee claims and comply with records retention requirements for 

closed case files; 
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• Document the return-to-work progress for limited duty; 
• Periodically review cases at the Center's associated OWCP district office. Special efforts 

shall be taken to document long-term cases; 
• Assist the Inspector General (IG) review of documents if a case is forwarded to them for 

investigation; 
• Respond to requests for information from the Agency’s Federal Workers’ Compensation 

Manager; 
• Ensure case files are organized, up to date, and that documentation is being kept current 

to coincide with the status of the case; and 
• Provide reports in accordance with DRD 3.2-5. 

3.2.3.7.2     UC Program 
The Federal-State Unemployment Insurance Program provides unemployment benefits to 
eligible workers who are unemployed through no fault of their own (as determined under State 
law), and meet other eligibility requirements of State law.  

• Unemployment insurance payments (benefits) are intended to provide temporary 
financial assistance to unemployed workers who meet the requirements of State law. 

• Each State administers a separate unemployment insurance program within guidelines 
established by Federal law.  

• Eligibility for unemployment insurance, benefit amounts and the length of time benefits 
are available are determined by the State law under which unemployment insurance 
claims are established. 

 

UC support will include: all administrative aspects of UC. The SP shall, upon request: 

• Update SF 8 as required;  
• Respond to Equifax inquiries; and 
• Refer inquires to the CS or to DOI, as appropriate. 

3.2.4  Human Resource Information Systems (HRIS) 
The SP shall support the NSSC HR organizations in the following areas: ad-hoc reporting and 
charting; website development and maintenance; HRIS systems user training; and transitioning 
support to new NSSC HR systems identified under this contract. The SP shall interface with the 
staff and systems of the NEACC and external data centers under government contracts, in 
coordination with the NSSC CS HRIS staff and they shall work closely with NSSC IT personnel. 
The SP shall apply expertise in HR and IT business practices, policies and regulations in order to 
ensure appropriate prioritization, delivery, control, access, and security of HR databases, tools, 
services, and information. Support for all HRIS systems identified in Attachment J-25, IT 
Systems and Applications includes: 
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• Facilitating resolution of system issues between system users, NASA and HRIS system 

service providers (such as the LMS contractor); 
• Resolving Level 2 incidents related to HRIS systems; 
• Assisting new users and resetting passwords for current users; 
• Providing training, as needed, to facilitate user access and navigation; 
• Running canned and ad hoc system reports; and 
• Ensuring all systems contain current data; verifying that interfaces and data feeds are 

accurately populating systems; and conducting regular, manual updates for systems such 
as Workforce Information Cubes for NASA (WICN).  

3.2.4.1  HR Information Systems   
The SP shall support operations of the Agency-wide automated systems that are used by HR and 
training programs. Operational support includes HRIS systems including graphical user 
interfaces and databases; HRIS database schemas, integrations, and integrity;  production of 
customized reports; ad-hoc report requests; automated systems support to HR activities; support 
and assistance in the development of automated tools and future system enhancements through 
periodic releases to meet operational requirements. SP will provide recommendations to future 
enhancements for HRIS systems. The SP shall also provide support for complementary software 
applications and tools that are not otherwise provided by the NEACC or other Agency-wide 
initiatives.  

3.2.4.2  HR and Training Website Development & Maintenance  
The SP shall provide website and Web-based tools development/administration and associated 
graphics support for both Agency and NSSC HR and Training websites that are the responsibility 
of the NSSC HR and training organizations. The website types will include informational, 
transactional, and interactive sites. The websites shall meet all Agency, NSSC HR and training 
organization, Center, Federal requirements and standards for content to include section 508 
testing and compliance, registration, and security. The SP shall utilize the latest, common 
technologies and website designs to ensure that high quality, low cost products are integrated 
into the scheme of NSSC HR Web design.  

3.2.4.3  User Support/Expertise for Center HR Data Users  
The SP shall support the NASA HR users for the full range of HR functions. Technical and 
functional expertise shall be provided for the following: 

• Advise users on the input and use of HR system data; 
• Advise and assist users in the correction and resolution of data errors; 
• Coordinate with the NSSC CS HRIS staff on NASA cross-functional areas in correcting 

and resolving data errors; 
• Advise and assist users in application problem resolution; 
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• Provide system application training on NSSC hosted and/or supported HR systems 

including future enhancements, system implementation, and transitions to all NASA 
users via online, virtual, or instructor lead training sessions; 

• Provide report training using Agency established reporting systems; 
• Develop and maintain training materials (i.e. desk guides, user guides) for HRIS (DRD 

3.2-6); 
• Establish and maintain system/application accounts; and 
• Establish and reset system passwords. 

3.2.5  Personnel Action Processing and Maintenance of Official Employee Records 
Personnel Action Processing (PAP) includes transactional processing of HR activities that are 
necessary to appoint, separate, record, and maintain personnel changes for NASA employees. 
Maintenance of Official Employee Records includes the administration and coordination of the 
eOPF for all NASA employees. The SP shall establish, review, and maintain all information, 
forms, and data as required by the Office of Personnel Management (OPM) and shall serve as the 
official custodian for the eOPF for NASA CS personnel and provide copies or access upon 
request. 

3.2.5.1  Maintenance of Official Employee and Performance Records 
The SP shall utilize OPM’s eOPF system to maintain all employee information, forms, and data 
that comprise the eOPF and the electronic Employee Performance File. The SP shall: 

• Establish, review, and maintain official personnel records on NASA CS personnel and 
provide copies upon request; 

• Receive and scan all forms and documents for inclusion in the eOPF in accordance with 
OPM’s Standard Master Forms List, NASA Forms List, and OPM’s Guide to Personnel 
Recordkeeping; 

• Purge and validate electronic or hard copy OPFs received from the National Personnel 
Records Center (NPRC) or other Federal Agencies. During the validation process, the 
eOPF Team works in conjunction with the Personnel Action Processing Team to validate 
and perform quality reviews of all data contained within the OPF and make required 
corrections to ensure data integrity. Documents are purged in accordance with OPM’s 
Guide to Personnel Recordkeeping;  
 

• Purge eOPFs for employees leaving NASA employment in accordance with OPM’s 
Guide to Personnel Recordkeeping. Once purged, electronically transmit eOPFs to NPRC 
and other Federal agencies that utilize eOPF. For agencies that are not utilizing the eOPF 
system, eOPFs will be printed and sent hard copy and the electronic copy is sent to 
NPRC with a notification where the hard copy was sent. 

3.2.5.2  Personnel Action Processing 
The Personnel Action Processing SP shall process HR personnel transactions which produce 
updated Federal Personnel and Payroll System (FPPS) records for:  
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• SES data; 
• Official Personnel Folder (OPF) data; 
• Standard Form (SF)-50s (Notification of Personnel Action); and 
• Non-SF 50 actions such as employee and position changes. 

 
For Personnel Action Processing, the SP shall: 

• Review, code and process personnel transactions; 
• Remain current on applicable laws, rules, regulations, procedures, and decisions from 

OPM, DOI Interior Business Center (IBC) and NASA pertaining to personnel action 
processing; 

• Contact Center Human Resources Offices, NEACC and DOI/IBC to obtain assistance in 
daily processing of transactional data in FPPS; 

• Monitor the Potential LWOP/WIGI Weeks Problems Report” and the FPPS Data 
Validation Report  and, if necessary, correct data within FPPS; 

• In conjunction with the eOPF validation,  perform quality reviews and make required 
corrections to ensure data integrity;  

• Contact the NSSC CS HR Specialists on new, unusual, and/or complex issues requiring 
interpretation of federal and Agency policies or practices; 

• Elevate complex personnel actions to NSSC CS HR Specialists for review and 
completion within FPPS; 

• Inform CS of any changes in SP personnel that may impact the Center HR Offices in 
regards to personnel actions, e.g., Center Designated POCs; 

• Recommend and suggest changes to FPPS and/or datamart to improve efficiency; 
• Ensure personnel action submission schedule is up-to-date; 
• Support system releases; and 
• Ensure NSSC’s Business Intelligence Datamart (NBID) is updated to capture the 

processing of personnel transactions for utilization and metric purposes; and 
• Assist NASA employees with technical and general questions related to PAP. 

3.2.6  RESERVED 

3.2.7  Senior Executive Service (SES) Case Documentation 
SES constitutes a senior management resource to be used by the Administrator to execute the 
mission of NASA. Agency Executive Resources Boards (ERBs) conduct the merit staffing 
process leading to initial career appointment. Vacancies must be advertised at least civil-service-
wide and must be published on the USAJOBS website. Centers are responsible for the initial 
selection process. Once a selection is made, the SP shall assist the selectee in preparing their 
required Executive Core Qualifications (ECQs) document. Office of Personnel Management 
(OPM) administers interagency Qualifications Review Boards (QRBS) who must certify the 
executive core qualifications of Agency selectee before their initial SES career appointment. 
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NASA’s SES Candidate Development Program (CDP) is a competitive program designed to 
develop a cadre of highly qualified men and women with a high potential for assuming executive 
responsibilities. The program includes feedback-intensive and mentoring components to assist in 
candidate development. These experiences, normally to be completed over a period of 12 to 24 
months, include an Individual Development Plan (IDP), formal courses and seminars, 
developmental work assignments and individual mentoring from current SES members. Upon 
completion of the program training requirements, the SP shall assist the candidate in preparing 
their required ECQ presentation and assist in the development of their mentor 
Verification/Evaluation memo which equips the candidate to apply for OPM’s certification 
through an ad hoc OPM QRB. 

3.2.7.1  NASA Candidate Development Program (CDP) Certification Support 
Upon completion of the SES CDP program, the candidates are required to submit documentation 
for OPM SES Certification through submission to the OPM Qualifications Review Board 
(QRB). The SP shall: 

• Assist the candidate in the preparation of the SES CDP Executive Core Qualification 
(ECQ) presentation and Mentor Verification/Evaluation Memo to meet OPM guidelines 
and approved formats, as well as NASA and NSSC style guidance and branding 
standards; 

• Update the Executive and Schedule C System (ESCS) to create the Criterion B Case and 
provide a copy of the ESCS Success page to the Agency Program Manager; 

• Ensure that the final submission documentation is submitted to the Center point of 
contact following receipt of a complete package at the NSSC; 

• Provide regular status updates to Agency/Center POC on the progress of the documents 
from receipt through the Center-level approval process; and 

• Prepare metrics reporting and distribute to NSSC CS and Agency Program Manager in 
accordance with DRD 3.2-6. 

 
3.2.7.2  SES Appointment Certification Support 
Upon selection of a candidate for an advertised SES position at a NASA Center, a candidate 
must receive OPM SES certification prior to being placed in the position. The NSSC supports 
this process by working closely with the candidate to ensure a complete, accurate package is 
submitted to the OPM QRB. The SP shall: 

• Assist the candidate in perfecting the ECQ documents to meet OPM guidelines and 
approved formats, as well as NASA and NSSC style guidance and branding standards; 

• Forward candidate approved final documentation to the Center point of contact for 
review and concurrence; 

• Forward Center approved final documentation to the Agency Program Manager for 
approval and submission to the OPM QRB; 
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• Update the ESCS to include building the individual record and creating the QRB case and 

providing a copy of the ESCS success page to the Agency Program Manager; 
• Provide regular status updates to Agency/Center HR POC on progress of the documents 

from receipt through the Agency approval process;  
• Prepare metrics reporting and distribute to NSSC CS HR Specialist and Agency Program 

Manager on a weekly basis (DRD 3.2-7); 
• Prepare rewrites and resubmissions in the cases of QRB re-write requests or disapprovals, 

within the prescribed timeline; and 
• Work with the candidate to refine the resume in support of the ECQs for submission to 

OPM. 

3.2.8  RESERVED 

3.2.9  RESERVED 

3.2.10  RESERVED 

3.2.11  Financial Disclosure Processing 
The SP shall utilize the Ethics Program Tracking System (EPTS) to process Office of 
Government Ethics (OGE) Form 450, OGE Form 450A, OGE Form 278 and OGE Form 278-T. 
Specific tasks include: 

• Ensure new entrant, annual and termination notification and reminders are sent to the 
appropriate NASA employee within the prescribed timeframe; 

• Prepare and provide the Office of General Counsel (OGC) with a draft annual 
notification and reminder for review and concurrence prior to sending annual notification 
and reminders to filers; 

• Send annual, new entrant and termination filer notifications and reminders within the 
timeframes prescribed by the OGC and/or NSSC; 

• Provide notification to the Center Administrative Officers and assist with additional filing 
preparation tasks such as developing knowledge articles, working with the Customer 
Contact Center, committee assignment updates, and deactivating accounts which may 
arise due to system limitations; 

• Support Special Government Employee (SGE) filing processes and assist with additional 
tasks requested by the OGC and/or Committee Management Office such as 
updating/adding SGE information in EPTS and providing filing status reports; 

• Prepare EPTS to support annual electronic filing prior to notifying filers; 
• Send required annual Ethics training notification to filers, upon request by the Center 

Legal Offices and/or OGC; 
• Support EPTS system releases; and 
• Ensure hard copy OGE Form 450, OGE Form 450A, OGE Form 278 and OGE Form 

278-Ts received from filers are complete, uploaded to EPTS and updated to the 
appropriate form status within the prescribed timeframe. 
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• Ensure the Customer Contact Center’s Financial Disclosure Filing knowledge articles are 

current and accurate; 
• Assist NASA employees with technical and general questions related to Financial 

Disclosure filing; and 
• Ensure the Ethics Advisor contact list is current. 

3.2.12  On-line Course Management Services 
NSSC supports the Agency with Online training course content conversion, testing, and upload 
to the Agency LMS, currently the System for Administration, Training, and Educational 
Resources for NASA (SATERN). Online training course content is any Web-enabled training 
course content hosted within SATERN and available to NASA users. The course content can be 
standardized Agency-wide training. Cost estimates for new course loads and content updates will 
be based upon an initial estimate of the work to be provided (to include compliance and 
operational testing). Course catalog maintenance, deactivations, content updates of less than four 
hours labor, course customer support, and operational troubleshooting are included as part of the 
basic SATERN Admin support rate. The SP shall be a single conduit for adding and updating 
online training within the Agency LMS. The SP shall support the upload and maintenance of 
online courses on the SATERN LMS and shall: 

• Use automated conversion tools, where possible, to support NASA customers in the 
conversion and upload of existing training courses into new, online SATERN courses 
that meet SATERN, Section 508 requirements Sharable Content Object Reference Model 
(SCORM) and/or Aviation Industry Computer Based Training Committee (AICC) 
conformance as well as any new emerging online course protocols; 

• Update existing SATERN online content; 
• Provide the upload and activation of successfully tested courses into SATERN; 
• Provide troubleshooting and repair of NSSC converted courses that fail to operate within 

the SATERN environment (Customer provided courses will be returned to customer for 
repair); 

• Maintain and update on-line course catalogues, course availability, and provide support 
to the customer; 

• Provide support to troubleshoot, restore or replace SATERN courses made inoperable 
due to system or environment changes; 

• Support the development and deployment of training classes via mobile enabled 
applications; 

• Provide content development estimates for course create/update/upload/deactivation 
requests; and 

• Maintain course descriptions in the LMS for approved courses and update and maintain 
the list of standard training requirements, communication methods, and 
Curricula/Assignment Profiles. 
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3.2.13  External and Internal Training Purchases 
The SP shall support the award and administration of external and internal training purchases. 
These purchases are made by Government Contracting Officers using purchase orders, delivery 
orders, interagency agreements and purchase cards. The SP shall perform all tasks up to award 
with the exception of negotiations, source selection (competitive purchases), file review and 
signature (award document or credit card authorization sheet). While requirements vary based on 
the dollar value and whether competition is required, they typically include services covered in 
Section 3.3.7, “Agency Contracting.” The SP shall provide status reports in accordance with 
DRD 3.2-2. 

3.2.13.1  External (Off-site) Training Purchases  
External training is defined as training where the instruction takes place off site. To support the 
purchase of external training, the SP shall: 

• Prepare electronic file documentation templates, fax cover sheets and forms; 
• Review sole source justifications for adequacy and coordination with Center Training 

Officers when revisions are necessary; 
• Contact the training vendor to verify class availability, schedule, location, substitution 

and payment methods; 
• Follow up with learners and Center Training Office when information is missing, training 

schedule changes, substitutions classes are not available, or a cancellation is required; 
• Assemble file documentation required to make a determination of price reasonableness;  
• Create order logs in P-Card Solutions; 
• Create purchase orders in SAP using the “outside buyer” role and de-obligate funds when 

modifications are received; 
• Update information in IT systems (ITSM, SATERN, Systems Application Product 

(SAP), etc.); 
• Verify all Enterprise Human Resources Integration (EHRI) data entries are completed on 

the external training request form; 
• Review and update training documents (i.e. SF 182) and add billing instructions for 

academic purchases; 
• Receive, prepare and validate academic training invoices for payment and reject invoices 

if not in compliance with billing instructions; 
• Update and maintain the Training Purchases Reconciliation Tool for reporting 

transactions to the Centers; 
• Confirm with training vendors that learners have been registered and payment has been 

received; 
• Research and update Training Purchases Incident Tickets; 
• Assist with research of monthly purchase card reconciliation and the payment of 

academic training purchases; 
• Consult with requester for final vendor selection ; 
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• Verify that vendor is not listed on the Excluded Party list in System for Award 

Management (SAM); 
• Verify conference information with the NASA Conference Tracking System (NCTS); 
• Research and validate course and vendor data for training requests submission; 
• Validate cancellation requests for processing and verify with vendor if refunds will be 

obtained; 
• Verify modifications requests with vendors for processing; 
• Verify approval, reviewing training reimbursement requests, and confirming course 

attendance/completion; 
• Support the purchase of standard training classes for the Agency (e.g., export control, 

Information Technology (IT) security, and ethics); 
• Perform market research to identify and recommend potential training providers; 
• Review sole source justifications for adequacy and coordination with Center Training 

Officers when revisions are necessary; 
• Perform post-award administration on purchase orders to include processing invoices for 

CO certification and payment by NSSC Financial Management; 
• Research open P-Card Order Logs with aged training dates and contacting vendors, 

center training office or learners (if necessary); and 
• Assist with bill collections for pending credit card and check refunds utilizing NSSC’s 

Financial Management’s Information Data Request (IDR) and Anticipated Collections 
Tool. 

3.2.13.2          Internal (On-site) Training Purchases  
Internal training is defined as training where the instruction takes place on site.   

3.2.13.2.1 Internal Training Purchases Less Than $25K 
The SP shall support the purchase of internal training. The SP shall: 

• Prepare checklists, file documentation templates, and forms; 
• Review sole source justifications and SOWs for adequacy and coordination with Center 

Training Officers when revisions are necessary; 
• Maximize awards to Small Businesses, Small Disadvantaged Businesses, Women-owned 

Businesses, Service Disabled Veteran Owned Small Businesses and HUB-zone 
Businesses; 

• Prepare synopsis files for posting on the NASA Acquisition Internet Service (NAIS), 
when required. Likewise, the SP shall prepare files for posting on GSA e-Buy or SEWP. 
After award, when applicable, posting sole source documentation to FEDBIZOPPS; 

• Prepare RFQs and soliciting quotes from training vendors; 
• Follow up with Center Training Officers when training schedules changes, classes are not 

available, or a cancellation is required; 
• Evaluate quotes to include coordination of technical evaluations with Center Training 

Officers and the determination of price reasonableness; 
• Consult with requester for final vendor selection; 
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• Verify that vendor is not listed on the Excluded Party list in SAM; 
• Research and update Training Purchases Incident Tickets; 
• Manage the automated registration for internal NASA and Center courses; 
• Perform market research to identify and recommend potential training providers; 
• Research and validate course and vendor data for training requests submission; 
• Validate cancellation requests for processing; 
• Prepare modifications to add or reduce the number of learners, change date or location, 

cancel classes, and/or de-obligate funds. Verifying modifications requests with vendors 
for processing; 

• Assemble file documentation required for the purchase. The documentation will be 
placed on a shared drive where it can be viewed by the Contracting Officer when 
approving awards; 

• Create purchase orders in SAP using the “outside buyer” role; 
• Update information in IT systems (ITSM, SATERN, SAP, Federal Procurement Data 

Systems – Next Generation (FPDS-NG), etc.); 
• Distribute copies of award documents; 
• Participate in training telecoms and meetings; 
• Generate and maintain an electronic record of monthly internal training awards and 

modifications by value and type of award or modification; 
• Update and modify the Training Purchases Query System; 
• Perform post-award administration on purchase orders to include processing invoices for 

certification and payment by NSSC Financial Management; and 
• Assist in award file closeout activities. 

3.2.13.2.2  Internal Training Purchases Greater Than $25K 
The SP shall perform the same requirements as set forth in PWS section 3.2.13.2.1 above. 

3.3  PROCUREMENT  
The SP shall perform all procurement activities in conformance with all Federal laws, Agency 
regulations, OMB Circulars, Executive Orders, Agency policy and requirements documents, 
NSSC Service Delivery Guides, and NSSC work instructions set forth in Attachment J-22, 
References. The performance of these activities requires the SP to possess a proficient working 
knowledge of the procurement laws, regulations, and guidance set forth in Attachment J-22, 
References and the procurement systems set forth in Attachment J-25, IT Systems and 
Applications, which the SP shall use to perform these activities.   

It is the policy of the United States to provide the maximum practicable opportunity for 
participation of small business, veteran-owned small business, service-disabled veteran-owned 
small business, HUBZone small business, small disadvantaged business, and women-owned 
small business concerns in its acquisitions, consistent with efficient contract performance. These 
principles shall be an important consideration in all acquisition planning performed in support 
the activities described in this Section 3.3.    
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The SP shall perform all non-inherently governmental pre-award and post-award tasks necessary 
to award and administer purchase/delivery/task orders, blanket purchase agreements, interagency 
agreements, contracts, grants, and cooperative agreements in support of the overall NASA 
mission. The SP shall also provide administrative and program support to the NASA 
procurement programs identified in Sections 3.3.1 and 3.3.7. 

To the maximum extent practicable, the SP shall identify, develop, and implement process 
improvements that provide for more efficient and/or cost effective performance of the 
procurement activities identified in Section 3.3.  

For all procurement activities identified in Section 3.3, the SP shall: 

• Document all SP processes and procedures in work instructions in accordance with DRD 
3.0-1; 

• Ensure all business rules, service delivery guides, desk guides and work instructions 
developed by the SP are continuously updated and maintained; 

• Inform the NSSC Procurement Officer of any work processes that deviate from those 
contained in the service delivery guides, desk guides and work instructions; 

• Establish a formal training program consisting of both classroom procurement training 
courses taught by commercial vendors certified to provide Federal Acquisition 
Certification in Contracting (FAC-C) training and informal on-the-job training taught by 
SP subject matter experts and management officials to insure SP procurement personnel 
maintain a proficient working knowledge of both the procurement laws, regulations, and 
guidance set forth in Attachment J-22, References and the procurement systems set forth 
in Attachment J-25, IT Systems and Applications; 

• Participate in scheduled and ad-hoc meetings with NSSC contracting officers, NASA 
management officials, NASA program office personnel, internal and external NASA 
customers, and other contractors and grant recipients. These meetings may take place in 
person or through the use of available virtual technologies (telecons, ViTS, WebEx); 

• Use NASA’s Contract Management Module (CMM) to generate all solicitations, 
contractual and financial instruments, modifications, and supplements issued or awarded 
by the NSSC. CMM is an integrated Agency contract writing system that utilizes PRISM 
software and interfaces with NASA’s SAP Core Financial system. CMM is one of the 
key systems set forth in Attachment J-25, IT Systems and Applications that the SP will 
use to award and administer contractual and financial instruments at the NSSC; 

• Use the systems set forth in Attachment J-25, IT Systems and Applications to compile 
data required to answer NASA Headquarters and Center data calls and support internal 
and external audits or program reviews; 

• Ensure that knowledge articles used by the NSSC Customer Contact Center are current to 
support incoming customer inquiries which can be addressed at Tier 0/ Tier 1; 

• Monitor and resolve Level II incident tickets received from the NSSC Customer Contact 
Center; and 

• Generate and distribute routine and ad-hoc reports. These reports are generated from 
systems identified in Attachment J-25, IT Systems and Applications and are used to 
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support day-to-day operational procurement requirements. These reports differ from the 
formal DRD reporting requirements in that they are informal in nature, require little data 
manipulation, and are generally used to support a specific preaward or postaward 
administration activity.  

3.3.1  NASA Procurement Programs Support  
The SP shall support the following NASA Procurement Programs. 

3.3.1.1  Federal Acquisition Certification in Contracting (FAC-C)  
The Federal Acquisition Certification in Contracting (FAC-C) program established core 
requirements for education, training, and experience for contracting professionals in civilian 
agencies and was enacted pursuant to Section 6(a) of the Office of Federal Procurement Policy 
Act. The SP shall support this program by:  

• Serving as the POC for Program participants for logistical and operational matters; 
• Advising Center procurement offices of scheduled classes for the fiscal year, upcoming 

classes and available slots; collecting names of course participants; and prioritizing 
course attendance in accordance with the NASA Procurement Career Development and 
Training Policy; 

• Coordinating course logistical requirements with on-site training and logistical personnel, 
instructors, and participants. The SP shall coordinate with and assist employees with 
disabilities, dietary restrictions, transportation needs, and any emergency issues that may 
arise during the duration of the class; 

• Building course registrations for procurement (FAC-C or continuous learning) courses in 
the NASA learning management system and providing updates as needed; 

• Providing NASA learning management system assistance to NASA personnel registering 
for procurement (FAC-C or continuous learning) courses;  

• Maintaining the Agency’s master list of NASA FAC-C holders. The SP shall input new 
FAC-C applicants into the Agency’s master list of NASA FAC-C holders and make 
required updates to reflect employee resignations, transfers, or retirements, as necessary; 

• Reviewing equivalency/fulfillment FAC-C requests for adequacy and compliance with 
NASA Procurement Career Development and Training Policy. Drafting recommended 
responses to individual equivalency/fulfillment FAC-C requests for signature by the 
responsible NASA official. The SP shall distribute final documents in accordance with 
NASA’s direction; 

• Preparing FAC-C applications submitted by the Centers for signature by the responsible 
NASA official; 

• Creating hard copy FAC-C certificates for approved FAC-C Applicants and mailing the 
signed certificates to the appropriate Center training coordinator; 

• Providing FAC-C metrics information to Headquarters Office of Procurement and NSSC 
procurement officials upon request; 

• Querying and running periodic reports out of NASA learning management system on 
continuous learning points earned by NASA FAC-C holders and distributing those 
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reports to Headquarters Office of Procurement, Center, and NSSC procurement officials; 
and  

• Drafting updates to the NASA Procurement Career Development and Training Policy as 
needed, based on recommendations provided by responsible Headquarters Office of 
Procurement personnel. 

3.3.1.2  Federal Acquisition Certification for Contracting Officer’s Representative (FAC-
COR) Program 

The Federal Acquisition Certification for Contracting Officer’s Representative Program (FAC-
COR) and NASA’s policy implementing the FAC-COR program has its basis in the Office of 
Federal Procurement Policy Letter 05-01, which established the government-wide framework for 
ensuring a federal acquisition workforce with the skills necessary to deliver best value supplies 
and services, find optimal business solutions, and provides strategic business advice to 
accomplish agency missions. The SP shall support this program by: 

• Serving as the POC for Program participants for logistical and operational matters; 
• Querying and running periodic reports out of the NASA learning management system on 

continuous learning points earned by NASA FAC-COR holders and distributing those 
reports to Headquarters Office of Procurement, Center, and NSSC procurement officials. 
Running specific queries on training courses successfully completed and continuous 
learning points earned by a particular NASA employee in order to determine whether that 
individual is FAC-COR certified; 

• Obtaining course completion information from COR Basic Training courses purchased 
under the Agency-wide COR Training Blanket Purchase Agreement (COR Training 
BPA). Centers not using the COR Training BPA to purchase the COR Basic Training 
course are responsible for submitting course completion information to the NSSC for any 
training that is intended to meet COR certification requirements. Acceptable proof of 
completion can be a NASA learning management system class certificate or learning plan 
printout showing completion; a certificate issued by the course instructor; or a class roster 
provided by the instructor identifying all participants that completed the class; 

• Obtaining FAC-COR certification information from Centers that have employees with an 
equivalent FAC-COR certification or FAC-COR training from another agency. The SP 
shall obtain the following information from Centers with such employees: employee 
name, email address, and telephone number; Center and office; title and dates of COR 
training courses completed; COR certifications currently held, date the certification was 
awarded, and a copy of the certification. NASA HQ Office of Procurement will make 
determinations as to whether or not the individual meets the certification requirements;  

• Maintaining the searchable NASA FAC-COR spreadsheet used to track new and current 
FAC-CORs, which resides on the NASA Headquarters Procurement Library Web page. 
This searchable spreadsheet is only available to users within the NASA network and 
includes a subset of information maintained on the master NASA FAC-COR spreadsheet 
that is releasable to all Agency personnel; 

• Issuing electronic FAC-COR certificates to the COR and/or Center training coordinator 
upon request; 
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• Querying and running periodic status reports out of the NASA learning management 

system to Centers and the Headquarters Office of Procurement’s request that provides 
information on the recertification progress of individual CORs; and  

• Developing and sending FAC-COR recertification requirement reminders to CORs 
twelve and six months prior to the expiration of individual FAC-COR certifications. 

3.3.1.3  RESERVED for NASA Contracting Intern Program (NCIP) if re-implemented by 
the Agency  

3.3.1.4  NASA Purchase Card Program 
The NASA Purchase Card Program is a commercial charge card program under the General 
Services Administration’s (GSA) SmartPay Program, used to purchase commercial items and 
services across the Agency. The NSSC has managed the Agency’s P-Card Program since 2006 
and provides operational guidance and support to all NASA Centers. The program is comprised 
of twelve NASA Centers with each center having a designated P-Card Center Coordinator to 
manage the program at that Center. The Agency P-Card Program has approximately 2,100 
cardholders and over 900 approving officials. The NSSC serves as the focal point for all of 
NASA. The SP shall support this program by: 

• Assisting the Agency P-Card coordinator with the updating of the Agency’s P-Card 
training courses, program guides, policy documents, and processes; 

• Collecting, consolidating and analyzing P-Card purchasing and transactional data 
required to prepare various agency and center level reports, audit requests, and Agency 
data calls; 

• Providing assistance to P-Card holders and Center P-Card coordinators with the creation 
of order logs, reconciliation, audits, reporting, data mining, account monitoring and 
account maintenance; and 

• Preparing letters of delegation and other administrative program correspondence as 
necessary. 

3.3.1.5  Contract Administration and Audit Services (CAAS) Reconciliation 
NASA enters into interagency agreements with the Defense Contract Audit Agency (DCAA), 
Defense Contract Management Agency (DCMA) and the Office of Naval Research (ONR) for 
CAAS. DCAA, DCMA and ONR charge NASA monthly for these services based on the number 
of open instruments being administered. Instruments include contracts, orders, grants and 
cooperative agreements. In order to assure NASA is charged correctly for these services, the 
NSSC performs monthly reconciliations of IPAC billings from each of these agencies. The SP 
shall support this program by: 

• Maintaining a single, definitive database that tracks all open instruments delegated to 
DCAA, DCMA, and ONR and updating that database whenever new instruments are 
delegated to one of those agencies for CAAS or when an instrument has expired and been 
turned over for close-out and the delegation rescinded; 
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• Reviewing IPAC billings to insure only active instruments that have been delegated to 

DCAA, DCMA, or ONR have been billed for and that credits from previous 
overpayments have been applied; 

• Providing recommendations to the responsible NSSC Contracting Officer regarding the 
accuracy of the IPAC submittal and whether it should be accepted for payment or 
rejected; and 

• Drafting correspondence to DCAA, DCMA, and ONR for signature by the responsible 
NASA official, rescinding delegations on instruments no longer requiring CAAS because 
the instrument has expired, is undergoing closeout, and should not be included in future 
IPAC billings. 

3.3.2  Grants and Cooperative Agreements 
NASA Mission Directorates and the Office of Education fund the research, training, and 
education of thousands of scientists, engineers, and educators each year at U.S. institutions of 
higher education, nonprofit organizations, commercial firms, and state and local governments 
through the award of financial assistance instruments. These instruments include research, 
education, training, and facility grants and cooperative agreements. Grant and cooperative 
agreement awards can result from selections made on competitive solicitations, noncompetitive 
proposals with appropriate justification, and unsolicited proposals. 

The NSSC is responsible for awarding and administering over 98% of the Agency’s grants and 
cooperative agreements. For the purpose of the remainder of this PWS, when the term grant is 
used, it refers to both grants and cooperative agreements. 

3.3.2.1  Grant Awards 
The SP shall perform all non-inherently governmental preaward tasks necessary to award grants 
in support of the overall NASA mission. The SP shall support this activity by: 

• Facilitating the receipt of complete technical packages by contacting the responsible 
NASA technical organization promptly if any element of the technical package is 
incorrect or incomplete. A complete technical package includes but is not limited to: the 
proposal, purchase requisition, funding, technical evaluation, selection statement, testing 
protocols, noncompetitive justification, supporting budget information, subcontract 
information, other Agency or Center justifications and approvals, and list of Government 
furnished property; 

• Assigning the appropriate grant number and preparing the corresponding electronic 
award file with bookmarks; 

• Reviewing and analyzing proposals and supporting preaward file documentation to insure 
all required documentation for award has been received, meets all procurement laws, 
regulations, and guidance set forth Attachment J-22, References, and the proposed budget 
is reasonable, allowable, allocable, and necessary to perform the stated objectives of the 
grant. The SP shall prepare all preaward file documentation necessary to support the 
award of the grant. The SP shall insure all necessary concurrences and approvals from 
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responsible NASA program, resource, property, and legal offices have been obtained and 
included in the file; 

• Assembling the corresponding electronic award file with bookmarks, ensuring all 
required preaward file documentation is appropriately filed; 

• Preparing all award documents to include but not limited to: award document, delegation 
forms, cover letters, and distribution materials, using the systems set forth in Attachment 
J-25, IT Systems and Applications; 

• Providing the completed preaward file, award documents, and distribution 
correspondence to the NSSC grant officer for review and execution. The SP shall make 
any revisions to these documents requested by the NSSC grant officer and resubmit the 
revised documents for review and execution; 

• Entering award data into Federal data reporting systems set forth in Attachment J-25, IT 
Systems and Applications; 

• Distributing award documents; 
• Tracking and reporting on all in house purchase requisitions and corresponding technical 

requirement packages to be processed including separate tracking and reporting on aging 
packages; and 

• Meeting with NSSC Procurement leaders at least twice a week to report status of 
workload and aging packages.  

3.3.2.2  Grant Administration 
The SP shall perform all non-inherently governmental postaward tasks necessary to administer 
grants, in support of the overall NASA mission. The SP shall support this activity by: 

• Tracking and maintaining incremental funding profiles (such as actual grant value, 
cumulative obligated dollars, and future program dollars necessary to fully fund) in order 
to ensure timely obligations. When funding issues arise, the SP shall communicate with 
responsible NASA Headquarters and Center resource staffs and technical officers in 
order to identify options and recommendations for consideration by the NSSC Grant 
officer; 

• Preparing all file documentation necessary to support the issuance of grant supplements 
in accordance with the procurement laws, regulations, and guidance set forth Attachment 
J-22, References. Grant supplements include but are not limited to: incremental funding, 
augmentations, PI transfers, no-cost extensions, reports substitution, addition of new 
grant provisions or special conditions, revisions to existing grant provisions and special 
conditions, and cancellations. The SP shall insure all necessary concurrences and 
approvals from responsible NASA program, resource, property, and legal offices have 
been obtained and included in the file; 

• Reviewing and analyzing proposals and supporting file documentation to insure all 
required documentation for the grant supplement has been received, meets all 
procurement laws, regulations, and guidance set forth Attachment J-22, References, and 
the proposed budget is reasonable, allowable, allocable, and necessary to perform the 
stated objectives of the grant; 

• Assembling the corresponding electronic award file with bookmarks, ensuring all 
required preaward file documentation is appropriately filed;  
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• Preparing all award documents to include but not limited to: award document, delegation 

forms, cover letters, and distribution materials, using the systems set forth in Attachment 
J-25, IT Systems and Applications; 

• Monitoring and reporting submittal of indirect rate proposals to ONR and/or NASA by 
tracking ONR acceptance of delegations to perform reviews of indirect rate proposals; 
reporting the status of ONR’s review of indirect rate proposals delegated to them; 
tracking receipt of final rate agreements issued by ONR; and distributing those 
agreements to the responsible NSSC Contracting Officer and supporting files; 

• Monitoring and reporting Department of Health and Human Services (DHHS) Payment 
Management System to identify grant recipients with zero drawdown amounts. The SP 
shall coordinate with grant recipients and technical officers as needed to assess whether 
satisfactory progress is being made and take appropriate corrective action if necessary. 
Tasks include providing quarterly list of grant recipients with zero drawdown amounts to 
the CO, requesting from each grant recipient on the list and the responsible NASA 
technical officer, the rationale for having a zero drawdown amount and its impact on 
overall performance, correlating and providing those responses to the CO for a 
determination of any required corrective action, and implementing the corrective action 
deemed appropriate by the CO; 

• Monitoring and reporting on high risk recipients in accordance with all procurement 
laws, regulations, and guidance set forth in Attachment J-22, References, to include 
monitoring the Federal Audit Clearinghouse and maintaining an electronic record of all 
NASA grant recipients that are considered high risk by the cognizant audit;  

• Conducting risk assessments in accordance with all procurement laws, regulations, and 
guidance set forth in Attachment J-22, References to include consideration of A-133 risk 
assessments obtained from the Federal Audit Clearinghouse  
(https://harvester.census.gov/ ), unresolved A-133 findings sent to NSSC from the NASA 
Office of Inspector General, and other factors such as history of poor performance and/or 
noncompliance with grant requirements as determined by NSSC. The SP shall evaluate 
the recipient’s risk level and provide corresponding recommendations from pre-award 
through the life of the grant (including the closeout process) to allow for adjustment to 
the grant’s special terms and conditions; 

• Identifying grant recipients with $750,000 or more in obligations and notifying these 
grant recipients of their of OMB Circular A-133 responsibilities; 

• Monitoring and reporting Standard Form 425 submissions of recipients with fully funded 
grants for compliance with all procurement laws, regulations, and guidance set forth 
Attachment J-22, References; 

• Monitoring and reporting the receipt of all required deliverables and government 
approvals specified in each grant being administered at the NSSC. The SP shall conduct 
follow-up activities with the grant recipient, responsible NASA office, or ONR to 
facilitate receipt of the late deliverables or Government approvals. The SP shall notify the 
grant officer of any delinquent deliverables that the SP was not able to facilitate delivery 
of, along with a recommended course of action to address the situation; 

• Verifying and reporting that all sub-grant awards and executive compensation data 
required to be entered into the Federal Funding Accountability and Transparency Act 
Subaward Reporting System (FSRS) by grant recipients has been entered into FSRS 
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• Monitoring receipt and acceptance of CAAS delegations to cognizant Federal audit and 

administration agencies; 
• Tracking and monitoring the processing of unsolicited proposals and other 

noncompetitive proposals from receipt through award or final disposition if a new grant 
is not awarded; 

• Transferring the files of all physically complete grants to the on-site NASA Contract 
Closeout contractor for closeout and updating the systems set forth in Attachment J-25, 
IT Systems and Applications to reflect the transfer of those files. Grantees will be 
contacted by email advising of the transfer and providing appropriate NASA Contract 
Closeout contractor POC; 

• Monitoring, processing and reporting on Grant Invoices. Providing support to ensure 
prompt payment of invoices awaiting payment at the NSSC; 

• Supporting internal and external audits by cognizant auditing activities, along with 
criminal or administrative cases initiated by the NASA Office of Inspector General. 
Support will include tracking of audit requests, findings, and resolutions. It will also 
include preparing and forwarding requested documentation and recommendations for 
responses; and 

• Supporting A-133 audit finding resolutions. Support will include tracking findings and 
stages of resolution, contacting recipient for corrective action plan and its degree of 
completion, follow up emails, evaluation of responses and providing recommendations to 
the grant officer, drafting and sending correspondence including NASA management 
decision letters. Support will also include contacting audition and/or recipient for 
information requests and updating single audit findings electronic records for tracking 
purposes. 

3.3.3  SBIR/STTR Contracts                                                                                                                                                             
NASA’s Small Business Innovation Research (SBIR) and Small Business Technology Transfer 
(STTR) programs fund the research, development, and demonstration of innovative technologies 
that fulfill NASA needs as described in the annual SBIR program solicitations and have 
significant potential for successful commercialization. These programs are limited to small 
business concerns with 500 or fewer employees and non-profit research institutions.  

The SBIR and STTR programs have 3 phases: 

• Phase I provides small business concerns with the opportunity to establish the scientific, 
technical, and commercial feasibility of a proposed innovation in fulfillment of NASA 
needs; 

• Phase II is focused on the development, demonstration and delivery of the proposed 
innovation; and 

• Phase III is the commercialization of innovative technologies, products, and services 
resulting from either a Phase I or Phase II award. 
 

The NASA SBIR/STTR Electronic Handbook (EHB) is a complete end-to-end paperless system 
used to manage various activities of the SBIR and STTR programs, ranging from solicitation 
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development to contract administration processes and commercialization. The EHB continues to 
be used by all program participants, with approximately 6,000 active users from NASA Centers 
and firms. The EHB is one of the key systems set forth in Attachment J-25, IT Systems and 
Applications that the SP will use to award and administer SBIR and STTR contracts. 

3.3.3.1  SBIR/STTR Awards                                                                                                                                                             
The SP shall perform all non-inherently governmental preaward tasks necessary to award any 
type of Phase I, II, or III SBIR/STTR contract authorized by statute or regulation and approved 
for use at NASA, including both fixed-price and cost-reimbursement contracts. The SP shall 
support this activity by: 

• Gathering and providing past performance information on prospective recipients for use 
by the Source Selection Authority in making source selection decisions for each 
SBIR/STTR award cycle. The SP shall gather this information from historical award and 
performance data maintained in NSSC award files and CPARS, along with data 
contained in the System for Acquisition Management; 

• Facilitating the receipt of complete technical packages by contacting the responsible 
NASA technical organization promptly if any element of the technical package is 
incorrect or incomplete. A complete technical package includes but is not limited to: the 
proposal, purchase requisition, funding, technical evaluation, selection statement, 
subcontract information, supporting cost or pricing data, other Agency and Center  
justifications and approvals, and list of Government furnished property. Assigning the 
appropriate contract number and preparing the corresponding electronic award file with 
bookmarks; 

• Reviewing and analyzing proposals and supporting preaward file documentation to insure 
all required documentation for award has been received, meets all procurement laws, 
regulations, and guidance set forth in Attachment J-22, References, and the proposed 
costs are fair, reasonable, allowable, allocable, and necessary to perform the stated 
objectives of the contract; 

• Preparing all preaward file documentation necessary to support the award of the contract. 
The SP shall insure all necessary concurrences and approvals from responsible NASA 
program, resource, property, and legal offices have been obtained and included in the file;  

• Assembling the corresponding electronic award file with bookmarks, ensuring all 
required preaward file documentation is appropriately filed; 

• Preparing all award documents to include but not limited to: award document, delegation 
forms, cover letters, distribution materials, and correspondence using the systems set 
forth in Attachment J-25, IT Systems and Applications; 

• Providing the completed preaward file, award documents, and distribution 
correspondence to the NSSC contracting officer for review and execution. The SP shall 
make any revisions to these documents requested by the NSSC contracting officer and 
resubmit the revised documents for review and execution; 

• Entering award data into Federal data reporting systems set forth in Attachment J-25, IT 
Systems and Applications; 
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• Distributing award documents in accordance with the procurement laws, regulations, and 

guidance set forth Attachment J-22, References; 
• Supporting the SBIR Program Office in the preparation of the annual SBIR/STTR 

solicitation; 
• Accessing the systems set forth in Attachment J-25, IT Systems and Applications, to 

compile proposal evaluation information for use by the contracting officer to debrief 
unsuccessful offerors; and 

•  Supporting NSSC’s Business and Administration Office with the processing of purchase 
requisitions for the funding of SBIR and STTR contracts.                                                                                                                                         

3.3.3.2  SBIR/STTR Administration                                                                                                                                          
The SP shall perform all non-inherently governmental postaward tasks necessary to administer 
SBIR and STTR contracts in support of the overall NASA mission. The SP shall support this 
activity by: 

• Tracking and maintaining incremental funding profiles (such as contract value, 
cumulative obligated dollars, and future program dollars to fully fund) in order to ensure 
timely obligations. When funding issues arise, the SP shall communicate with responsible 
NASA Headquarters and Center resource staffs and technical officers in order to identify 
options and recommendations for consideration by the NSSC contracting officer; 

• Reviewing and analyzing proposals and supporting file documentation to insure all 
required documentation for the contract modification has been received, meets all 
procurement laws, regulations, and guidance set forth Attachment J-22, References, and 
the proposed costs are reasonable, allowable, allocable, and necessary to perform the 
stated objectives of the contract; 

• Preparing all necessary unilateral and bilateral changes to the contract to include but not 
limited to: key personnel changes, schedule revisions, property changes, change orders, 
extensions, termination and cancellation actions, stop work orders, revisions to existing 
clauses, and incorporation of new clauses as necessary in accordance with all 
procurement laws, regulations, and guidance set forth Attachment J-22, References. The 
SP shall insure all necessary concurrences and approvals from responsible NASA 
program, resource, property, and legal offices have been obtained and included in the file; 

• Assembling the corresponding electronic award file with bookmarks, ensuring all 
required file documentation is appropriately filed; 

• Preparing all modification documents including but not limited to: award document, 
delegation forms, cover letters, distribution materials and correspondence using the 
systems set forth in Attachment J-25, IT Systems and Applications; 

• Monitoring receipt of invoices for payment, reviewing all required invoice 
documentation to insure compliance with the terms and conditions of the contract, 
obtaining necessary concurrences from the COR or SBIR Program Office personnel 
when necessary, and preparing the invoice file for the NSSC contracting officer’s review 
and approval; 

• Verifying that assigned CORs have the appropriate FAC-COR certification level and the 
certification is valid for the period of performance of the SBIR contract. Work with the 

Version 1.1 71 
 



NNX14494502R 
NSSC-Nex-Gen 

Attachment J-1 
Performance Work Statement 

 
SBIR Program Office to identify and appoint replacement CORs as necessary to ensure 
appropriate technical oversight of all SBIR contracts; 

• Supporting virtual site visits by gathering pertinent preaward data necessary to conduct 
virtual site visits. The SP shall perform all necessary logistical activities to conduct 
virtual site visits to include scheduling, preparing minutes, following up on action items, 
and preparing a virtual site visit report for the CO’s review and approval; 

• Monitoring the receipt of all required deliverables and government approvals specified in 
each contract being administered. The SP shall conduct follow-up activities with the 
contractor, responsible NASA office, or delegated audit or administration agencies to 
facilitate receipt of the delinquent deliverables or approvals. The SP shall notify the 
contracting officer of any delinquent deliverables that the SP was not able to facilitate 
delivery of, along with what actions had been taken and a recommended course of action 
to address the situation; 

• Verifying that all subcontract awards and executive compensation data required to be 
entered into the Federal Funding Accountability and Transparency Act Subaward 
Reporting System (FSRS) by SBIR and STTR recipients has been entered into FSRS; 

• Supporting internal and external audits by cognizant auditing activities, along with 
criminal or administrative cases initiated by the NASA Office of Inspector General. 
Support will include tracking of audit requests, findings, and resolutions. It will also 
include preparing and forwarding requested file documentation and recommendations for 
responses; 

• Monitoring receipt and acceptance of delegations to cognizant Federal audit and 
administration agencies; and 

• Transferring the files of all physically complete contracts to the on-site NASA Contract 
Closeout contractor for closeout and updating the systems set forth in Attachment J-25, 
IT Systems and Applications to reflect the transfer of those files. 

3.3.4  RESERVED 

3.3.5  RESERVED 

3.3.6  RESERVED 

3.3.7  Agency Contracting 
The NSSC's Agency Contracting Program furthers NASA's commitment for the creation and 
utilization of "Agency" contracts to satisfy common Center requirements and supports the 
Agency's Strategic Sourcing Program. Agency Contracting can operate on many levels, 
including: multiple center, single center, and Agency/government-wide, depending on the 
commodity or service being acquired. The Agency Contracting Program aims to identify and 
logically group together similar requirements so that they may be procured more efficiently and 
effectively, resulting in lower overall unit pricing, fewer contract administration resources, and 
reduced transactional costs.  
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Contracts, blanket purchase agreements, interagency agreements, and delivery/purchase/task 
orders awarded and administered in support of the Agency Contracting Program fall into one of 
four broad areas: 

• Information Technology Integrated Infrastructure Program (I3P) - Multiple contracts for 
consolidated information technology services for all NASA Centers and its component 
locations. The requirements of the various I3P contracts are designed to transform the 
way IT services are delivered and managed across the Agency. The I3P strategy includes 
consolidating service demand across the Agency and working with trusted sourcing 
partners to deliver standardized, stable, secure, cost effective and high quality IT 
infrastructure and Enterprise Applications services to the NASA user community. I3P 
contracts include: ACES, NICS, EAST, WEST, and approximately 14 NETWORX 
orders; 

• Non-I3P Services - Multiple contracts and orders that provide non-I3P services across all 
NASA Centers and its component locations. Examples of non-I3P services contracts 
being administered by the NSSC include: relocation and household goods movement 
services; contract closeout and procurement support services; CAAS from DCAA, 
DCMA, and ONR; and ISO9001 registration services; 

• Enterprise Software License Agreements - Multiple contracts, orders, and blanket 
purchase agreements for enterprise software licenses. Examples of enterprise software 
license agreements being administered by the NSSC include agreements for Oracle, 
Adobe, and ITSM software licenses; and  

• NSSC Institutional Purchases - Less than 25 orders annually for commercial items 
purchased in support of the operation of the NSSC. Examples of NSSC institutional 
purchases include furniture, single copies of software licenses, and office supplies. 

3.3.7.1  Contract Award 
The SP shall perform all non-inherently governmental preaward tasks necessary to award 
Agency contracts in support of the overall NASA mission. The SP shall support this activity by: 

• Facilitating the receipt of complete technical packages by contacting the responsible 
NASA technical organization promptly if any element of the technical package is 
incorrect or incomplete. A complete technical package includes but is not limited to: the 
proposal, purchase requisition, funding, technical evaluation, selection statement, 
subcontract information, supporting cost or pricing data, other Agency and Center  
justifications and approvals, and list of Government furnished property; 

• Assigning the appropriate contract number and initiating the corresponding electronic 
award file with bookmarks; 

• Posting synopses of new procurement opportunities, noncompetitive justifications, 
solicitations, and other preaward documents on the Fedbizopps website and the NASA 
Acquisition Internet Service (NAIS) website in in accordance with the procurement laws, 
regulations, and guidance set forth Attachment J-22, References, using the systems set 
forth in Attachment J-25, IT Systems and Applications; 
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• Preparing any type of solicitation permitted by the procurement laws, regulations, and 

guidance set forth in Attachment J-22, References, using the systems set forth in 
Attachment J-25, IT Systems and Applications; 

• Reviewing and analyzing proposals and supporting preaward file documentation to insure 
all required documentation for award has been received, meets all procurement laws, 
regulations, and guidance set forth in Attachment J-22, References, and the proposed cost 
are reasonable, allowable, allocable, and necessary to perform the stated objectives of the 
contract. Preparing all preaward file documentation necessary to support the award of the 
contract. The SP shall insure all necessary concurrences and approvals from responsible 
NASA program, resource, property, and legal offices have been obtained and included in 
the file; 

• Assembling the corresponding electronic award file with bookmarks, ensuring all 
required preaward file documentation is appropriately filed in accordance with the 
procurement laws, regulations, and guidance set forth Attachment J-22, References; 

• Preparing all award documents including but not limited to: award document, delegation 
forms, cover letters, and distribution materials, using the systems set forth in Attachment 
J-25, IT Systems and Applications; 

• Providing the completed preaward file, award documents, and distribution 
correspondence to the NSSC contracting officer for review and execution. The SP shall 
make any revisions to these documents requested by the NSSC contracting officer and 
resubmit the revised documents for review and execution;  

• Entering award data into Federal data reporting systems set forth in Attachment J-25, IT 
Systems and Applications; 

• Distributing award documents in accordance with the procurement laws, regulations, and 
guidance set forth Attachment J-22, References; 

• Accessing the systems set forth in Attachment J-25, IT Systems and Applications, to 
compile proposal evaluation information for use by the contracting officer to debrief 
unsuccessful offerors; and 

• Ensuring that the terms and conditions of all NETWORX task orders and associated 
interagency agreements with GSA are consistent. 

 

3.3.7.2  Contract Administration    
The SP shall perform all non-inherently governmental postaward tasks necessary to administer 
Agency contracts in support of the overall NASA mission. The SP shall support this activity by: 

• Tracking and maintaining incremental funding profiles (such as contract value, 
cumulative obligated dollars, and future program dollars to fully fund) in order to ensure 
timely obligations. When funding issues arise, the SP shall communicate with 
Headquarters and Center resource staffs, and technical sponsors, in order to identify 
options and recommendations for the consideration of the NSSC contracting officer. For 
modifications on I3P contracts and orders, the SP shall coordinate with the I3P Business 
Office (I3PBO) prior to the end of each month, the status of incremental funding of 
contracts. Prior to preparing draft incremental funding modifications, the SP shall check 
with I3PBO to ensure all purchase requests have been received;  
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• Updating and maintaining an electronic record of awarded ACES Infrastructure Upgrade 

Proposals (IUP), to include at a minimum: dollar values, award dates, projected costs, 
NASA Center, IUP number and modification number. This data is used by the I3PBO to 
track IUPs and estimate costs; 

• Reviewing and analyzing proposals and supporting file documentation to insure all 
required documentation for the contract modification has been received, meets all 
procurement laws, regulations, and guidance set forth in Attachment J-22, References, 
and the proposed costs are reasonable, allowable, allocable, and necessary to perform the 
stated objectives of the contract; 

• Preparing all necessary unilateral and bilateral changes to the contract including key 
personnel changes, schedule revisions, property changes, change orders, no-cost 
extensions, termination actions, stop work orders, revisions to existing clauses, and 
incorporation of new clauses as necessary in accordance with all procurement laws, 
regulations, and guidance set forth in Attachment J-22, References. The SP shall insure 
all necessary concurrences and approvals from responsible NASA program, resource, 
property, and legal offices have been obtained and included in the file;  

• Preparing all modification documents including but not limited to: award document, 
delegation forms, cover letters, and distribution materials, using the systems set forth in 
Attachment J-25, IT Systems and Applications; 

• Assembling the corresponding electronic award file with bookmarks, ensuring all 
required preaward file documentation is appropriately filed in accordance with the 
procurement laws, regulations, and guidance set forth Attachment J-22, References; 

• Monitoring receipt of invoices for payment, reviewing all required invoice 
documentation to insure compliance with the terms and conditions of the contract, 
obtaining necessary concurrences from the COR and Program Office or I3P Service 
Office personnel when necessary, and preparing the invoice file for the NSSC contracting 
officer’s review and approval; 

• Monitoring the receipt of all required deliverables and government approvals specified in 
each contract being administered. The SP shall conduct follow-up activities with the 
contractor, responsible NASA office, or delegated audit or administration agencies to 
facilitate receipt of the late deliverable or approval. The SP shall notify the contracting 
officer of any delinquent deliverables that the SP was not able to facilitate delivery of, 
along with a recommended course of action to address the situation;  

• Verifying that all subcontract awards and executive compensation data required to be 
entered into the Federal Funding Accountability and Transparency Act Subaward 
Reporting System (FSRS) by grant recipients has been entered into FSRS; 

• Supporting internal and external audits by cognizant auditing activities, along with 
criminal or administrative cases initiated by the NASA Office of Inspector General. 
Support will include tracking of audit requests, findings, and resolutions. It will also 
include preparing and forwarding requested file documentation and recommendations for 
responses; 

• Monitoring receipt and acceptance of delegations to cognizant Federal audit and 
administration agencies; 

Version 1.1 75 
 



NNX14494502R 
NSSC-Nex-Gen 

Attachment J-1 
Performance Work Statement 

 
• Tracking and monitoring the processing of unsolicited proposals and other 

noncompetitive proposals from receipt through award or final disposition if an award is 
not made; 

• Supporting the quarterly review of unliquidated obligations and annual certification 
process; 

• Updating I3P SharePoint sites when I3P contract modifications are awarded or other I3P 
documents need to be shared within the I3P stakeholders. The SP shall post redacted 
copies of all I3P contracts and orders to the appropriate I3P SharePoint site; and 

• Transferring the files of all physically complete contracts to the on-site NASA Contract 
Closeout contractor for closeout and updating the systems set forth in Attachment J-25, 
IT Systems and Applications, to reflect the transfer of those files. 

3.3.7.3  Information Technology Integrated Infrastructure Program (I3P) 
The SP shall provide procurement support for the award and administration of the I3P contracts 
in accordance with the requirements set forth in PWS sections 3.3.7.1 and 3.3.7.2 above. 
Although the I3P contracts are Agency contracts, the labor and ODCs associated with this work 
shall be separately captured under PWS 3.3.7.3.  

3.3.7.4  Enterprise License Management (ELM) 
The ELM program supports NASA’s Office of the Chief Information Officer and other Agency 
program, technical, and institutional offices in the design, development, deployment, 
implementation, analysis, and review of Agency enterprise licensing. The ELM program 
personnel work with information technology asset managers from each NASA Center and 
representatives of major NASA programs and projects to manage software licensing across the 
Agency. The ELM program also supports NASA Center requirements for one-time purchases of 
COTS software, hardware, or specialized components, with the intent to convert these purchases 
into enterprise agreements in subsequent years. The ELM program enables more efficient NASA 
software procurement and business processes through the standardization of processes, 
contractual terms, and conditions, while providing the Agency with a better awareness of its 
software inventory. The SP shall support this program by: 

• Processing requests for the transfer of available software licenses under existing 
enterprise software agreements to Center employees throughout NASA for reissue and 
utilization;  

• Performing periodic software license validation audits; 
• Developing draft business cases for new enterprise software licenses across NASA. 

Business cases shall be prepared in accordance with DRD 3.3-1;  
• Facilitating license “true-up” activities prior to renewals or exercising of options of 

existing enterprise software license agreements; 
• Tracking and maintaining incremental funding profiles (such as contract value, 

cumulative obligated dollars, and future program dollars to fully fund) in order to ensure 
timely obligations. When funding issues arise, the SP shall communicate with 
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Headquarters and Center resource staffs, and technical sponsors, in order to identify 
options and recommendations for the consideration of the NSSC contracting officer; 

• Facilitating the transition of existing Agency consolidated software licenses to the NSSC 
for administration and possible conversation to an enterprise software license; 

• Developing and maintaining a proficient working knowledge of other NASA, Federal, 
and commercial IT contracts, IT initiatives, software management programs, and 
governance strategies that may be utilized or leveraged by the NSSC to further the 
objectives of the ELM program; 

• Developing and maintaining a cost efficient database to track enterprise software license 
density information by NASA Center, Mission Directorate, or office;  

• Tracking software licenses that are no longer receiving maintenance under an existing 
enterprise software license but are still owned by NASA and available for reissue and 
utilization; 

• Supporting the continuous development and evolution of ELM governance structure, 
continuous risk management, collaborative project management, ongoing business case 
development, and organizational performance measurement organization, and 
documentation; and 

• The SP shall provide procurement support for the award and administration of the ELM 
contracts in accordance with the requirements set forth in PWS sections 3.3.7.1 and 
3.3.7.2 above. Although the ELM contracts are Agency contracts, the labor and ODCs 
associated with this work shall be separately captured under PWS 3.3.7.4.   

3.4  INFORMATION TECHNOLOGY  
NSSC mission success depends on a robust IT infrastructure that efficiently, effectively and 
securely processes the NASA user’s community FM, HR, PR, ABS, Customer Contact Center 
(CCC) and ESD transactions and the NSSC B&A transactions. 

The current NSSC IT environment consists of the NSSC Office of the Chief Information Officer 
(OCIO) and: 

• SP services described in this PWS, the software applications and information systems 
listed in Attachment J-25, IT Systems and Applications and property listed in Attachment 
J-24, Government Furnished Property; 

• SP services and equipment provided by the Information Technology Integrated 
Infrastructure Program (I3P) agency-wide IT infrastructure, enterprise applications and 
services contracts; 

• Physical sites located at SSC Building 1111 in its entirety and several offices in Building 
1100, server equipment racks in the National Center for Critical Information Processing 
and Storage (NCCIPS) and an NSSC ESD satellite office at MSFC; and 

• Customers and stakeholders; the principal customers are within the NSSC functional 
areas; NSSC stakeholders and additional customers are located at NASA Headquarters 
and at all Centers. 
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3.4.1  Overview 
The SP shall support the current NSSC mission and future NSSC and Agency OCIO initiatives 
in cohesive coordination with current and future NSSC and Agency I3P partners, customers and 
stakeholders at all locations. All IT services provided under this contract shall be in accordance 
with Attachment J-22, References, including: 

• Federal laws, regulations and NASA policies governing the acquisition, management, 
provisioning, and development of IT products and services; 

• Requirements for “NASA IT and Institutional Infrastructure” and “Business 
Management” projects, which does not include NASA ”Research and Technology” or 
“Space Flight” or “Highly Specialized IT” project requirements; and 

• Federal and NIST Cloud computing guidance, NSSC operating and work instructions. 
 

The SP’s IT support to the NSSC falls into the following primary areas: 

• Governance and Management; 
• Systems Development, Implementation and Engineering; 
• Operations & Maintenance (O&M);  
• Security; 
• Support to the functional lines of business; and 
• Desk-side Support. 

3.4.2  IT Governance and IT Service Support 
The SP shall support NSSC IT governance by instituting ITIL,CMMI-DEV, and Agile Scrum 
goals and practices, assisting in the development of NSSC IT directives and business continuity 
plans, performing IT assessments, NSSC Enterprise Architecture (EA) planning, managing the 
NSSC IT portfolio, and developing strategies for the migration of NSSC systems to virtual 
environments and cloud services. The SP shall act as IT Governance Secretariat for the NSSC 
Information Technology Project Management Board (ITPMB, ITSMB), and IT Capital Planning 
and Investment Control (CPIC) processes as described in NSWI-2800-0008, Appendix C-5, 
Roles and Responsibilities (IT Governance Secretariat). The SP shall participate in the weekly 
NSSC Service Request (NSR) reviews as described in NSWI-2800-0005 NSSC IT Ticket 
Review Board (TRB). 

3.4.2.1  Instituting ITIL, ITSM and Agile Scrum Goals and Practices 
The SP shall support NSSC IT organizational process definition and implementation, 
performance measurement, assets and work environment standards in accordance with ITIL v3, 
Information Technology Service Management (ITSM) and/or Agile Scrum guidelines as 
applicable to the work performed. 

The SP shall support the development, implementation and maintenance of strategies and 
governance for implementing NSSC services in an ITSM cloud environment with automated 
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workflows. Upon OCIO direction, the SP shall coordinate with NSSC and Agency working 
groups to establish ITSM cloud service policies, workflows and recommendations. 

3.4.2.2  Directive Development and Implementation 
The SP shall support NSSC IT directives development and implementation per DRD 3.4-1, 
NSSC IT Directive Development. The SP shall draft, maintain, implement, and comply with 
approved IT directives; directives shall be formatted and managed in accordance with NSSCPR 
1410.1. Directives shall provide instructions on performing NSSC IT activities and address IT 
topics related to NASA IT and Institutional Infrastructure and Business Management information 
systems. Existing Federal and NASA IT policies and best practices will provide the foundation 
for generating new and modifying existing NSSC IT directives. Upon request, the SP shall 
review draft Agency IT policies and identify potential NSSC IT environment impacts by 
submitting a memorandum for record (MFR) per DRD 3.4-2, NSSC IT Assessments. 

3.4.2.3  IT Assessments 
The SP shall support the NSSC by assessing the impact of management practices, business 
processes, delivery models, IT security compliance, audits, IT architectures and technologies per 
DRD 3.4-2 NSSC IT Assessments and Attachment J-3, Performance Requirements Summary. 
The SP will work closely with NSSC OCIO and functional service personnel to understand the 
business processes, how the processes impact IT solutions and how IT can better support the 
services. The SP may proactively suggest IT assessment initiatives by submitting a MFR to the 
COR and OCIO; suggested initiatives shall be approved by the COR and OCIO prior to work 
being performed. Upon request, the SP shall perform an IT assessment and submit a leadership 
decision briefing identifying deficiencies and recommending courses of action, innovative 
technologies and IT services to reduce costs while maintaining or increasing service quality. 

The SP shall support the NSSC by assessing Cloud Service Provider (CSP) management 
practices and operations capabilities such as CSP adherence to Federal, state, and local laws and 
regulations, National Institute of Standards and Technology (NIST), NASA policies and NSSC 
IT instructions, Non-Disclosure Agreements (NDA), Service Level Agreements (SLA) and CSP 
Terms of Service (TOS) Agreements. The SP shall support the NSSC in the development of 
metrics and reporting guidelines for evaluating CSP performance in the delivery of data center 
and cloud based services. 

3.4.2.4  Enterprise Architecture Program 
The SP shall support the NSSC Enterprise Architecture (EA) program by performing strategic 
planning, EA artifact development and maintenance, Business Process Re-engineering (BPR), IT 
Portfolio Management and CPIC processes, and EA program maturity assessments to ensure 
NSSC IT capabilities and systems are aligned with NSSC’s mission and institutional 
requirements, operations, and objectives.   
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3.4.2.4.1   Baseline Reference Models 
The SP shall develop and maintain the NSSC EA Baseline Architecture (AS-IS) Reference 
models per DRD 3.4-3 and Attachment J-3, Performance Requirements Summary, as the primary 
reference for IT planning and execution, linking the NSSC functional services to the information, 
technologies, and systems necessary to create and perform the services. The NSSC EA 
Reference Models shall be contained in the NSSC Document Management system and be 
accessible to the IT department CS and SP employees for reference.  

3.4.2.4.2   EA Artifacts 
During the formulation or initiation stage of an IT project, the SP shall develop new or modify 
existing EA artifacts, per DRD 3.4-4 and Attachment J-3, Performance Requirements Summary, 
to support BPR and technology investment approval processes performed by the NSSC ITPMB 
and/or Information Technology Strategic Management Board (ITSMB) and NASA Capital 
Planning and Investment Control (CPIC) Process. Updates to the NSSC EA Baseline Reference 
Models shall be made upon IT initiative or project completion.  

3.4.2.4.3   IT Portfolio Management 
The SP shall develop, manage, and monitor the NSSC IT Investment Portfolio per DRD 3.4-5. 
The SP shall evaluate each NSSC IT investment for alignment with NSSC IT strategic goals and 
priorities, and recommend enhancements, replacement, retirement or other actions. Annually, the 
SP shall present the NSSC IT Portfolio and recommendations to the NSSC ITPMB and ITSMB, 
respectively, and update the recommendations and decisions of each Board in the IT Portfolio. 
The SP shall perform the following activities per DRD 3.4-6: 

• Perform EA Project and Service Reviews; 
• Assess NSSC IT systems for integration, virtualization, de-commissioning and/or cloud 

migration; 
• Develop business cases; 
• Develop analyses of alternatives; and  
• Prepare OMB Circular A-11 Exhibit 53 and Exhibit 300 packages. 

3.4.2.5  IT Business Continuity Plans (BCP) 
The SP shall support NSSC contingency planning, activation, execution, and disaster recovery 
per DRD 3.4-7. The SP shall adopt, review and maintain NSBCP-1010-006, NSSC Business 
Continuity and Disaster Recovery Plans and Checklists, for all IT systems and software 
applications developed and/or managed by the SP. The SP shall review contingency and disaster 
recovery plans for critical partner organizations such as the NCCIPS and NEACC, Cloud Service 
Providers (CSP), and providers of interfacing systems for impact on the NSSC BCP. The SP 
shall assist with NSSC Business Continuity and Disaster Recovery Plan audits and test exercises. 
As requested, the SP shall support Agency IT systems contingency planning, disaster recovery, 
and test exercises.  
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3.4.2.6  IT Project Life-Cycle Management 
The SP shall perform IT Project Life-Cycle management activities per DRD 3.4-8 and 
Attachment J-3, Performance Requirements Summary for new IT systems and initiatives, and 
major changes or enhancements to systems in Attachment J-25, IT Systems and Applications, 
with the administration, development, integration and/or O&M SP Roles. The SP shall perform 
Project Management duties for all IT Project Phases and Life-Cycle reviews, including 
developing, maintaining, and presenting the applicable project management products due at key 
decision points (KDP). The SP shall monitor NSSC IT systems for end of life-cycle indications 
and provide recommendations by submitting a MFR to the NSSC COR and OCIO per DRD 3.4-
2. 

3.4.2.7  Configuration Management (CM) 
The SP shall provide a CM plan and reports and perform CM audits in accordance with DRD 
3.4-9. The SP shall implement a CM process to ensure systematic control and tracking of the 
initial implementation and all changes to Configuration Management Items (CMI) including: 

• All NSSC EA Reference Models; 
• EA artifacts used for IT investment decision making by the NSSC ITPMB, ITSMB, and 

CPIC processes; 
• The NSSC IT Portfolio; 
• The NSSC Business Continuity and Disaster Recovery Plans and Disaster Recovery 

Checklists; 
• Deliverable NSSC IT project life-cycle management documentation; 
• NSSC IT information systems in Attachment J-25, IT Systems and Applications and new 

IT systems and initiatives with the administration, development, integration and/or O&M 
SP Roles, manual and automatic system interfaces, software applications and prototypes, 
databases and development and testing environments including the associated system 
hardware and software, configuration files, software libraries, third party software 
modules and objects, releases and release notes, user guides, work instructions, training 
materials, and security plans; 

• NSSC third party/Center-specific software applications used for servers, IT 
infrastructure, desktop, laptop, mobile/smart phone, printer and tablet devices that may or 
may not be provided by I3P partners such as ACES or NICS; 

• The NSSC Configuration Management Database (CMDB); and 
• Other items as requested. 

3.4.2.8  Audits 
As requested, the SP shall support internal NSSC and external organization audits and/or 
assessments (reference section 3.4.2.3 IT Assessments). 

3.4.2.9  IT Project Design Efficiency 
The SP shall ensure IT solutions are optimized by making the greatest use of cloud computing 
and shared IT services, server virtualization, Commercial-Off-The-Shelf (COTS) and 
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Government-Off-The-Shelf (GOTS) products per Attachment J-3, Performance Requirements 
Summary. During the concept development stage of all NSSC IT solutions, the SP shall 
recommend the most efficient project design to increase return on investment, eliminate waste 
and duplication, and improve IT solution effectiveness while meeting customer requirements and 
maintaining compatibility with existing software applications and information systems.  

3.4.2.10  SP Equipment, Goods and Services 
The SP shall provide hardware, software, firmware, middleware, and all related goods and 
services to support the operation and maintenance of the Government furnished equipment and 
IT systems contained in this contract, excluding equipment, goods, and services provided by I3P 
agency-wide IT infrastructure, enterprise applications and services contracts. The SP shall defer 
all software acquisitions to NASA where applicable; if the application software is available via 
I3P vendor or other agency program (i.e. ELMT) the SP will make use of existing licenses or 
procurement vehicles. The SP shall provide the NSSC with estimates of full lifecycle costs for 
SP equipment, goods, and services for each approved IT project prior to acquisition. All 
hardware, software, firmware, middleware and related goods purchased by the SP are purchased 
on behalf of the Government and are Government property. 

3.4.2.11  Systems/Applications Training 
For all new IT systems developed or adopted by NSSC and Enhancement / Major Changes to 
NSSC IT systems in Attachment J-25, IT Systems and Applications with the administration, 
development, integration and/or O&M SP roles, the SP shall provide SP and CS training sessions 
and materials such as end-user demonstrations and training, user guides, work instructions, 
Knowledge Articles, computer-based training modules and courses delivered via NASA’s 
learning management system per DRD 3.4-10 and Attachment J-3, Performance Requirements 
Summary. 

3.4.3  IT Systems Development, Implementation, and Engineering 
The SP shall perform software application and information systems development, 
implementation and engineering tasks supporting future NSSC IT initiatives and existing NSSC 
IT systems in Attachment J-25, IT Systems and Applications with the administration, 
development, integration and/or O&M SP roles. The SP shall provide software acquisition 
support, integration, software engineering, CM, software and Web application development and 
access control, testing, and technology implementation and deactivation for the NSSC. The SP 
shall provide enhancements to NSSC software tools and applications, and provide other system 
development and engineering services based on NSSC requirements. The SP shall coordinate 
and perform end-user testing of NSSC software applications and information systems prior to 
releasing software changes. 
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All IT technology and system implementations, enhancements, and preventative maintenance 
that results in planned downtime for the NSSC shall be approved in accordance with NSWI-
2800-0006, NSSC CAB/CCB and NSWI-2800-0008, IT Governance Boards procedures. 

3.4.3.1  Application Development, Integration and Engineering 
The SP shall perform Software Engineering Life-Cycle management activities for IT projects 
requiring software components including Minor/Standard Changes and Enhancements/Major 
Changes to systems in Attachment J-25, IT Systems and Applications with the development 
and/or integration SP roles. At a minimum, the SP application development and engineering 
shall be consistent with NASA’s software development methodology described in Attachment J-
22, References.  

The SP shall perform software engineering, application and interface development, and 
integration activities as required to fulfill approved IT project software requirements. The SP 
shall provide integrated user help tools with all developed applications per Attachment J-3, 
Performance Requirements Summary.  

The SP shall deliver copies of source code and executables in accordance with Attachment J-22, 
References. The SP shall register and update all NSSC-developed applications in the NASA 
System for Tracking and Registering Applications and Websites (STRAW) application 
registration system per Attachment J-3, Performance Requirements Summary. 

3.4.3.1.1  Data Architecture and Database Management 
The SP shall provide data modeling, data architecture development/maintenance, and database 
management services for future NSSC IT initiatives and existing NSSC IT systems in 
Attachment J-25, IT Systems and Applications with the administration, development, integration 
and/or O&M SP roles. The SP shall establish and/or maintain data domains for software 
applications and databases supporting a variety of organizational and cross-organizational 
functions. For each application development, major enhancement and/or integration effort, the 
SP shall utilize efficient data management principles and develop and maintain a data 
architecture model, data dictionary and database(s) that: 

• Enables server virtualization and standardized integration of new software applications 
and IT systems; 

• Optimizes and centralizes data storage and transfers to minimize storage, processing and 
duplication; 

• Employs automated interfaces and/or Web services and minimizes the use of file-based 
data update methods; 

• Uses a general purpose data transport method shared by all NSSC applications and 
provides automation of inter-application communication with monitoring via a standards-
based Graphic User Interface (GUI); and 

• Is readily scalable to support NSSC’s future growth. 
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The SP shall analyze existing file-based data update methods currently used in NSSC IT systems 
in Attachment J-25, IT Systems and Applications with the administration, development, 
integration and/or O&M SP roles, and provide recommendations for converting to automated 
interfaces and/or web services to the COR and OCIO by submitting a MFR per DRD 3.4-2, 
NSSC IT Assessments, and Attachment J-3, Performance Requirements Summary. 

3.4.3.1.2  NSSC Website and Portal Development 
The SP shall develop, implement, and maintain the NSSC internal, public, and knowledge 
repository websites and portals to enable knowledge sharing, workflow management and 
collaboration across NSSC functions and with public, Agency, and internal customers in a secure 
manner per NSWI-1450-0003 and ITS-HDK-2810.04-03. The SP shall provide limited Web 
page content management capabilities to NSSC content owners for directly uploading and 
posting documents, text and images into pre-configured Web page widgets. 

NASA shall be the owner of all Web and portal content and will approve/disapprove all content 
that is posted on NSSC internal and external websites and portals. To the greatest extent 
possible, the SP shall make use of I3P contracts, cloud services, third party software modules and 
objects, and leverage the tools, applications, and existing websites supporting other NASA 
organizations. The SP shall register and update all NSSC websites in the STRAW Web 
registration system per Attachment J-3, Performance Requirements Summary.   

3.4.3.1.3  Access Control 
The SP shall provide multiple levels of access control for Web-based software applications 
hosted on NSSC websites and portals. Where required, access control shall include support for 
multi-factor authentication per NPR 2841.1 NASA Identity, Credential, and Access Management 
(ICAM) directives. 

3.4.3.2  IT Operations and Maintenance (O&M) 
The SP shall provide daily O&M, administration, and user support to sustain the operational 
steady state and IT system availability of NSSC information systems and interfaces as indicated 
in Attachment J-25, IT Systems and Applications with the administration, development, 
integration, and/or O&M SP roles and per Attachment J-3, Performance Requirements Summary. 
The SP shall monitor the information systems and interfaces for performance and notify the 
appropriate personnel of any outage or degradation. The SP shall provide daily O&M status 
updates per DRD 3.4-11. 

The SP shall schedule routine preventative and regular maintenance (including repairs) on 
information systems with the NSSC Configuration Control Board (CCB) per NSWI-2800-0006. 
Weekly notification will be sent to the user community to ensure business units have sufficient 
notice to avoid or resolve conflicts. Maintenance shall be performed in accordance with the 
manufacturer/vendor specifications and/or organizational requirements.  
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The SP shall update applicable IT systems documentation such as the EA reference models, IT 
portfolio, configuration management and BCP when routine preventative and regular 
maintenance (including repairs) on information systems drives changes. 

The SP shall perform end-user testing of NSSC software applications, information systems and 
related interfaces per NSWI-2800-0004 when operational changes in IT systems are anticipated 
to occur. Testing includes but is not limited to: 

• Desktop operating system upgrades; 
• Web browser upgrades; 
• Java patches; 
• Group Policy Object (GPO) changes; and 
• Changes to interfaced systems. 

3.4.3.2.1  IT Problem Management 
The SP shall perform IT problem management activities to resolve unplanned IT incidents as 
reported in the NSSC incident management system per DRD 3.4-12 and Attachment J-3, 
Performance Requirements Summary. The SP shall be responsible for troubleshooting problems 
with NSSC databases, servers, server applications, systems interfaces, websites and portals 
supporting the NSSC mission. The SP shall support the troubleshooting efforts of IT partners as 
needed to restore the steady state as quickly as possible during incidents of IT systems outages or 
degradation, or as requested by the NSSC OCIO. The SP shall be responsible for communicating 
the current IT problem status, severity, and estimated time to resolution to the NSSC COR and 
OCIO per DRD 3.4-11. 

The SP shall resolve and/or coordinate problem resolution with NSSC OCIO and IT partners. 
The SP shall perform and/or support IT partners’ root cause analyses to determine problem 
sources, and develop and publish Knowledge Articles containing information and/or problem 
avoidance techniques. 

3.4.3.2.2  Database Administration 
The SP shall perform database administration duties for Attachment J-25, IT Systems and 
Applications with the administration, development, integration and/or O&M SP roles that 
include: 

• Testing and applying COTS software and security patches and upgrades; 
• Modifying database capacity; 
• Importing and exporting data files; 
• Troubleshooting and resolving IT incidents; 
• Performing, configuring, and monitoring database back-ups; 
• Performing, configuring, and monitoring database synchronization; 
• Modifying database structure; and 

Version 1.1 85 
 



NNX14494502R 
NSSC-Nex-Gen 

Attachment J-1 
Performance Work Statement 

 
• Repairing data records. 

3.4.3.2.3  Software Patches and Minor Changes 
The SP shall perform Minor/Standard Changes including software patches to NSSC information 
systems and supporting applications/servers as indicated in Attachment J-25, IT Systems and 
Applications with the administration, development, integration and/or O&M SP roles per 
Attachment J-3, Performance Requirements Summary. Minor/Standard Changes include content 
wording, links, images, data updates, routine changes, break fixes, application releases, data 
feeds, and Web services or similar low-impact updates. 

3.4.3.2.4  Systems Administration 
The SP shall perform systems administration duties on physical and/or virtual servers that 
include: 

• Applying operating systems and COTS software security patches; 
• Managing operating systems and COTS software license renewals; 
• Maintaining the operating systems and COTS software inventory; 
• Adding, upgrading, testing and removing operating systems, COTS software, and NSSC 

software applications; 
• Performing, configuring, and monitoring back-ups; 
• Creating virtual server environments; 
• Troubleshooting and resolving IT incidents, re-starting servers; 
• Performing SAN maintenance and capacity changes; 
• Replacing physical server hardware (Less than 50 lbs., such as servers, hard drives, 

memory modules); and 
• Performing remote management of cloud provisioned services, as applicable. 

3.4.3.2.5  Website Administration 
The SP shall perform NSSC internal, public, and knowledge repository website and portal 
administration per DRD 3.4-13 and Attachment J-3, Performance Requirements Summary. 
Activities include: 

• NSSC internal, public, and knowledge repository website and portal content changes; 
• Renewing website SSL certificates; and 
• Creating, publishing and decommissioning web pages, website widgets, and knowledge 

articles. 

3.4.4  IT Security 
The SP shall provide support for the NSSC IT security program, maintaining future NSSC IT 
initiatives and existing NSSC IT systems in Attachment J-25, IT Systems and Applications (with 
the administration, development, integration and/or O&M SP roles) in compliance with Federal, 
NASA, and NSSC IT security requirements and Controls and categorizing systems criticality and 
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information sensitivity. The SP shall assess NSSC IT security vulnerabilities and risks, plan 
contingencies for security incidents, and report and respond to IT security incidents per 
Attachment J-3, Performance Requirements Summary. The SP shall support internal, external 
and cloud based IT security systems. 

3.4.4.1  IT Security System Planning 
The SP shall adopt, develop, review and maintain IT System Security Plans for new and existing 
NSSC IT systems in Attachment J-25, IT Systems and Applications with the administration, 
development, integration and/or O&M SP roles and future NSSC IT initiatives in accordance 
with Federal, NASA, and NSSC IT security policies and commensurate with the systems’ 
sensitivity and the NSSC’s business requirements. Security plans shall be based on an 
assessment of risks and risk mitigation and shall document the safeguards necessary to ensure 
sufficient electronic information availability, integrity, and confidentiality. 

The SP shall maintain the NSSC IT systems in planning, conducting, and continuous monitoring 
of NSSC IT systems security certification and accreditation. The SP shall utilize the required 
NSSC or Agency system of record for documentation.  

3.4.4.2  Vulnerability and Incident Analysis and Reporting 
The SP shall support the NSSC in NASA External and Internal penetration testing by 
performing, responding to, analyzing, and remediating IT security vulnerabilities per ITS-HBK-
2810.04-01, ITS-HBK-2810.04-02 and ITS-HBK-2810.04-03. 

If a security incident occurs, the SP shall immediately inform NSSC OCIO management and the 
COR and shall participate in notifying the NASA Security Operations Center (SOC), collecting 
Intrusion Detection System (IDS), firewall, system and application logs and performing forensic 
analysis. The SP shall perform IT Security forensics and incident response and reporting per 
NSSC and Agency policy. 

3.4.4.3  IT Security Engineering and Operations 
The SP shall support the engineering, architecture, management, planning, implementation, 
maintenance, upgrade, configuration, and documentation of all NSSC IT security network 
monitoring and analysis devices. IT security monitoring and analysis of the NSSC infrastructure 
shall be performed with tools such as scanners, intrusion detection systems, application and 
network monitoring tools, and patch verification applications. 

Requirements include: 

• Providing early warning and detection of intrusions into the NSSC’s network through 
analysis of network traffic from Internet Protocol (IP) networks, including the Internet 
and key signatures associated with known vulnerabilities and IT attacks; 

• Analyzing all logs to include firewall, IDS, Server and Application logs for penetration 
attempts and tracking and reporting successful penetrations; 
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• Performing monthly scans of the NSSC complete address space and using the NASA 

provided patch verification application to ensure the mitigation or elimination of 
vulnerabilities to systems and networks; and  

• Coordinating with other NASA Centers, NASA vendors, NASA SOC, and other NSSC 
contractors, as applicable, to facilitate placement of IT security monitoring and analysis 
tools and to ensure scanning and patch management requirements are met. 
 

The SP shall make recommendations to the NSSC to ensure that all NSSC systems are secured 
according to the risk and magnitude of harm that could result to NASA or its programs resulting 
from a loss of confidentiality, availability, or integrity of the information or systems by 
submitting a MFR to the CS identified as the NSSC IT Systems Security Officer per DRD 3.4-2. 

3.4.4.4  IT Security Metrics Reporting 
The SP shall prepare and submit IT Security Metrics Reports per DRD 3.4-14. 

3.4.5  RESERVED 

3.4.6  RESERVED 

3.4.7  RESERVED 

3.4.8  RESERVED 

3.4.9  RESERVED 

3.4.10  IT Support to NSSC Functional Areas  
The SP shall provide IT administration, integration, and user support (direct and indirect) for 
information systems and software applications specific to all of the NSSC’s functional areas and 
lines of business as indicated on Attachment J-25, IT Systems and Applications. Support 
includes: 

• Providing expertise with software applications capabilities; 
• Providing user support and problem resolution; 
• Coordinating user support and problem resolution with external entities such as the U.S. 

Department of the Treasury, the U.S. Department of the Interior, the NEACC and the 
Agency Learning Management System (LMS) provider; 

• Providing standard and ad hoc reports as requested in the NSR system; 
• Supporting NSSC functional area innovation and efficiency by designing and prototyping 

scripts, programs or code when the solution will have a notable return on investment; 
• Converting prototypes to formal information systems hosted within the NSSC IT 

environment and listed in the NSSC IT portfolio; and 
• Recommending and implementing changes for simplifying repeated processes, 

automating solutions to business problems, and/or providing temporary workarounds to 
mitigate reduced or lost capabilities. 
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3.4.10.1  IT Support to Financial Management  
The SP shall operate, maintain, administer and support the NSSC’s FM systems listed in 
Attachment J-25, IT Systems and Applications. The SP shall provide technical expertise and 
business management support for applying the FM systems to NSSC operations. The SP shall 
apply expertise in FM and IT business practices, policies and regulations in order to ensure 
appropriate prioritization, delivery, control, access, and security of FM databases, tools, services, 
and information. 

3.4.10.2  IT Support to Human Resources  
The SP shall operate, maintain, administer and support the NSSC’s HR and HRIS systems listed 
in Attachment J-25, IT Systems and Applications. The SP shall provide technical expertise and 
business management support for applying the HR systems to NSSC operations. The SP shall 
apply expertise in HR and IT business practices, policies and regulations in order to ensure 
appropriate prioritization, delivery, control, access, and security of HR and HRIS databases, 
tools, services, and information. 

3.4.10.3  IT Support to Procurement 
The SP shall operate, maintain, administer and support the PR systems listed in Attachment J-25, 
IT Systems and Applications. The SP shall provide technical expertise and business management 
support for applying the PR systems to NSSC operations. The SP shall apply expertise in PR and 
IT business practices, policies and regulations in order to ensure appropriate prioritization, 
delivery, control, access, and security of PR databases, tools, services, and information. 

3.4.10.4  RESERVED 

3.4.10.5  IT Support to Cross Cutting Services 
The SP shall operate, maintain, administer and support the NSSC’s CCC and Document Imaging 
(DI) IT systems listed in Attachment J-25, IT Systems and Applications. The SP shall provide 
technical expertise and business management support for applying the CCC and DI systems to 
NSSC operations. The SP shall apply expertise in CCC, DI and IT business practices, policies 
and regulations in order to ensure appropriate prioritization, delivery, control, access, and 
security of CCC and DI databases, tools, services, and information. 

3.4.10.6  IT Support for the Business and Administration (B&A) Office 
The SP shall operate, maintain, administer and support the NSSC’s B&A systems listed in 
Attachment J-25, IT Systems and Applications. The SP shall provide technical expertise and 
business management support for applying the IT systems to NSSC operations. The SP shall 
apply expertise in the systems and IT business practices, policies and regulations in order to 
ensure appropriate prioritization, delivery, control, access, and security of B&A databases, tools, 
services, and information. 
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3.4.10.7  RESERVED 

3.4.10.8  IT Support for the Enterprise Service Desk (ESD) 
The SP shall operate, maintain, administer and support the NSSC’s ESD systems listed in 
Attachment J-25, IT Systems and Applications. The SP shall provide technical expertise and 
business management support for applying the ESD IT systems to NSSC operations. The SP 
shall apply expertise in the ESD and IT business practices, policies and regulations in order to 
ensure appropriate prioritization, delivery, control, access, and security of ESD databases, tools, 
services, and information. 

3.4.10.9  IT Support for Agency Business Services (I3P Business Office) 
The SP shall operate, maintain, administer and support the NSSC’s ABS systems listed in 
Attachment J-25, IT Systems and Applications. The SP shall provide technical expertise and 
business management support for applying the ABS IT systems to NSSC operations. The SP 
shall apply expertise in the ABS and IT business practices, policies and regulations in order to 
ensure appropriate prioritization, delivery, control, access, and security of ABS databases, tools, 
services, and information. 

3.4.11  Desk-side Support 
The SP shall provide desk-side support and reports in accordance with DRD 3.4-15 Desk-side 
support activities center on NSSC end users’ desktop/laptop Center-specific software 
applications not provided by I3P contracts with NASA; however, desk-side support may be 
performed on computing equipment that is provided by I3P contracts with NASA. The SP shall 
coordinate with the NSSC to acquire Center-specific software applications and licenses and 
maintain the Center-specific software application inventory to prevent software licensing 
violations. Support includes: 

• Provide on-site support for GFE (non-ACES) end user desktop, laptop, mobile/smart 
phone, printer and tablet devices; 

o Install, uninstall and relocate GFE (non-ACES) IT hardware, accessories, and 
monitors as required; 

o Assist in ordering, installing, tracking, and locating GFE (non-ACES) IT property 
for inventory purposes; 

• Manage NSSC Third Party / Center-specific Software on ACES and GFE (non-ACES) 
desktop, laptop, mobile/smart phone, printer and tablet devices; 

o Install, configure, and de-install all third party / Center-specific (non-ACES) 
software; 

o Troubleshoot and resolve third party / Center-specific (non-ACES) software 
installations; 

o Utilize vendor websites to remain current on product release and bug report data; 
o Utilize NASA ETADS website to remain current on Agency software and 

hardware standards, NASA-STD-2804 and NASA-STD-2805; 
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 Provide MFR to NSSC OCIO recommending changes to NASA-STD-

2804 and NASA-STD-2805; 
 Provide MFR to NSSC OCIO regarding pending Agency changes to 

NASA-STD-2804 and NASA-STD-2805 (DRD 3.4-1); 
o Maintain software inventory and configuration management (DRD 3.4-9), 

including serial numbers, version and patch releases and current licensing status. 
o Manage, track, and support timely renewal on third party / Center-specific (non-

ACES) software inventory; 
• Support Hardware and Software Refreshes; 

o Maintain awareness of the NSSC end-user ACES desktop/laptop refresh schedule; 
o Prepare NSRs in advance of a NSSC end-user’s ACES desktop/laptop refresh to 

schedule restoration of the required third party/Center-specific (non-ACES) 
software; 

o Coordinate with ACES HPES and the ACES SME on NSSC end-user 
desktop/laptop refresh issues and scheduling conflicts; 

• GFE Printer Support; 
o Maintain the NSSC GFE (non-ACES) printer pool; 
o Install, uninstall and relocate the GFE (non-ACES) printers as required, 

coordinating printer moves with the NSSC Property Manager; 
o Troubleshoot GFE (non-ACES) printer problems and recommend solutions; and 

• Periodically reorder maintenance kits to support the GFE (non-ACES) pool printers. 
  

3.5  CROSS-CUTTING SERVICES  

3.5.1  Customer Contact Center (CCC) 
The NSSC operational success is heavily dependent on customer satisfaction. The SP shall 
measure and report on customer satisfaction and shall continually search for ways to utilize self-
service Tier-0 solutions while maintaining high customer satisfaction. The customer base served 
through NSSC operations is diverse functionally, technically, geographically, and 
organizationally. Customers include, but are not limited to, NASA employees, NASA functional 
specialists (HR, PR, FM, IT, and ABS), general public employment inquiries, vendors, grantees, 
and retirees. The SP shall establish the necessary customer-focused culture and interfaces to 
provide timely, accurate, quality support. 

The SP shall operate a CCC that serves as the single point of entry for all NSSC customers. The 
SP shall staff a CCC to receive and respond to customer inquiries made via existing telephone 
(1-877-NSSC123), Tier-0 and email (nssc-contactcenter@nasa.gov). Contact center personnel 
shall possess knowledge of the NSSC services and be able to use knowledge-based tools to 
accurately respond to and resolve routine customer inquiries on the initial call. The SP shall 
maintain and update knowledge articles based on CCC research as well as recommended 
knowledge articles from the functional areas. Unique inquiries that require NASA consideration 
shall be promptly referred to the appropriate NSSC NASA personnel for resolution. The SP shall 
maintain the confidentiality of proprietary, personal, and sensitive information in accordance 
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with NASA policy and all relevant and current laws and regulations. The contact center function 
shall include the capability to track customer inquiries from initial inquiry to final resolution. 
The contact center shall maintain a history of all requests from customers for assistance, 
including resolution. Additionally, the SP shall provide a mechanism to record and track off-hour 
customer inquiries. Interactive Voice Response (IVR) and/or automatic call distribution (ACD) 
technology is employed, a simple menu structure is required, and customers must have the ability 
to “opt-out” to speak with a CCC representative at any time. The IVR and ACD technology 
currently in use for the CCC will be provided to the contractor. 
 

The NSSC currently uses the following escalation hierarchy: 

• Tier 0 – Self-service; 
• Tier 1 – Customer Contact Center; 
• Tier 2 – SP staff in the functional areas; and 
• Tier 3 – Civil Servants. 

3.5.2  Document Management and Electronic Data Management 
The SP shall provide document imaging and electronic data management for NSSC records 
related to activities identified in all PWS paragraphs. Support will include occasional document 
imaging/data management projects for other NASA or external organizations. The SP shall 
provide effective, efficient, and adaptive document imaging and electronic data management 
technology to transfer current, NSSC generated, and NSSC processed documentation to an 
electronic environment for viewing, storage, retrieval, and enable distribution via online sources, 
facsimile, and email. The SP shall manage off-site storage and retention of physical records with 
Stennis Space Center’s (SSC) Records Retention Facility. The NSSC currently uses TechDoc 
Document Management System. 

 3.6  AGENCY-WIDE AND FEDERAL IT INITIATIVES 
The SP may be requested to track and provide impact assessments for NASA’s implementation 
of Agency-wide and Federal Government IT initiatives that will impact the services provided by 
the NSSC. Through the NSSC IT Governance Plan, the SP shall support project management, 
cost estimation, scheduling, implementation recommendations, and plans to ensure the NSSC’s 
successful implementation of designated Agency/Government-wide IT initiatives.   

Ongoing or forthcoming E-Government and NASA IT Institutional Infrastructure initiatives may 
require SP technical support for the NSSC OCIO. This activity also includes providing IT 
support for NSSC initiatives to supply additional shared services to NASA and other Federal, 
state, and local government organizations. 

Agency-wide or federal IT initiatives will be added to the contract via the IDIQ task order 
process. 
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3.7  NEW BUSINESS AND SPECIAL PROJECTS 

3.7.1  New Business and Special Projects    
During contract performance, the NSSC will be asked to provide: existing services to new 
customers; new services to NASA and/or external customers; and a wide range of special 
projects. Examples include, but are not limited to, processing travel vouchers for another 
Government agency, expanding the Human Resources services currently provided to NASA, and 
special projects such as document imaging and file storage. New business and special project 
initiatives will be added to the contract via the IDIQ task order process under the following WBS 
structure.   

3.7.2  Shared Services Special Projects 

3.7.3  Functional Special Projects 

3.7.3.1  Financial Management 

3.7.3.2  Human Resources 

3.7.3.3  Procurement 

3.7.3.4  Information Technology 

3.7.3.5  Customer Contact Center and Document Imaging 

3.7.3.6  Agency-wide and Federal IT Initiatives 

3.7.3.7  Reserved 

3.7.3.8  Enterprise Service Desk 

3.7.3.9  Agency Business Support 

3.8 IT SUPPORT SERVICES  

3.8.1  RESERVED 

3.8.2  RESERVED 

3.8.3  Enterprise Service Desk (ESD) 
The SP shall operate the ESD which serves as the single point of entry for all NASA IT 
customers as well as some Center/Mission Directorate specific services. The SP shall staff the 
ESD to receive and respond to customer inquiries made via existing telephone (1-877-
NSSC123), tier 0 and email (nasa-esd@mail.nasa.gov). ESD personnel shall possess knowledge 
of IT services and be able to use knowledge-based tools to accurately respond to and resolve 
routine customer inquiries on the initial contact. Contacts that cannot be resolved at Tier 1 shall 
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be promptly referred to the appropriate I3P Service Provider, Center or Mission Directorate 
personnel for resolution. The SP shall continually search for ways to utilize self-service Tier-0 
solutions while maintaining high customer satisfaction. The SP shall maintain the confidentiality 
of proprietary, personal, and sensitive information in accordance with NASA policy and all 
relevant and current laws and regulations. The ESD function shall include the capability to track 
customer inquiries from initial inquiry to final resolution. The ESD shall maintain a history of all 
requests from customers for assistance, including resolution. Performance metrics shall be 
reported in accordance with DRD 3.8-1.  

3.8.3.1  ESD Service Elements 
The SP shall provide the following support: 
 

• Incident Management 
o The SP shall provide 24x7 Tier 0/1 support for I3P services and Center/Mission 

Directorate specific services, for all incidents received via phone, email or Web. 
o Customers shall be able to submit incidents to the ESD via web, telephone, and 

email. 
o Automatic call distribution (ACD) technology is employed, a simple menu 

structure is required, and customers must have the ability to “opt-out” to speak 
with an ESD representative at any time. The ACD technology currently in use for 
the ESD will be provided to the contractor. 

o Users shall have the ability to submit and status open and closed incidents via web 
interface, phone call or email for themselves or for incidents placed on behalf of 
others. 

o ESD personnel shall gain knowledge of services through training on knowledge 
articles provided by the I3P contractors, Centers and Mission Directorates and be 
able to use the knowledge articles to accurately respond to and resolve routine 
customer incidents on the initial contact. 

o Incidents that cannot be resolved on initial contact shall be promptly escalated to 
the appropriate I3P Service Provider, Center or Mission Directorate personnel for 
resolution. 

o The SP shall respond to customers for incidents that have been escalated to non-
Tier 1 personnel. Incidents are opened and closed by the ESD even though 
incidents may be escalated and assigned to the Tier-2 contractors. 

o The SP shall utilize the existing interface for data exchange between the ESD and 
I3P Service Providers for incidents. 

o The ESD shall be responsible for monitoring and tracking all incident tickets and 
providing reports to the ESD Service Office Manager.   

 
• Service Request Management 

o The SP shall utilize the existing Information Technology Service Management 
(ITSM) Service Catalog to display I3P/Center/Mission Directorate services 
available for order. 
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o Tier-0 will act as the interface whereby services are presented to the user in an 

order / shopping cart format through the Enterprise Service Desk Ordering 
System. 

o I3P Contractors, Centers and Mission Directorates will provide subject matter 
experts as to the content of the relevant service catalog. 

o Users shall have the ability to place and status open and closed service requests 
via Tier 0 for themselves or on behalf of others. 

o When a user places a service request to be fulfilled it may require organizational, 
IT, and Center resource review and approval. 

o Depending on the service being ordered, it may be funded as a one-time purchase 
via Purchase Card or the Cost Center funding process or it may be a recurring cost 
via the Cost Center funding process only. 

o Once the final review is complete an order will be placed for fulfillment. 
o The SP shall utilize the existing interface for data exchange between the ESD and 

I3P service providers for service requests. 
 

• Service Definition Workflow 
o I3P Service Executives (SEs) will describe their services and gain approval for 

those services using the ITSM Service Catalog. 
o The ITSM Service Catalog will be the mechanism used by the SE, I3P service 

providers and System Integration Manager (SIM) to describe the service. The SE 
is responsible for entering (add, modify, deactivate) the service definition after 
which the I3P service provider fully describes the service, options, cost, etc.  

o Once the service is approved by the SIM, the SP will configure the service and 
release to the SE, I3P, and SIM for validation and approval before publishing it to 
the user-facing catalog. 

 
• Configuration Management  

o The SP shall store I3P service Configuration Items (CIs) to maintain 
configuration information on the current state of the services and infrastructure as 
well as any historical data that is developed throughout the life of the I3P 
contracts. 

o Each I3P service provider is responsible for managing I3P CIs in accordance with 
NASA’s Service Asset and Configuration Management (SACM) Process. 

o I3P CI’s shall be obtained via the web service interface and natively from the 
order. The SP is responsible for ensuring that CI data provided by the I3P service 
providers is contained in the configuration management database (CMDB). 
The SP shall operate and maintain a tool to facilitate configuration item audits and 
viewing of audit reports.  

• Real-time User Surveys  
o Unless the support has been specifically excluded from the survey process, the SP 

shall send automatic surveys to every ESD customer so they can rate the 
performance of the ESD and I3P agent(s) and leave comments on how they can 
improve customer service. 

o Surveys are initiated upon resolution of incidents and service requests. 
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o ESD and I3P survey responses shall be tracked separately and made available 

through the ITSM reporting tool. 
o ESD survey responses shall be reported in accordance with DRD 2.17-1. 

 
• Knowledge Management  

o The SP shall provide a self-help search capability on the NSSC knowledge 
database via Tier 0. 

o Authorized users provisioned through the NASA Access Management System 
(NAMS) will be able to create, modify and retire knowledge articles in the ESD’s 
Tier 0 web interface to provide scripted fixes for common user incidents and 
information on I3P and non-I3P services with a Center(s) or Enterprise 
perspective. 

o The SP shall continuously work with the I3P service providers, Centers and 
Mission Directorates to create new and update existing knowledge articles to 
provide a better Tier 0 customer experience and improve first contact resolution.  

 
• Communications, Service Outages and Notifications  

o The SP shall utilize the notification tool to disseminate information on planned 
and unplanned system outages, degradation to services and system upgrades and 
enhancements. 

o Users approved through the NAMS process can use the tool to draft the message, 
determine the time the message is to be sent and establish the distribution. 

o NASA customers have the ability to subscribe to selected categories of messages 
related to specific NASA Centers or I3P services and by the criticality of the 
message. 

o For all notifications, the submitter is responsible for message content, however, 
the SP will review each message for grammar and spelling prior to distribution. 

 
• Change Management  

o The SP shall operate and maintain the ITIL-aligned tool to implement the 
Agency’s Change Management process. Access to the tool will be provisioned by 
the ESD using NAMS workflow.   

• Problem Management  
o The SP shall operate and maintain the ITIL-aligned tool to implement the 

Agency’s Problem Management process. Access to the tool will be provisioned 
by the ESD using NAMS workflow.   

• ESD Support for Other Agency IT and non-IT Helpdesks or Services 
o Tier 0/1 support to users of Center/Mission Directorate services. 
o Tier-2 presence for Center/Mission Directorate support staff. 
o Access and use of the Knowledge Authoring Tool. 
o Enterprise Service Request System (ESRS) presence for Center / Mission 

Directorate services. 
o Access and use of the ESD Notifications Tool. 
o Access and use of the ITSM reporting tool. 
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ESD Enhancements – In addition to the above requirements, the SP shall submit implementation 
plans/briefings to the Government for consideration for the following enhancements: Chat 
capabilities for incident management (DRD 3.8-2); Interactive Voice Response (IVR) 
capabilities that provide for a “call back” option that allows customers to opt for a call back 
rather than waiting in a call queue and the administration of surveys via telephone (DRD 3.8-3); 
remote desktop access to increase the number of incidents resolved at Tier 1 (DRD 3.8-4); and 
implementation of mobile applications (DRD 3.8-5). Depending on the Government’s decision 
on the recommended approaches and costs associated with these enhancements, a contract 
modification or task order will be issued as appropriate.          

3.9  AGENCY BUSINESS SUPPORT SERVICES  

3.9.1  Information Technology Integrated Infrastructure (I3P) Business Office 
The SP shall provide support to manage the I3P contracts by performing the following activities, 
which include: 

• Assembling workbooks of I3P contractor invoices to include validation of contractor 
billing and funding data from SAP; 

• Reviewing Center responses for billing issues and coordination of corrective actions for 
NASA to work with the vendor; 

• Reviewing and tracking vendor updates of corrective actions identified; 
• Reconciliation of funding in SAP to the aging of advances for the Working Capital Fund; 

and 
• Distribution of monthly reporting to the Centers. 
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