EVALUATION SURVEY OF CONTRACTOR’S PAST PERFORMANCE FORM

You have been reported as having recent experience with the provider of messaging (e-mail, etc.) or other systems/services named below.  The Federal Aviation Administration (FAA) is preparing to award a contract for electronic messaging to include such areas as e-mail, calendaring and scheduling, etc.  To help us evaluate the vendor's past performance, would you please fill out this short survey and identify yourself at the bottom of the form.  Please return this form to:  FAA, FOB 10A, Room 609, 800 Independence Avenue, SW, Washington, DC  20591, Attn: Mr. Jim McNulty, ASU-370.  Questionnaire surveys must be received by 3:00 PM, April 9, 2001. Thank you in advance for your assistance.

Name of Service Provider: __________________________________
Name of Customer: ______________________

Contract No.:  ___________________________________

Rating Instructions:  In the column on the far right circle the number that corresponds to the performance rating for each category in the box on the left.  Factors to be considered in evaluating each category are shown in the middle column.  Circle the average score that best reflects all the factors considered, using a scale of 1-5, where 5 is highest in satisfaction (use N/A for not observed or inapplicable to your contract):

E-MAIL SERVICES

(or other system-related services of similar complexity) 
Staff were knowledgeable and trained appropriately

Provided reliable Professionalism of key personnel

Met specific performance levels

Migrated to new system successfully

Co-existed with the old/current system until new system had been deployed

Supported new requirements
N/A   1    2    3    4    5 

N/A   1    2    3    4    5  

N/A   1    2    3    4    5

N/A   1    2    3    4    5

N/A   1    2    3    4    5

N/A   1    2    3    4    5

RESPONSIVENESS
Facility-to-facility and host-to-user communication is timely

Availability including scheduled outages

Availability ignoring scheduled outages

Understanding of technical issues, technical expertise

Emergency response

Scheduling of applications
N/A   1    2    3    4    5

N/A   1    2    3    4    5

N/A   1    2    3    4    5

N/A   1    2    3    4    5

N/A   1    2    3    4    5

N/A   1    2    3    4    5

PERFORMANCE

(the extent you were satisfied with the quality of services and deliverables)
Migration from old e-mail (or other system) to new system

Managing co-existence of old system with the new system until migration was completed

Documentation of systems and training to user/support personnel

Accuracy in diagnosing problems
N/A   1    2    3    4    5

N/A   1    2    3    4    5

N/A   1    2    3    4    5

N/A   1    2    3    4    5



USER SATISFACTION
Contractor’s processes to monitor and ensure customer satisfaction

Courtesy

Effectiveness of solutions provided to your needs

Responsiveness to problems associated with contractor’s behavior, activities or attitude

Any awards to contractor for quality of work, terminations for default or convenience (please cite specifically in the Additional Comments on the bottom of this form)

Pro-actively addressing needs
N/A   1    2    3    4    5

N/A   1    2    3    4    5

N/A   1    2    3    4    5

N/A   1    2    3    4    5

N/A   1    2    3    4    5

N/A   1    2    3    4    5

BUSINESS/ CONTRACT MANAGEMENT
Compliance with contract requirements

Timely administration/billing and submission of accurate reports

Effectiveness of corporate management/contract administration activities

Prompt notification of problems; close, professional working relationships to solve issues

Project management and resource allocation; cost containment

Cost of the contract versus the value and timeliness of services and products received

Maintaining qualified staff
N/A   1    2    3    4    5

N/A   1    2    3    4    5

N/A   1    2    3    4    5

N/A   1    2    3    4    5

N/A   1    2    3    4    5

N/A   1    2    3    4    5

N/A   1    2    3    4    5

Overall, on a scale of 1 – 5, how satisfied were you with this service contract?
                            

Please give us an idea of the size and scope of the contract you described above:

Total dollar award – $________________

Length of contract – _______ years

Number of e-mail users or other type customers – ___________

Name: ___________________________________________
Your Function: ______________________________

Organization: _______________________________

Address: ___________________________________________________

Telephone No.: _________________

Additional Comments (may continue on another page as necessary):



(contracting officer, program manager, etc.)








