CR-1864 Appendix A - Government Performance Assessment Plan 

	Performance

Requirement

(Work Area)

PWS Paragraph
	Standard
	Adequate Quality Level (AQL)
	Surveillance

Method
	Incentive

	
	
	Poor
	Below Average
	Average
	Above Average
	Excellent
	
	

	3.1.1.1

Extended Operations Services
	Customer Satisfaction
	Average survey scores 1 point scale.
	Average survey scores 2 point scale.
	Average survey scores 3 point scale.
	Average survey scores 4 point scale.
	Average survey scores 5 point scale.
	Customer Survey
	Past Performance Review Rating and/or Exercise of Option                  (if applicable)

	3.1.1.2

Operations Services
	Customer Satisfaction
	Average survey scores 1 point scale.
	Average survey scores 2 point scale.
	Average survey scores 3 point scale.
	Average survey scores 4 point scale.
	Average survey scores 5 point scale.
	Customer Survey
	Past Performance Review Rating and/or Exercise of Option                  (if applicable)

	3.1.1.3

Logistical Support Services


	Bill of Material Purchase/Delivery Schedule
	Delivers material after scheduled delivery date without coordinating with the Government for an extension or exception.
	Contractor does not meet the schedule, but did coordinate with the Government for an extension or exception.
	Meets delivery schedule(s).  Minor issues resolved and did not affect delivery schedule.
	Meets delivery schedule(s).   Some early deliveries to the Government's benefit.
	Material is delivered ahead of schedule.  Coordinated with the Government for early delivery.
	Contractor Provided Actual vs. Planned Bill of Material Purchase/Delivery Schedule
	Past Performance Review Rating and/or Exercise of Option                  (if applicable)

	3.1.1.5

Joint NetOps Control Center- Iraq
	Timely reporting of outages to the proper people
	Report to appropriate maintenance team in more than 6 hours.
	Report to appropriate maintenance team within 6 hours.
	Report to appropriate maintenance team within 4 hours.
	Report to appropriate maintenance team within 2 hours.
	Report to appropriate maintenance team within 1 hour.
	Monthly review of Remedy log.
	Past Performance Review Rating and/or Exercise of Option                  (if applicable)

	3.1.1.6

Help Desk Services
	Management of Remedy Trouble Tickets / % closed within specified time
	Small: completed in more than 24 hours, Medium: completed in more than 61 hours, Large: completed in more than 108 hours
	Small: completed in 19-24 hours, Medium: completed in 37-60 hours, Large: completed in 96-108 hours
	Small: completed in 13-18 hours, Medium: completed in 25-36 hours, Large: completed in 73-96 hours
	Small: completed in 5-12 hours, Medium: completed in 13-24 hours, Large: completed in 49-72 hours
	Small:  completed in less than 4 hours, Medium: completed in 6-12 hours, Large: completed 24-48 hours
	Reference Remedy trouble ticket management tool to determine outage duration.  Customers must acknowledge full closure and satisfaction of each ticket resolution.
	Past Performance Review Rating and/or Exercise of Option                  (if applicable)

	3.1.1.7
Transmission

Services
	Tier 1 Circuit Availability/ Service Availability
	Below 84% availability


	85-89% availability


	90-94% availability
	95-99.6% availability
	99.7% availability or higher
	Monthly review of Contractor log.
	Past Performance Review Rating and/or Exercise of Option                  (if applicable)

	3.1.1.8

Data Services
	Active Directory Availability / Service Availability
	below 92% availability
	94.9-92% availability
	97.4-95% availability
	99.6-97.5% availability
	99.7% availability or higher
	Monthly review of Contractor log. interviews.
	Past Performance Review Rating and/or Exercise of Option                  (if applicable)

	3.1.1.8

Data Services
	PKI Infrastructure Availability / Service Availability
	below 92% availability
	94.9-92% availability
	97.4-95% availability
	99.6-97.5% availability
	99.7% availability or higher
	Monthly review of Contractor log.
	Past Performance Review Rating and/or Exercise of Option                  (if applicable)

	3.1.1.8

Data Services
	Remedy System Availability / Service Availability
	below 90% availability
	91.9-90% availability
	95.9-92% availability
	99.4-96% availability
	99.5% availability or higher
	Monthly review of Contractor log.
	Past Performance Review Rating and/or Exercise of Option                  (if applicable)

	3.1.1.8

Data Services
	HP OpenView / Service Availability
	below 90% availability
	91.9-90% availability
	95.9-92% availability
	99.4-96% availability
	99.5% availability or higher
	Monthly review of Contractor log.
	Past Performance Review Rating and/or Exercise of Option                  (if applicable)

	3.1.1.9
Voice Services
	% of Operational Uptime
	Below 84% - Operational Uptime severely impacts mission completion.
	80-84% - Operational Uptime has significant impact on mission completion.
	85-92% - Operational Uptime has moderate impact on mission completion.
	93-99.8% - Operational Uptime has minimal impact to mission completion.
	99.85-100% - Operational Uptime has no impact on mission completion.
	Monthly review of Contractor log.
	Past Performance Review Rating and/or Exercise of Option                  (if applicable)

	3.1.1.10

Support Network/ System Services
	Customer Satisfaction
	Average survey scores 1 point scale.
	Average survey scores 2 point scale.
	Average survey scores 3 point scale.
	Average survey scores 4 point scale.
	Average survey scores 5 point scale.
	Customer survey.
	Past Performance Review Rating and/or Exercise of Option                  (if applicable)

	3.1.1.11
Remote Operations Services
	Customer Satisfaction
	Average survey scores 1 point scale.
	Average survey scores 2 point scale.
	Average survey scores 3 point scale.
	Average survey scores 4 point scale.
	Average survey scores 5 point scale.
	Customer survey.
	Past Performance Review Rating and/or Exercise of Option                  (if applicable)

	3.1.1.12
Wire and Cable Services
	Moves, adds, changes shall be completed within standard.
	Small: completed in more than 24 hours

Medium: completed in more than 61 hours

Large: completed in more than 108 hours
	Small: completed in 19-24 hours

Medium: completed in 37-60 hours

Large: completed in 96-108 hours
	Small: completed in 13-18 hours

Medium: completed in 25-36 hours

Large: completed in 73-96 hours
	Small: completed in 5-12 hours

Medium: completed in 13-24 hours

Large: completed in 49-72 hours
	Small:  completed in less than 4 hours

Medium: completed in 6-12 hours

Large: completed 24-48 hours
	Monthly review of Remedy log.
	Past Performance Review Rating and/or Exercise of Option                  (if applicable)

	3.1.1.13
Engineering and Installation Services
	Customer Satisfaction
	Average survey scores 1 point scale.
	Average survey scores 2 point scale.
	Average survey scores 3 point scale.
	Average survey scores 4 point scale.
	Average survey scores 5 point scale.
	Customer survey.
	Past Performance Review Rating and/or Exercise of Option                  (if applicable)

	3.1.1.14
Information Assurance Services
	Review for Compliance with IA/Security Policies
	No IAVA reporting metric and/or no POA&M submitted to JNCC by due date
	Less than 95% IAVA compliance rate and no POA&M submitted by JNCC due date
	Less than 95% IAVA compliance rate and POA&M submitted by JNCC due date
	100% of all IAVA's meet 95% compliance rate, or POA&M submitted, by JNCC due date
	100% of all IAVA's meet 95% compliance rate by JNCC due date
	Weekly review of IAVA compliance spreadsheet
	Past Performance Review Rating and/or Exercise of Option                  (if applicable)

	3.1.1.14
Information Assurance Services
	Data Compromise
	No notification until Final Report Submitted.
	Initial oral report:  None.                        Initial written report:  Within 24 hours.  Final Report Submitted.
	Initial oral report: Within 15 minutes.  Initial written report:  Within 4 hours.  Final Report Submitted.
	Initial oral report:  Within 10 minutes.   Initial written report:  Within 2 hours.  Final Report Submitted.  
	Initial oral report:  Within 5 minutes.  Initial written report:  Within 1 hour.   Final Report Submitted.
	Monthly review of data compromise logs
	Past Performance Review Rating and/or Exercise of Option                  (if applicable)

	3.1.1.15
VTC Services
	% of Operational Uptime
	0-54% - Operational Uptime impacts requirement completion.
	55-69% - Operational Uptime impacts requirement completion.
	70-84% - Operational Uptime impacts requirement completion.
	85-94% - Operational Uptime has minimal impact to mission completion.
	95-100% - Operational Uptime has no impact on mission completion.
	Monthly review of Contractor log.
	Past Performance Review Rating and/or Exercise of Option                  (if applicable)

	3.1.1.16
SOC Services
	Management of Bandwidth Utilization / % of Bandwidth Utilized
	Average utilization rate between 95-100%
	Average utilization rate between 90-95%
	Average utilization rate between 85-90%
	Average utilization rate between 80-85%
	Average utilization rate between 80 and 70%
	Monthly Trends Analysis Briefings, using cumulative data.
	Past Performance Review Rating and/or Exercise of Option                  (if applicable)

	3.2

Defense Red Switch
	Network and Communications Circuit/Support Performance (by CCSD)
	Fails to provide communication services of at least 99.00% uptime rate on any circuit providing CCIR-designated services (VTC, DRSN, etc.) or fails to provide communication services of at least 98.00% on those circuits not not providing CCIR-designated services.
	Provided communication services fall between 99% and 99.49% uptime rates on any circuit providing CCIR-designated services (VTC, DRSN, etc.) or between  98.00% and 98.99% on those circuits not not providing CCIR-designated services.
	Provided communication services fall between 99.50% and 99.74% uptime rates on any circuit providing CCIR-designated services (VTC, DRSN, etc.) or between  99.00% and 99.49% on those circuits not not providing CCIR-designated services.
	Provided communication services fall between 99.75% and 99.99% uptime rates on any circuit providing CCIR-designated services (VTC, DRSN, etc.) or between  99.50% and 99.89% on those circuits not not providing CCIR-designated services.
	Provided communication services maintain 100.00% uptime rates on any circuit providing CCIR-designated services (VTC, DRSN, etc.) or greater than   99.90% on those circuits not not providing CCIR-designated services.
	Reference Solar Winds  network monitoring tool for downtime and calculate monthly outage rates based on total possible uptime (minutes); = 1-(downtime (mins)/1,440*days in reporting period).  Example: CCSD XX34 had 878 mins downtime in July, for 98.03% uptime rate.
	Past Performance Review Rating and/or Exercise of Option                  (if applicable)

	3.3

NIPR SIPR CENTRIX VOIP PHONES

Services
	Customer Satisfaction
	Average survey scores 1 point scale.
	Average survey scores 2 point scale.
	Average survey scores 3 point scale.
	Average survey scores 4 point scale.
	Average survey scores 5 point scale.
	Customer survey.
	Past Performance Review Rating and/or Exercise of Option                  (if applicable)

	3.4

JWICS
	Customer Satisfaction
	Average survey scores 1 point scale.
	Average survey scores 2 point scale.
	Average survey scores 3 point scale.
	Average survey scores 4 point scale.
	Average survey scores 5 point scale.
	Customer Survey
	Past Performance Review Rating and/or Exercise of Option                  (if applicable)

	3.5

NIPRNet and SPIRNet


	Service Availability 
	Below 84% availability
	85-89% availability
	90-94% availability
	95-99.6% availability
	99.7% availability or higher 
	Monthly review of Contractor logs.
	Past Performance Review Rating and/or Exercise of Option                  (if applicable)

	3.6
Teleport Services
	% of Operational Uptime
	Below 84% - Operational Uptime severely impacts mission completion.
	80-84% - Operational Uptime has significant impact on mission completion.
	85-92% - Operational Uptime has moderate impact on mission completion.
	93-99.8% - Operational Uptime has minimal impact to mission completion.
	99.85-100% - Operational Uptime has no impact on mission completion.
	Monthly review of Contractor log.
	Past Performance Review Rating and/or Exercise of Option                  (if applicable)

	3.7
Knowledge

Management Services
	Customer Satisfaction
	Average survey scores 1 point scale.
	Average survey scores 2 point scale.
	Average survey scores 3 point scale.
	Average survey scores 4 point scale.
	Average survey scores 5 point scale.
	Customer survey.
	Past Performance Review Rating and/or Exercise of Option                  (if applicable)

	3.7
Knowledge

Management Services
	Training.
	<3 hour per week learning and development each week.
	Provide 1 hour of training and achieve <5 hours per day learning and development each week.
	Provide 1 hour of training and achieve <1 hour per day learning and development each week.
	Provide 2 hours of training opportunities per week and achieve 10 hours of learning and development each week.
	Provide 4 hours of training opportunities per week and achieve 15 hours of learning and development each week, ability to apply and implement learning.
	Scheduled classes, attendance rosters, documentation, peer-review, certifications, testing.
	Past Performance Review Rating and/or Exercise of Option                  (if applicable)

	3.7
Knowledge

Management Services
	SharePoint Administration.
	Completion of less than 80% SharePoint Administration tasks.
	Completion of some SharePoint Administration tasks (80%).
	Completion of most SharePoint Administration tasks (90%).
	Completion of most SharePoint Administration tasks (95%).
	Completion of all SharePoint Administration tasks.
	Documented processes, monitoring and controlling reports, audits.
	Past Performance Review Rating and/or Exercise of Option                  (if applicable)

	3.7
Knowledge

Management Services
	Reduction in server downtown.
	90% uptime of servers (not including scheduled maintenance), more than 2 critical failures.
	95% uptime of servers (not including scheduled maintenance), more than 2 critical failures in 6 months.
	95% uptime of servers (not including scheduled maintenance) 1 critical failure in 6 months.
	95% uptime of servers (not including scheduled maintenance), no critical failures.
	98% uptime of servers (not including scheduled maintenance), no critical failures.
	Statistical calculation:

uptime hours/total hours available
	Past Performance Review Rating and/or Exercise of Option                  (if applicable)

	3.7
Knowledge

Management Services
	Project Management.
	Fails to do Project Planning.  The Team is always reacting to crisis.
	There are some elements of planning, but no clear dates and deliverables.
	Detailed project plans with clear deliverables and dates.  All deliverables are of acceptable quality.  There are schedule slippages, but the Project Plan is updated.
	Successful implementation with problems, it was late or there are client issues.
	Estimates are accurate and deliverables are of superior quality, project is successfully implemented with high praise from customer.
	Subjective assessment of project plan and project plan updates
	Past Performance Review Rating and/or Exercise of Option                  (if applicable)

	3.8 Program Management
	Reduction of staff turnover.
	40% of contractors complete 1 year contract, decline in quality of contractor
	50% of contractors complete 1 year contract, decline in the quality of contractor
	50% of contractors complete 1 year contract
	60% of contractors complete 1 year contract
	70% of contractors complete 1 year contract
	Calculation of staff turnover, subjective assessment as to quality
	Past Performance Review Rating and/or Exercise of Option                  (if applicable)

	3.8 Program Management
	Management of Personnel.
	Fails to provide qualified personnel as proposed within 60 calendar days of task order award or departure of personnel.  Contractor personnel do not possess the requisite skill and ability that meet the Task Order requirements.  
	Fails to provide qualified personnel as proposed within 45 calendar days of task order award or departure of personnel.  Contractor personnel marginally possess the skills and abilities that meet the Task Order requirements.
	Provides personnel as proposed within 30 calendar days of task order award or departure of personnel. Contractor personnel possess the skills and abilities that meet the Task Order requirements.  
	There are no vacancies exceeding 30 calendar days.  Contractor responds to rapid recruitment requests.  Contractor personnel possess skills and abilities that meet the Task Order requirements.  
	There are no vacancies exceeding 20 calendar days.  Contractor responds to rapid recruitment requests.  Contractor personnel possess skills and abilities that exceed all or most Task Order requirements.  
	Weekly staff meetings.  Written feedback from the customer (after 60 days) regarding the perceived quality of new hires.   
	Past Performance Review Rating and/or Exercise of Option                  (if applicable)
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