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L.
Instructions, Conditions and Notices to Offerors

L.1
General

The purpose of this SIR is to solicit responses that will be evaluated and will result in a single contract award.  The acquisition of AIS services will be the result of a three-stage process.

Stage 1 will consist of the submittal of Volume I of the Offeror’s response.  This volume, titled “Capabilities, Experience, Performance and Technical Approach,” will enable the FAA to make a determination of which of the responding Offerors are qualified to fulfill the requirements of the contract and will be invited to enter Stage 2 of the acquisition.  

Stage 2 will consist of the submission of Volume II of the Offeror’s response, an oral presentation, and a demonstration of the Offeror’s proposed software.  Volume II of the response, titled “AIS Model Contract,” will be based upon a FAA provided draft.  At the completion of Stage 2 a decision will be made on which Offerors will be invited to participate in Stage3.  

Stage 3 will require the submission of Volume III of the response, titled “AIS Cost/Pricing”.  Additionally, Stage III will include an Operational Capabilities Assessment (OCA) which will be conducted at the Offeror’s facility.  Additional information regarding the OCA is provided in L.11.1. 

The Government reserves the right to arrive at a list of qualified bidders at the end of each stage of the process, based solely upon the evaluation of Offeror’s responses in that and the preceding stages.

L.2
Non-Government Evaluators and Advisors
Individuals from the following support contractor organizations will participate as non-government evaluators or advisors in the evaluation of responses to this SIR: CEXEC, ITT Industries, OTS Inc., SAIC, and other organizations as needed.  Non-Government evaluators and advisors will have completed Conflict of Interest and Non-Disclosure forms.  Individuals will be authorized access to only those portions of the responses and discussions that are necessary to enable them to support the Government in the evaluation.  Any objection to the disclosure of information to these non-government evaluators and advisors should be provided in writing no later than 21 calendar days after the release of the SIR for Stage 1 and shall include a detailed statement of the basis of the objection.

L.3
To Be Proposed (TBP) Sections 

The SIR, less sections L and M, will form the basis for the model contract.  It will contain portions that require Offeror input marked by the use of the term "TBP" meaning “To Be Proposed.”  When this term is used, the Offeror is expected to propose wording which will be inserted into the final contract.  This term requires that the Offeror complete those statements with the specific capability or quantity they propose under AIS.  The TBP sections are to be completed by the Offeror in the Stage 2 submittal of the tailored model contract.

L.4
Projected Milestone Schedule

The following represents the projected procurement milestone schedule as of the release date of the SIR.

	Activity
	Dates (Approximate)

	Release SIR
	December, 2001

	Stage 1 Responses
	January, 2002

	Screening Decision
	February, 2002

	Invitation to Stage 2
	March, 2002

	Stage 2 Responses
	May, 2002

	Qualification Decision
	June, 2002

	Invitation to Stage 3
	June, 2002

	Stage 3 Response
	July, 2002

	Conduct Capability Assessment
	July/August, 2002

	Contract Award
	September, 2002


Table L.4-1:  Program Schedule

L.5
General Response Instructions
To reduce the expense and time associated with proposal preparation and evaluation, the Government has tried to limit the information required to conduct an accurate and consistent “best value” evaluation process.  Offerors are cautioned that the Government considers the overall form and substance of their responses to represent the general quality of work expected to be performed under this contract, and that as such, it will be considered throughout the review and evaluation process.

The Offeror shall submit a response in three volumes, one per stage.  Stages 1 and 2 will conclude with a screening decision that will allow the qualified Offerors to continue into the next stage. The volumes are broken down as follows: 


Volume I
Capabilities, Experience, Performance, and Technical Approach


Volume II
AIS Model Contract

Volume III
AIS Cost/Pricing 

Volumes I and III shall be logically organized including a Table of Contents, Executive Summary/Overview, and Glossary.  Volume II will be organized in the same manner as a FAA contract with the addition of a cover letter to provide an overview of the Offeror’s tailored model contract.  A description of the Offeror’s general technical solution shall be included as an attachment to the model contract.

L.6
Delivery of Responses
All information submitted in response to this SIR shall be due by 2:00 p.m. Eastern Time as follows:

	Volume
	Description
	Page 

Limit
	Due Date
	No. of Copies

	I
	Parts:

Executive Summary

A.
Capabilities

B.
Experience

C.
Performance

D.
Technical Approach

E.
Key Personnel
	150
	_______, 2002
	· 1 Original, unbound, single sided, paper copy;

· 4 paper copies

· 2 CD-ROMs in Microsoft Office 97 format

	II
	Model Contract Parts:

B.
Supplies or Services and Price/Cost

C.
Statement of Work

H.
Special Contract Requirements

I.
Contract Clauses

J.1
Contract Data Requirements List (CDRL)

J.2
Functional Specification

J.3
Technical Solution/System Architecture Drawing and Description
	250
	TBD
	

	III
	Parts:

Executive Summary

A.
Contract Section B Pricing

B.
Cost Basis and Determination Process

C.
Time and Material CLIN Rate Justification

Appendix: Offeror Data for Responsibility Determination
	100
	TBD
	


Table L.6-1:  Offeror Response Information

L.7
Format
All information shall be provided in loose-leaf notebooks and be submitted on standard letter size 8½ x 11 inch paper.  Foldout pages not exceeding 11 inches by 17 inches in size are acceptable where required for the presentation of drawings or other graphical material.  Font and margin requirements do not apply to foldout pages, but the pages must be easily readable.  Foldout pages will be counted as one page and shall not be used for the presentation of straight text.  Foldout pages shall not exceed 10% of the total page count.  The proposal pages shall be numbered sequentially.  Any items embedded within a document shall be objects only, not links.  Font size shall be 12 with top and bottom margins equal to 1.0 inch, and left and right margins equal to 1.0 inch.

L.8
Volume Descriptions
All information shall be provided in the volume specifically prescribed.  Each volume shall include one original signature transmittal letter submitting the response from the Offeror to the FAA Contracting Officer.  As part of the transmittal letter, Offerors shall confirm receipt of all amendments (i.e., list all solicitation amendments).  A description of the required contents for each volume follows.

L.8.1
Volume I, Capabilities, Experience, Past Performance, and Technical Approach  

The contents of Volume I will be used as screening information to identify Offerors whose past experience and capabilities best meet the AIS requirements of the FAA.  The content of Volume I will also be used in the subsequent evaluation process.

The screening assessment criteria focuses on ensuring that the Offeror has the necessary capabilities, the requisite experience, technical understanding of the requirements, and performance history to meet FAA requirements.  The Offeror’s Volume I response shall contain an executive summary followed by the five information sections listed below:

Part A:
Capabilities

Part B:
Experience

Part C:
Performance

Part D:
Technical Approach

Part E:
Key Personnel

The content of the Volume I sections is described in the following sections.

L.8.1.1
Executive Summary

Provide a summary of the Offeror’s Volume I response.  It includes the more salient points of how the Offerors capabilities, experience, and past performance support its position to continue through the competition and ultimately be awarded the AIS contract.  It shall be used by the Offeror to identify and highlight significant features of the response that may differentiate this Offeror from others.

L.8.1.2
Part A - Capabilities

Part A will detail the Offeror’s capabilities in the technical and management areas that are directly and indirectly related to the providing of the services required by the AIS program for the duration of the contract.  Part A must provide the following information:

1. Provide a description of your company’s technical capabilities that are relevant to meeting the requirements of the AIS SIR.  Include the capabilities of any teaming partners or subcontractors.  Specifically discuss the team’s capability to use or modify existing software to satisfy the requirements of the AIS.  Describe your engineering resources and provide your top-level approach to ensuring that all of the requirements of the system are met.  

2. Provide a description of the functional capabilities of Offeror’s off-the-shelf software and its potential for being tailored to meet requirements of the AIS Functional Specification.

L.8.1.3
Part B
Experience 

Offerer provided information shall consist of a past experience narrative and a Previous Contracts List in the format provided in subparagraph 1 below.  All cited contracts shall be for work performed by the proposing organization within the Offeror’s corporate structure.  

The Offeror shall provide a list of previous contracts that are being performed (for more than 6 months) or have been completed within the last six years.  The Offeror shall, if possible, submit past experience information on up to 10 different contracts which demonstrate the range of the vendor’s past experience with programs and projects of a similar size and complexity to the AIS requirement.  Particular emphasis shall be placed on projects involving the transition of systems.  The following shall be presented as a minimum:

1.
For your proposed team, provide the following data for contracts of a similar size and scope to AIS.  Identify any associated team member(s) and include the following information for each contract:

a. Customer organization name, Organization address, point of contact (POC), POC title/function, and POC phone number.

b. Contract number.

c. Contract type

d. Contract start and end dates

e. Offeror’s Program Manager’s name and other key personnel

f. Subcontractors and/or Prime Contractor

g. Description of services provided and their relevancy in demonstrating your ability to perform the AIS effort.

h. Dollar value and length of contract.

i. Describe in a qualitative and quantitative way how you were successful in the performance of these contracts, i.e. special performance/quality awards, cost control initiatives, improvements in overall customer satisfaction, improved communications/telecommunications practices, etc.

2.
In the event that the submission represents a team response, describe the teammates’ experience in performing their designated role within the proposed team and any previous experience working together as a team.

L.8.1.4
Part C
Past Performance

For yourself and each teammate, provide evidence of the level of performance on Government contracts, including state and local.  This information is to build confidence that the teammates are able to perform at or above the level agreed to in the contract.  As a minimum, the following information shall be provided:

1.
A list of all Government contracts performed by each teammate within the last six years.  The list shall include the contract name and number, the office awarding the contract, the office point of contact for the contract with a telephone number, and the contract value and duration.

2.
Performance awards/incentive fees received by the teammates during the previous 6 years.  Fees awarded will indicate the quarter/contract year in which they were awarded and the basis/justification for award.

3.
The Offeror shall forward a Contractor Performance Evaluation Form to each Government Contracting Officer listed in their response to paragraph 1 above.  The Contractor Performance Evaluation Form is provided as an attachment to this section.  The Offeror is to tailor the cover letter and page 1 of the form to fit the contract on which work was performed.  The cover letter shall contain instructions to return the completed questionnaire directly to the AIS Contracting Officer as stated in Section G.1.1.  The completed forms must be returned by ____________, 2002.  The Offeror is to provide the AIS Contracting Officer with a copy of the cover letter and the first page of the questionnaire that was sent to each contracting officer as directed above, as part of their Volume I response.

L.8.1.5
Part D
Technical Approach 

Provide a high level description of your technical approach to providing the services required under this SIR.  The following shall be presented as a minimum:

1.
The proposed system architecture with sufficient detail to reveal how the vendor intends to provide the functions and meet performance requirements for AIS.

2.
Describe the development work that will have to be completed on the proposed off-the-shelf software so that it can meet the AIS requirements as stated in the Functional Specification.

3.
Describe the proposed approach for providing the 24x7 System Operations Control Center (SOCC), help desk, and maintenance capabilities.

4.
Describe the approach for managing the transition from the old to the new system.

L.8.1.6
Part E
Key Personnel

A list of the key personnel and their resumes shall be provided in accordance with section L.13.  The Key Personnel on this contract will be the Program Manager, the System Manager, and the Operations Manager.

L.8.2
Volume II, AIS Model Contract

The contents of Volume II shall contain the Offeror’s modification of the FAA draft contract released in the SIR and any amendments thereto.  This modification will become the model contract and will present the Offeror’s view of the way that the functional requirements, the Statement of Work, and other sections of the contract should be stated. The changes to the draft model contract provided by the FAA will be noted in the electronic version of the document by use of the Track Changes function in Microsoft Word.  Changes will be noted by underlining the new text, lining through the deleted text, and placing a bar in the margin next to the text that has been changed.  Although the draft model contract in the SIR will contain contract sections B through M, only sections B, C, H, I, and J are to be tailored by Offerors.  The remaining sections of the model contract will be developed by the FAA and will be the subject of negotiation. 

The information provided earlier in Volume I will be carried forward and used in conjunction with Volume II to provide an overall evaluation of the Offeror and the Offeror’s proposal for meeting the FAA’s requirements.  Therefore, there is no need to resubmit any material previously provided to the FAA.  The information in Volume I will not count against the Volume II page count. 

Volume II shall be organized in parts and shall address the following:

L.8.2.1
Section B
Supplies or Services and Price/Cost 

Describe the preferred CLIN structure that will be populated with prices when the contract is signed.  The CLINs will provide the structure for the cost of AIS service for all phases of the program, including system development and implementation, system acceptance testing, field implementation and training, cutover, and operations and maintenance.  The Offeror shall also propose CLINs for engineering services on a time and materials basis.  The prices for the CLINs shall be provided in Volume III of the Offeror’s response.

L.8.2.2
Section C

Statement of Work (SOW) 

Tailor the draft Statement of Work provided by the Government to reflect the work that the Offeror is proposing to complete during the period of the contract.  Each section of the updated SOW should correlate to the original draft SOW.  The original section/paragraph numbering shall be maintained.  If a numbered paragraph or section is recommended for deletion, then the numbering will be retained and the text replaced with “Recommend Deletion.”

L.8.2.3
Section H

 Special Contract Requirements 

Update the draft section H, Special Contract Requirements, to reflect the special concerns of the Offeror.  The paragraphs relating to the authority of the Government Contracting Officer and Contracting Officer’s Technical Representative are not subject to modification.

While the Government is not setting this contract aside for Small, Small Disadvantaged, and Women-Owned Small Businesses, the Offerors use of these types of businesses is encouraged.

L.8.2.4
Section I

Contract Clauses 

Update the draft section I, Contract Clauses, to reflect the Offeror’s view of which clauses and provisions should be applied to this contract.  Particular attention should be paid to the section titled “Contractor Personnel Suitability Requirements” which is imposed under FAA Orders 1600.1D and 1600.72.

L.8.2.5
Section J

Attachments 

The section J attachments shall consist of the following subsections which the Offeror may modify from the draft in the SIR provided by the Government:

1.
Section J-1.  The Contract Data Requirements List (CDRL) and the Data Item Descriptions (DIDs) for each CDRL.

2.
Section J-2.  The AIS Functional Specification may be tailored to reflect the input of the individual Offeror.

3.
Section J-3.  The Offeror shall provide a drawing of the systems architecture and a narrative which describes the hardware and software components of the system and their functions.  This section shall describe the system interfaces and the security architecture and features whether in hardware or software.  A description of the client/user software shall also be provided

4.
This section is limited to twenty-five 8½ x 11 inch pages.

L.8.3
Volume III, AIS Cost/Pricing Proposal.

The Cost/Pricing Proposal shall include the following: 

L.8.3.1
Executive Summary

The Offeror shall provide a concise summary of the Volume III submittal.  This summary shall highlight key assumptions and unique features of the volume.

L.8.3.2
Contract Section B Pricing

The Offeror shall provide prices for the CLINs developed for Section B of the model contract.  These prices shall cover the entire period of performance of the contract, base year and all option years.  The prices in the CLIN for AIS service shall be supported by the information contained in the table in section 8.3.3.  The table represents the minimum information required.  Although the table reflects costs for one year, it is to be extended to cover the base period and all options.

L.8.3.3
Cost Basis and Determination Process for the AIS Program Costs

The following table shall be completed for each CLIN except the Time and Materials CLIN.

	Type of Cost
	Hours
	Rate
	Cost

	Labor Category
	
	
	

	
Category 1
	#
	$
	$

	
Category 2
	#
	$
	$

	
Category 3
	#
	$
	$

	
Category 4
	#
	$
	$

	
Category 5
	#
	$
	$

	Total Labor
	#
	$
	$

	
	
	
	

	Indirect Rates
	
	
	

	
Rate 1
	
	%
	$

	
Rate 2
	
	%
	$

	Total Labor
	
	
	$

	
	
	
	

	Other Direct Charges (ODCs)
	
	
	

	
Material
	
	
	$

	
Subcontracts
	
	
	$

	
TBD
	
	
	$

	
TBD
	
	
	$

	
TBD
	
	
	$

	Total ODCs
	
	
	$

	
	
	
	

	G&A Base
	
	
	$

	
	
	
	

	G&A Division
	
	%
	$

	G&A Corporate
	
	%
	$

	
	
	
	

	Fee/Profit Base
	
	
	$

	FCCM
	
	%
	$

	Subtotal
	
	
	$

	Fee/Profit
	
	%
	$

	Total
	
	
	$


Table L.8.3.3-1:  Supporting Data for CLIN Prices

The Offeror shall present the information necessary to fully justify the cost of meeting the requirements of the Statement of Work and the Functional Specification in the model contract. Offerors shall provide the economic assumptions utilized to calculate their prices.  Proposed prices will be evaluated to determine a total evaluated cost for purposes of comparison.  The information will include the rationale for lease versus buy decisions on hardware and software, the basis for amortization of equipment, projected inflation rates by year for the base year and each option year.  The purpose of this section is to provide the Government with an understanding of the logic behind the Offeror’s use of particular processes, factors, coefficients, or multipliers. 

L.8.3.4
Time and Material (T&M) CLIN

The Offeror shall provide the rationale for the T&M rates.  This rationale shall include the labor category name, a description of the labor category, the minimum experience level for the category, and the educational requirements.  The table below shall be used to capture the fully loaded rates.

	Labor Category
	Loaded Rate

	
Category 1
	$

	
Category 2
	$

	
Category 3
	$

	
Category 4
	$

	
Category 5
	$

	    Etcetera…….
	

	
	

	
	


L.8.3.5
Offeror Data for Responsibility Determination

An appendix that provides the information for a Responsibility Determination by the Government’s Contracting Officer as discussed in section L.12.

L.9
Stage 1 Evaluation

Stage 1 activities will consist of the Offerors submitting Volume I of their response.  This volume will be evaluated against the criteria provided in Section M of this SIR.  Those Offerors who are found to be qualified will be invited to submit responses in Stage 2.  The information contained in Volume I will be carried forward into subsequent stages of the evaluation.

L.10
Stage 2 Evaluation

Stage 2 of the evaluation will consist of three activities.  Each Offeror will provide an oral presentation of their technical and management approach to meeting the requirements of the AIS. Each Offeror will provide a demonstration of their off-the-shelf software that will form the basis for developing their solution.  Each Offeror will deliver sections B, C, H, I, and J (including technical solution) of a model contract which will present the Offeror’s tailoring of the draft model contract that the Government provided to all Offerors.  The three activities in this stage are discussed below.

L.10.1
Oral Presentation

Each Offeror will be required to provide an oral presentation on their proposal.  This presentation will be limited to two hours of which 1 hour will be set aside for Government questions and Offeror responses.  The presentation will provide an overview of the proposed technical solution and the Offeror’s management of the service.  As a minimum, the briefing will address:

1.
Technical

a.  System architecture

b.  User interface

c.  System Interfaces

1).  NADIN PSN and MSN

2).  NIPRNET and firewalls

3).  Maintenance and management interfaces

d.  Technical Support

1)  Monitoring

2)  Maintenance

a)  Workstation

b)  On-site technical support

3) Logistics


a)  Sparing


b)  Training/operator guidance

e.
Proposed/current physical location of vendor facilities

f.
Software status (i.e. unique development, Off-the-shelf, etc.)

2.
Program management

a.  Key Personnel

b.  Program Risk

c.  Schedule

1)  Development

2)  Transition

L.10.2
Software Demonstration

The Offeror will provide a demonstration of the software that will provide the basic capabilities of the AIS system/service.  The purpose of this demonstration is to establish that the Offeror has a solid starting point for providing the services required under this contract.  The Offeror is expected to demonstrate that the software has the potential to provide the nucleus of the AIS.  The demonstration software is not expected to fulfill all of the functions required by the Functional Specification.  The following functions are expected to be demonstrated:


1.  User interface


2.  System responses to user actions/requests

The software demonstration will take place at the Offeror’s location.  It will be conducted on representative hardware.  The Offeror will provide the Government with information on demonstrated areas of hardware and software that are known to be different from the final system.

L.11
Stage 3 
Evaluation

Stage 3 consists of the evaluation of the cost volume and the Operational Capabilities Assessment (OCA).  At the conclusion of this stage of the evaluation, the Source Selection Board will forward an award recommendation to the Source Selection Official.  The details of the OCA are provided in the following subsection.

L.11.1
Operational Capabilities Assessment (OCA)

Each Offeror participating in Stage 3 will provide a demonstration of their current system to allow the FAA to conduct an evaluation and assessment of its capability to meet requirements.  The system that is subjected to assessment will be a functioning development version of the proposed AIS.  To provide the required NADIN interfaces, the Offeror’s system will connect to the NADIN test bed system at the William J. Hughes Technical Center in Atlantic City, NJ.  It is recognized that the Offeror’s demonstration system will not be 100% complete.  As part of the OCA, the Offeror shall provide a matrix of functional requirements that are met versus those that are not met.  The completeness and performance of the assessed system will be a factor in the evaluation of Offeror’s responses.

L.12
Marking of Information and Restriction on Disclosure and Use of Data 

All pages of the response that contain company private information shall be marked "Competition Sensitive Information (CSI)."  Restrictions on use or disclosure of this data shall be clearly marked.  Technical information that is part of the final contract will contain no markings and will be releasable to contractors supporting the Government after contract award.

L.13
Responsibility Determination

Prior to award, the Contracting Officer will conduct a responsibility assessment of each Offeror remaining in the competition after the screening decision.  The Contractor shall submit as an appendix to Volume III, the following information to support this assessment:

1. Sufficient information to demonstrate the financial capability to fund and perform a contract of this size and duration.

2. Information that shows the book value of your company and your team members.

3. A description of all current or pending legal action under Federal Government contracts within the past 3 years.  This shall include but is not limited to; Requests for Equitable Adjustments (formal or informal)
 or pending or ongoing claims (formal or informal) in excess of $5M, pending or ongoing cure notices, Terminations for Convenience or Terminations for Default.

L.14
Key Personnel Qualifications Summary

L.14.1
Designated Key Personnel

The key Offeror personnel for this program are the following:


Program Manager


System Manger


Operations Manager

L.14.2
Qualification of Key Personnel 

Qualification statements shall be in the following format, and must include the following data:

NAME:

TITLE:

JOB CATEGORY/LEVEL:
Describe the proposed assignment under AIS

EDUCATION:

College /University/Degree/Graduate Degree/Courses/Year

Professional Courses/Title/Year

PROFESSIONAL EXPERIENCE SUMMARY:

SPECIFIC EXPERIENCE
Job Assignment – present

Job Assignment - past

PROFESSIONAL ACTIVITES and ACHIEVEMENTS

Awards

Significant Publications

Professional Societies

Specific On-the-Job Achievements

L.15
Authorized Offeror Personnel

Provide the name, title and telephone number of the company/division point of contact regarding source selection decisions made with respect to your proposal and who can obligate your company contractually.  Also identify those individuals authorized to negotiate with the Government.

ATTACHMENT 1 – COMPANY PERFORMANCE APPRAISAL

________________________________________________________________________

(Company Letterhead)

Date

Mr./Ms/Mrs. ____________

Office Name

Address

City, State Zip

Dear Mr./Ms./Mrs.

As part of Offeror’s (name) bid for a contract with the Federal Aviation Administration (FAA), we are required to submit performance evaluation forms to our present and past government customers.  You are asked to attest to our performance on the Contract Name (Contract Number) by completing the attached form that was provided by the FAA.  Attached to the form are the FAA’s instructions for completing it. 

Please use the attached Federal Express package to submit the completed form to the FAA’s Contracting Officer at the following address:  Ms. Maryanne Austin, ASU-330, Suite 308E, Room 37, 600 Maryland Avenue, SW, Washington, DC, 20024.  We have supplied all the necessary forms and arranged for payment.  The FAA has requested that the form be completed and returned by …TBD….
Thank you for assisting us.  We appreciate your time and attention to this matter.

Sincerely, 

Name

Title

Attachments:

Contractor Performance Evaluation Form

Contractor Performance Evaluation Form Guidelines and Instructions

Completed Federal Express Envelope

	CONTRACTOR PERFORMANCE EVALUATION FORM (1 of 3)

	Name of Offeror:


	Control No.:

	Name of Organization Providing Reference:


	Mailing Address:

	Name of Individual Providing Reference:


	Phone No.:

	Title:


	E-Mail Address

	Brief description of contact center mission:



	Monthly workload contact center (number of calls, written inquiries, tasks completed, etc.):



	Brief description of complexity of the support and skill level of customer service representative:



	Brief description of the technology used:



	Contractor Performance Period:




	CONTRACTOR PERFORMANCE EVALUATION FORM (2 of 3)

	Rating Areas
	Performance Rating

(Rating Scale 0-4)

	1. Service Delivery


	

	a. Compliance with contract requirements


	

	b. Accuracy of reports


	

	c. Competency of personnel employed


	

	d. Effectiveness of recommended solutions


	

	e. Use of innovative technology


	

	f. Customer Satisfaction


	

	
g.
Capabilities, Knowledge, and Experience
	

	1.) Understanding of contract purpose/objectives
	

	2.) Facilities and Facilities Management
	

	3.) Staff recruitment and training
	

	4.) Scheduling and workforce management
	

	5.) Contact operations and management
	

	6.) Technology Infrastructure
	

	7.) Knowledge management
	

	8.) Telephone, fax, email, web integration
	

	9.) Customer service and quality assurance principles
	

	10.) Industry best practices
	

	11.) Performance indicators/metrics
	

	12.) Quick response
	

	13.) Disaster Recovery
	

	
	

	2.
Timeliness and Responsiveness of Performance


	

	a. Ability to complete tasks and deliverables on schedule


	

	
b.
Responsiveness to work orders and technical direction


	

	c.
Speed of trouble/complaint resolution


	

	d.
Responsiveness to customer needs


	


	CONTRACTOR PERFORMANCE EVALUATION FORM (3 of 3)

	Rating Areas
	Performance Rating

(Rating Scale 0-4)

	3.  Program Management


	

	
a.
Effectiveness of Management
	

	
b.
Dependability and availability
	

	
c.
Effectiveness of Communications
	

	
d.
Effectiveness of escalation procedures
	

	
e.
Prompt notification of problems
	

	
f.
Flexibility, reasonableness, and cooperation
	

	
g.
Courteous and responsiveness
	

	Other comments:


	

	Signature of Evaluator:


	Date:


CONTRACTOR PERFORMANCE EVALUATION FORM

GUIDELINES/INSTRUCTIONS

Definitions and Rating Guidelines
Contractor past performance will be based on actual customer evaluation of information service jobs previously performed by the contractor.  Performance will be evaluated based on the rating areas identified below using the Performance Evaluation Form provided.  For each rating area, the Evaluator shall assign a numeric value from zero (0) to four (4) with four being the highest performance score attainable and zero being the lowest.  Attached Performance Rating Guidelines for the evaluation criteria are provided.  A performance rating of two (2) and above is considered satisfactory.  If a particular rating area is not applicable, it should be rated N/A.  Note that the N/A rating can only be assigned to selected rating areas under the Service Delivery – Capabilities, Knowledge & Experience rating category.  The Evaluatior is encouraged to provide brief comments on why the N/A rating was assigned (e.g. the capability addressed under this rating area was not implemented under the referenced job).  The Evaluator is encouraged to provide summary comments on the overall performance of the contractor.

Rating Areas

1.
Service Delivery

a. Compliance with Contract Requirements

b. Accuracy of Reports

c. Competency of Personnel Employed

d. Effectiveness of Recommended Solutions

e. Use of Innovative Technology

f. Customer Satisfaction

g. Capabilities, Knowledge and Experience

2.
Timeliness and Responsiveness of Performance

a. Ability to Complete Tasks and Deliverables on Schedule

b. Responsiveness to Work Orders and Technical Direction

c. Speed of Trouble/Complaint Resolution

d. Responsiveness to Customer Needs

3.
Program Management

a. Effectiveness of Management

b. Dependability and Availability

c. Effectiveness of Communications

d. Effectiveness of Escalation Procedures

e. Prompt notification of Problems

f. Flexibility, Reasonableness, and Cooperation

g. Courteous and Responsiveness

	Performance Rating
	Performance Rating Guidelines

	4
	For the Service Delivery Factors:  The contractor clearly meets and consistently exceeds the contract requirements in all areas; all reports delivered are highly accurate; personnel employed are highly competent and are considered experts in their field; recommended solutions are always effective and cost efficient;  the contractor consistently uses innovative technology to improve cost efficiency and service delivery;  the contractor consistently achieves a high customer satisfaction rating in all service areas; the contractor possesses extensive and expert capabilities, knowledge, and experience on subject matters.

For the Timeliness and Responsiveness of Performance Factors:  All assigned tasks and contract deliverables are consistently completed ahead of schedule and free of defects; the contractor is highly responsive to work orders and technical direction; trouble reports and customer complaints are always handled expeditiously; the contractor is highly responsive to the needs of customers at all times.

For Program Management Factors:  the contractor is highly effective in managing the provision of services and contract performance in all areas; the contractor is highly dependable and is always available when needed;  the contractor is highly effective in communicating all issues and problems; the contractor’s escalation procedures are highly effective for resolving all issues and/or customer complaints in a timely manner; the contractor is highly responsive and provides prompt notification of all problems; the contractor is highly flexible and is always reasonable and cooperative in resolving issues; the contractor is always courteous and responsive in addressing program management issues.


	Performance Rating
	Performance Rating Guidelines

	3
	For the Service Delivery Factors:  The contractor clearly meets the contract requirements in all areas and consistently exceeds the contract requirements in most areas; most reports delivered are highly accurate with minor errors on rare occasions; personnel employed are competent and possess expert or specialized knowledge in most fields; recommended solutions are effective and cost efficient in most cases;  the contractor frequently uses innovative technology to improve cost efficiency and service delivery;  the contractor consistently achieves a high customer satisfaction rating in most service areas and better than average rating in the remaining service areas; the contractor specialized capabilities, knowledge, and experience on subject matters.

For the Timeliness and Responsiveness of Performance Factors:  Most assigned tasks and contract deliverables are completed ahead of schedule and free of defects; the contractor is highly responsive to work orders and technical direction in most cases; trouble reports and customer complaints are handled expeditiously in most cases; the contractor is highly responsive to the needs of customers in most cases.

For Program Management Factors:  the contractor is effective in managing the provision of services and contract performance in all areas; the contractor is dependable and is always available when needed under most circumstances;  the contractor is effective in communicating all issues and problems; the contractor’s escalation procedures are effective for resolving all issues and customer complaints in a timely manner; the contractor is responsive and provides prompt notification of all problems; the contractor is flexible, reasonable and cooperative in resolving issues; the contractor is courteous and responsive in addressing program management issues.


	Performance Rating
	Performance Rating Guidelines

	2
	For the Service Delivery Factors:  The contractor meets contract requirements in all areas and exceeds the contract requirements in some areas; reports delivered are accurate in most cases with minor errors in some; personnel employed are competent and possess specialized  knowledge in some fields; recommended solutions are effective and cost efficient in some cases;  the contractor uses innovative technology to improve cost efficiency and service delivery in some cases;  the contractor achieves a better than average customer satisfaction rating in some service areas; the contractor possesses above average capabilities, knowledge and experience on subject matters.

For the Timeliness and Responsiveness of Performance Factors:  Most assigned tasks and contract deliverables are completed on schedule and free of defects; some assigned tasks are completed ahead of schedule;  the contractor is responsive to work orders and technical direction; trouble reports and customer complaints are handled expeditiously in some cases; the contractor is responsive to the needs of customers in most cases.

For Program Management Factors:  the contractor is effective in managing the provision of services and contract performance in most areas; the contractor is dependable and is available when needed provided sufficient notice is given;  the contractor is effective in communicating most issues and problems; the contractor’s escalation procedures are effective for resolving routine and less complex issues and customer complaints in a timely manner; the contractor is responsive most of the time and provides notification of all problems within allowable time limits; the contractor is flexible and is somewhat reasonable and cooperative in resolving issues; the contractor is courteous and responsive in addressing program management issues in most cases.


	Performance Rating
	Performance Rating Guidelines

	1
	For the Service Delivery Factors:  The contractor meets but rarely exceeds the contract; reports delivered are accurate in most cases, some reports delivered contain major errors; personnel employed are somewhat competent but possess little or no specialized knowledge in most fields; recommended solutions are rarely effective and cost efficient;  the contractor rarely uses innovative technology to improve cost efficiency and service delivery;  the contractor rarely achieves a better than average customer satisfaction rating; the contractor possesses limited capabilities, knowledge and experience on subject matters.

For the Timeliness and Responsiveness of Performance Factors:  Assigned tasks and contract deliverables are completed on schedule but rarely ahead of schedule and free of defects; the contractor is somewhat responsive to work orders and technical direction; trouble reports and customer complaints are rarely handled expeditiously; the contractor is somewhat responsive to the needs of customers.

For Program Management Factors:  the contractor is effective in managing the provision of services and contract performance in only a limited number of areas; the contractor is somewhat dependable and is available when needed only under special arrangement;  the contractor is somewhat effective in communicating most issues and problems; the contractor’s escalation procedures are effective only for resolving routine issues and/or customer complaints; the contractor is responsive only on occasion and provides notification of selected problems only; the contractor is flexible, reasonable, and cooperative in resolving issues only on occasion; the contractor is somewhat courteous and responsive in addressing program management issues.


	Performance Rating
	Performance Rating Guidelines

	0
	For the Service Delivery Factors:  the contractor rarely meets the contract requirements; reports delivered are not accurate; personnel employed are not competent; recommended solutions are not effective and cost efficient;  the contractor makes no use of innovative technology to improve cost efficiency and service delivery;  the contractor has an unacceptable customer satisfaction rating; the contractor possesses little or no capabilities, knowledge and experience on subject matters.

For the Timeliness and Responsiveness of Performance Factors:  assigned tasks and contract deliverables are rarely completed on schedule and free of defects; the contractor is not responsive to work orders and technical direction; trouble reports and customer complaints are not handled expeditiously; the contractor is not responsive to the needs of customers.

For Program Management Factors:  the contractor is not effective in managing the provision of services and contract performance; the contractor is not dependable and is not available when needed;  the contractor is not effective in communicating any issues and problems; the contractor’s escalation procedures are not effective for resolving issues and/or customer complaints; the contractor is not responsive and rarely provides notification of problems; the contractor is inflexible, unreasonable, and uncooperative in resolving issues; the contractor is not courteous and responsive in addressing program management issues.


�  Formal is defined as a document that has been signed by an authorized company official and delivered to the FAA.  Informal is defined as discussions (formal or informal) or correspondence (formal or informal) regarding an actual or potential request for equitable adjustment or claim.
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