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I. Overview

A. This is a performance-based contract that contains positive incentives.  Performance that meets or exceeds standards will result in payment of an award fee at the end of the evaluation period.  This Performance Based Award Fee Plan covers the administration of the award fee, evaluation and scoring, activities and schedules, performance objectives, and the methodology used to determine the award fee. Both quantitative and qualitative factors will be used in evaluating contractor performance.  Examples:


1. Quantitative



(a) Did the contractor produce deliverables on time?



(b) Did the contractor produce deliverables using the estimated resources?

                  (c) Did Western save money or improve services as the result of a contractor suggested and implemented process improvement?


2. Qualitative



(a) How often was rework required?



(b) Did deliverables satisfy the customer’s documented requirements?



(c) Did the contractor add value to deliverables?

B. The following matters, among others, are covered in the contract:

1. The Contractor is required to provide on-site Information Technology (IT) support services.


2. The period of performance consists of a 2-year base period, and three one-year option periods.

3. The estimated cost of performing the contract for the base period is reflected on line 0001A.


4. This contract provides positive performance incentives.  The maximum positive performance incentive for the base period is reflected on lines 0001B and 0001C.


5. This Award Fee Plan supplements Special Contract Provision H.23, entitled “Performance-Based Award Fee.”

6. The maximum available award fee pool for each annual period, including option periods, will be as stated on the schedule of Supplies or Services and Prices/Costs.

7. The award fee payable from the maximum available award fee for the performance period will be determined annually by the Fee Determination Official (FDO) in accordance with this plan.

8. The FDO may unilaterally change this plan, provided the Contractor receives notice prior to the beginning of the evaluation period to which the changes apply.  

II. Award Fee Administration

The following organizational structure is established for administering the award fee process.

A. Fee Determination Official (FDO). 

1. The Contracting Officer is the FDO.

2. Primary FDO Responsibilities.

(a) Establishing the Performance Evaluation Board (PEB)

(b) Determining the award fee earned and payable each evaluation period.

(c) Changing the plan as appropriate (see Part V).

B. Performance Evaluation Board (PEB).  The PEB is to evaluate contract performance for the award fee evaluation period and to prepare a written report of findings and a fee recommendation to the FDO.  The PEB will review the Performance Based Award Fee Plan for effectiveness and recommend changes to the FDO.  The PEB will consist of:

1. The Contracting Officer’s Representative (COR).

2. The Contract Specialist (CS) assigned to the contract.

3. Technical Representatives (TR) for tasks identified in Section 2 of the SOW.
PEB members will select a chairperson.  He/she will ensure that members receive training on the award fee process and are familiar with the award fee plan. 

C. Performance Monitors.  The COR, CS, and TRs will monitor performance.  Their responsibilities include:

1. Monitoring evaluating and assessing contractor performance in assigned tasks.

2. Reporting to the PEB and FDO, as appropriate, to support evaluation above or below the satisfactory level.

3. Providing feedback to the Contractor throughout the award fee period.

4. Recommending changes to this plan, as appropriate.

5. Ensuring that the Award Fee Plan is current and communicates performance expectations to the Contractor.

III. Evaluation and Scoring.
A. The FDO will make a determination of the award fee earned within 60 working days of the end of the evaluation period.  The method to be used is described in this plan or in Special Contract Provision H.23, Performance Based Award Fee.  Evaluation requirements, methods, and a scoring table are described in Attachments A and B.
B. The award fee will be calculated based on technical performance, management effectiveness, and cost control.  The PEB will determine the weighting of each element prior to the start of the evaluation period.  The PEB will also determine the specific tasks to be evaluated under each performance element.  This information shall be communicated to the Contractor prior to the start of the award fee period.  The points assigned to each element are for the purpose of helping the FDO determine an appropriate award fee amount.  They are strictly an evaluation tool.  The process used to determine the award fee amount cannot be reduced to a mathematical formula or methodology.  The expectation is that the contactor performance will generally meet or exceed performance standards.  No award fee will be earned in a given factor if overall performance falls below the acceptable quality level.
C. Government actions which impact contractor performance, such as changes to specifications or priorities, will be considered in the evaluation and scoring process.

D. The FDO will consider PEB recommendations (which will be contained in a formal report), feedback from the Contractor, and any other pertinent information in determining the award fee amount for the period.  The FDO’s decision on the award fee amount will be communicated to the Contractor in the Award Fee Determination Report (AFDR).  The FDO will also debrief the Contractor after the AFDR has been issued.
IV. Activities and Schedules.
	ACTIVITY
	TIMEFRAME

	1. PEB will ensure that performance elements are in place and have been communicated to the Contractor.
	Prior to the start of the award fee period.

	2. TRs will assess Contractor performance and will notify the CS and/or COR of any problems.
	Throughout the award fee period.

	3. The CS and/or COR update the Contractor Project Manager on performance (successes, problem areas, etc.)
	Throughout the award fee period.  At a minimum one update will take place at the midpoint of the award fee period.

	4 The PEB will determine the weighting of each element and the specific tasks to be evaluated under each performance element for the next award fee period. This information shall be communicated to the Contractor 
	Within 15 working days prior to the end of the current award fee period.

	5. TRs assess Contractor performance and prepare a report containing a summary rating (below standard, meets standard, or exceeds standard) and narrative details to support the summary rating.  The report will be provided to the PEB and to the Contractor Project Manager.
	Within 15 working days from the end of the award fee period.

	6. The Contractor will review TR reports and prepare responses indicating concurrence/non-concurrence and additional documentation as required. 
	Within 25 working days after the end of the award fee period or 10 days after the receipt of TR reports (whichever comes earlier).

	7. PEB prepares report for FDO based on a review of TR reports and Contractor responses.  The report will be provided to the Contractor Project Manager.
	Within 30 working days after the end of the award fee period or 5 days after receipt of Contractor response (whichever comes earlier).

	8. The Contractor will provide comments on the report to the FDO.
	Within 40 working days after the end of the award fee period or 10 days after the receipt of the PEB report (whichever comes earlier).

	9. The FDO will make a final award determination based on the PEB report and Contractor comments.  The FDO issues the AFDR, which consists of the FDO award fee determination, justification for the award fee amount, and supporting documentation (TR reports, PEB report). and all Contractor comments).
	Within 50 working days after the end of the award fee period or 10 days after receipt of Contractor comments (whichever comes earlier).

	10. The FDO will debrief the Contractor.
	The Contractor will contact the COR to schedule the briefing.


V. Changes to Plan Coverage

Based on input from the COR, CS, PEB, or the contractor, the FDO is authorized to make unilateral changes to provisions of this plan that do not require mutual agreement under the contract.  The FDO must provide written notification of proposed changes to the COR, CS, PEB, and contractor one month prior to the start of an award fee period in order to allow for comments by all parties.  When the FDO determines that changes will be implemented, a formal unilateral contract modification is required. 

ATTACHMENT A

EVALUATION PERIOD, MAXIMUM AVAILABLE AWARD FEE, PERFORMANCE AREAS, EVALUATION CRITERIA AND SCORING TABLE
1.  Evaluation Period and Maximum Available Award Fee:
	Period Number
	Start Date
	End Date
	Maximum Available Award Fee

	Base Period – Yr. 1
	November 01, 2003
	October 31, 2004
	TBD *

	Base Period – Yr. 2
	November 01, 2004
	October 31, 2005
	TBD*

	Option Periods
	Option exercise
	TBD
	TBD *


* To Be Completed After Contract Award

2.  The performance factors to be evaluated are identified below. Weights are used for the sole purpose of communicating the relative priorities assigned to the various performance factors and in no way imply arithmetical precision to the judgmental determinations of overall performance quality and the amount of fee earned. 
The contractor will earn 68 percent of the maximum award fee for performance at the acceptable quality level.  The government will notify the contractor of the weights for the sub-elements in each factor prior to the start of the award fee period.  The sum of the performance ratings for each sub-element will be used to determine the score for that factor.  The sum of all factors will be used to determine the total percentage.  Bonus points may be earned to bring the total award fee percentage up to, but not exceeding, 100 percent.
	Number
	Factor
	Assigned Weight

	1
	Applications
	25%

	2
	Operations and Server Services
	35%

	3
	IT Call Center and Desktop Support
	20%

	4
	Project Management
	10%

	5
	Cost Control
	10%

	
	TOTAL
	100%

	6
	Bonus Points for effort above and beyond what was required and not covered in the QAP.
	5%


3.  Evaluation criteria.  Evaluation Factors 1 through 5. 

a. Basis or Standard for Measuring Performance.  Performance will be measured against the criteria identified in the Quality Assurance Plans.  Each criterion within a factor will be assigned a percentage.  The total of the percentages for each criterion will equal the total percentage for that factor.

b. Evaluation and Scoring of Performance.  Performance will be evaluated based on outputs/objectives and acceptable quality levels that are defined for the performance period.  Performance above or below the acceptable quality level must be supported by written narrative.  Unacceptable performance on one of the factors will result in zero points for that factor.  

c. Bonus Points. There are 5 bonus points (5 percentage points) available for award at the sole discretion and judgment of the PEB and FDO that may be earned to bring the total award fee percentage up to, but not exceeding, 100 percent.  Each Performance Monitor has the opportunity to identify accomplishments that may have been above and beyond what was required and not covered in the QAP. Each Performance Monitor will describe the effort and recommend the number of the available bonus points to be awarded for the effort.  The PEB will review all of the accomplishments recommended by the performance monitors to receive bonus points and will determine which accomplishments if any will receive bonus points.

ATTACHMENT B – QUALITY ASSURANCE PLAN

FACTOR 1 – APPLICATIONS 

Maximum Weight = 25%

Acceptable Quality Level (AQL) = 17%

Below AQL = 0%

	OUTPUT/OBJECTIVE
	ACCEPTABLE QUALTY LEVEL (Occurrences are for one reporting period unless indicated) 
	MEANS OF MEASUREMENT

	New/modified software is high in technical quality and satisfies documented user requirements. 
	No more than two (2) occurrences of software moving from user acceptance test back to development for rework due to programming errors or failure to meet requirements.
	COR/TR monitoring of contractor performance.



	New/modified software deliverables are produced in a timely manner and are consistent with resource estimates. 
	Software is released to user acceptance testing:

· ahead of or on schedule for critical projects;

· no more than 2 weeks behind schedule for other projects.

Project resources will not exceed estimated resources by more than 20%.
	CO/TR monitoring of actual versus planned release dates.

COR/TR monitoring of staff utilization.



	Staff is available for ongoing support of day-to-day requirements (user questions, ad-hoc queries, etc.)
	No more than four (4) occurrences of staff not being available to provide acceptable support (problem resolved, work around established, problems reported to vendor, etc.) within 3 days of request for support.
	COR/TR monitoring of contractor performance.

Customer satisfaction as measured through validated customer complaints and/or feedback to the COR/TR. 

	Staff adheres to Western policies on software development, configuration management, and IT architecture.
	No instances of programming being performed without an approved requirements document (or equivalent).

Less than three (3) instances of software not being moved from development to user acceptance test due to improper documentation or release instructions.

No significant audit findings that procedures are not being followed.

No instances (without a waiver) where enterprise architecture standards are not followed.

 
	COR/TR monitoring of contractor release paperwork.

Feedback from configuration management and IT architecture functions.

Audit findings.




FACTOR 2 – INFRASTRUCTUREOPERATIONS & SERVER SERVICES 

Maximum Weight = 35%

Acceptable Quality Level (AQL) = 23%

Below AQL = 0%

	OUTPUT/OBJECTIVE
	ACCEPTABLE QUALTY LEVEL (Occurrences are for one reporting period unless indicated) 
	MEANS OF MEASUREMENT

	CSO Computer Center Servers and Services are available to the Western user community.
	CSO Computer Center Servers and Services are available (except during pre-approved scheduled maintenance, power outages, and/or distaters) 99.9% of the time.
	Contractor will report to the COR all server/service downtime not covered by pre-approved maintenance



	CSO Computer Center Servers and CSO Desktops are secured from Cyber Security Threats. 
	High and medium risk cyber security vulnerabilities that have been identified via periodic scanning are corrected within 2 weeks of being identified. (except where written exceptions have been approved by Western ’s Cyber Security Program Manager (CSPM).
	Copies of high and medium risk cyber security vulnerabilities identified via scanning will be sent to the COR/TR and contractor. Contractor will notify the COR/TR and CSPM when corrective action has been completed.     

	CSO Computer Center Servers and the information stored on them can be recovered from hardware/software failures, human error, or disasters.
	All production CSO Computer Center Servers are backed up in accordance with Western Policies and Procedures.


	COR/TR will conduct unannounced internal control reviews of backup procedures and media.

	CSO Computer Center staff provides emergency customer support.
	No more than 2 occurrences of staff not being available in accordance with SOW provisions (on-call staff must respond to pages within 30 minutes and be on-site within 2 hours.
	COR/TR monitoring of contractor performance.

	CSO Computer Center staff follows published policies and procedures.
	No instances of unauthorized server configuration or deviation from procedures.
	COR/TR monitoring of contractor performance


FACTOR 3 – IT CALL CENTER & DESKTOP SUPPORT (ASSIGNED WEIGHT = 20%)


Maximum Weight = 20%

Acceptable Quality Level (AQL) = 14%

Below AQL = 0%

	OUTPUT/OBJECTIVE
	ACCEPTABLE QUALTY LEVEL (Occurrences are for one reporting period unless indicated) 
	MEANS OF MEASUREMENT

	User requests to the Western IT Call Center are responded to quickly and accurately
	95% of all IT Call Center Requests are responded to within one business day.

No more than 20% of the closed Call Center tickets receive negative user feedback.


	Call Center response time will be measured via HEAT reports.

Measured by the negative responses received back from email that is sent to customers for each closed ticket soliciting service feedback.



	CSO users have a responsive, stable, and secure desktop and /or laptop computer to meet their business requirements
	Security patches for CSO desktop/laptop computers are installed within two weeks of their announcement.
Software updates to user desktop and laptop computers are performed on schedule and accurately via electronic software distribution (no more than two occurrences of an error occurring during the update).
	COR/TR monitoring of contractor performance

	User accounts accurately reflect their access requirements.
	All user accounts and rights are reviewed and revalidated by the user’s supervisor at least yearly.

Accounts are disabled or deleted within 1 hour of notification of employee termination or transfer.
	COR/TR monitoring of contractor performance

	User accounts conform to Western and OCIO policies and procedures.
	 No instances of creation or modifications to user accounts that did not follow established Western policies and procedures.
	COR/TR monitoring of contractor performance

	Call Center/Desktop staff provides routine and emergency customer support.
	No more than 2 occurrences of staff not being available.
	COR/TR monitoring of contractor performance.

	Call Center/Desktop staff follows published policies and procedures.
	No instances of unauthorized server configuration or deviation from procedures.
	COR/TR monitoring of contractor performance

	Desktop staff maintains an electronic inventory of CSO personal computer hardware and software.
	Electronic inventory is updated and validated for accuracy by the first working day of each month.  No more than 2 occurrences where inaccuracies are found in the inventory 
	COR/TR monitoring of contractor performance


FACTOR 4 – PROJECT MANAGEMENT 


Maximum Weight = 10%

Acceptable Quality Level (AQL) = 7%

Below AQL = 0%

	OUTPUT/OBJECTIVE
	ACCEPTABLE QUALTY LEVEL (Occurrences are for one reporting period unless indicated) 
	MEANS OF MEASUREMENT

	Effective management of assigned projects.
	No more than one (1) instance where a Project Plan must be reworked due to improper allocation of staff resources, understanding of requirement, etc.
	COR/TR monitoring of projects.



	Effective recruitment and training of new staff.
	Vacancies are filled three (3) weeks after the incumbent departs or official authorization for a new position is received.


No instances where new hires require formal training to perform assigned duties.
	COR/TR monitoring of contractor new hires.

	High customer satisfaction with products and services.
	No more than four (4) instances of valid customer complaints.
	COR/TR monitoring of contractor performance.

Customer satisfaction as measured through validated customer complaints and/or feedback to the COR/TR.


	Excellent communications with Federal staff responsible for contract monitoring.
	No more than one (1) instance where problems are not identified in a timely fashion that allows for corrective action(s).
	COR/TR monitoring of contractor feedback.

	On-call staff responds to emergency calls or pages in a timely manner.
	No more than 4 instances where the on-call person does not respond to a pager call within 30  minutes or report for duty within 2 hours of notification to do so.
	CO/COR/TR monitoring of contractor invoices.


FACTOR 5 – COST CONTROL 

Maximum Weight = 10%

Acceptable Quality Level (AQL) = 7%

Below AQL = 0%

	OUTPUT/OBJECTIVE
	ACCEPTABLE QUALTY LEVEL (Occurrences are for one reporting period unless indicated) 
	MEANS OF MEASUREMENT

	Direct labor costs and costs that are part of G&A and Overhead rates are effectively managed and controlled. 
	The Contractor provides support services within budget.  The COR is notified in a timely manner when there will be a cost overrun.
	CO/COR/TR monitoring of contractor invoices.

	Overtime costs and Other Direct Costs (Travel, training, etc.) are effectively managed and controlled.
	90% of overtime is pre-scheduled and approved by the CO/COR.  Scheduled overtime does not exceed 1% of Direct Labor costs.

Other Direct Costs do not exceed 5% of Direct Labor costs.
	CO/COR/TR monitoring of contractor invoices.
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