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A.  Introduction and General Purpose of the QASP

A Performance-Based Quality Assurance Surveillance Plan (QASP) sets forth procedures and guidelines that the U.S. Department of Education will use in evaluating the technical performance of the contractor.  A copy of this plan will be furnished to the contractor so that the contractor will be aware of the methods that the Government will employ in evaluating performance on this contract, and address any concerns that the contractor may have prior to initiating work.

The QASP is intended to accomplish the following:

Define the roles and responsibilities of participating Government officials and   outside experts;

 Define the key deliverables which will be assessed;

 Describe the rating elements and standards of performance against which the contractor’s performance will be assessed for each key deliverable;

 Describe the process of quality assurance assessment; and

 Provide copies of the quality assurance monitoring forms that will be used by the Government in documenting and evaluating the contractor’s performance.

Each of these purposes will be discussed in detail below.

B.  The QASP of Task 3.3, National Clearinghouse for Bilingual Education

The Quality Assurance Surveillance Plan (QASP) has been developed with the purpose of assuring the timely and capable treatment of customer requests for information.  This plan sets forth guidelines that the Department will use in evaluating the technical performance of the contractor, focused on the quality of Task 3.3 performance. 

C.  Roles and Responsibilities of Participating Government Officials

The Contracting Officer’s Technical Representative (COTR) will be responsible for monitoring, assessing, recording, and reporting on the technical performance of the contractor on a day-to-day basis.  The COTR will be responsible for completing QASP monitoring forms, used to document the inspection and evaluation of the contractor’s performance on Task 3.3.   It is essential that the COTR establish and maintain a team-oriented line of communication with the study’s project director to ensure that the task is accomplished in an efficient and proper manner.  Phone and email contact should be held on a regular, impromptu basis in order to clarify expectations, confront difficulties and avoid serious problems.  The COTR will use Task 1 monthly meetings to review and evaluate the contractor’s performance.

The Contracting Officer (CO) or his/her representative will have overall responsibility for overseeing the contractor’s performance.  The CS will also be responsible for the day-to-day monitoring of the contractor’s performance in the areas of contract compliance, contract administration, time of deliveries, cost control and property control; reviewing the COTR’S assessment of the contractor’s performance; and resolving differences between the COTR’s version and contractor’s version.  The CO may call upon the expertise of other government individuals as required.  

The Contracting Officer’s (CO) procurement authorities include the following:

 SOLE authority for any decisions which produce an increase or decrease in the scope of the contract;

 SOLE authority for any actions subject to the “Changes” clause;

 SOLE authority for any decision to be rendered under the “Disputes” clause;

 SOLE authority for negotiation and determination of indirect rates to be applied to the contract;

 SOLE authority to approve the substitution or replacement of the Project Manager and other key personnel;

 SOLE authority to approve the contractor’s invoices for payment, subject to the Limitation of Costs clause and the Limitation of Funds clause;

 SOLE authority to monitor and enforce Department of Labor promulgated labor requirements;

 Authority to arrange for and supervise Quality Assurance activities under this contract;

 SOLE authority to approve the contractor’s Quality Control Program;

 Approval of all contractor purchases of equipment, supplies and materials exceeding $2,500 is encouraged even though not required by FAR 13.106; and

 Signatory authority for the issuance of all modifications to the contract.

D.  Key Deliverables to be Assessed

Among the specific deliverables which will be assessed in the QASP are the following:

autonumout Customer complaints phoned to the COTR

autonumout Contractor’s performance in routing incoming client requests for services according to print-outs of telephone transactions

autonumout Contractor’s performance in responding to client requests for services according to print-outs of telephone transactions

E.  Rating Elements and Standards of Performance for the Key Deliverables

The contractor’s performance shall be evaluated each period of performance (quarterly) for the life of the contract.  The COTR will report on the government’s evaluation of the contractor’s performance at each Task 1 monthly meeting.  

The criteria on which the government will base its evaluation are defined in minimum standards of performance (see MSPs, below) for routing incoming client requests for services, and for responding to client requests for services.  The telephone technology selected by the contractor shall independently and simultaneously provide the COTR with a monthly performance report of wait times and extension transfers.  

The MSP identifies the point of demarcation between satisfactory and unsatisfactory performance.  The government will monitor the contractor’s performance of Task 3.3 in accordance with procedures set forth below, and will take action for all documented instances where performance falls below the standard, also explained in the following.  

Understanding that Task 3.3 performance periods are quarterly, and a “request” is defined in same way as an internet “hit”, then:

MSP for routing incoming client requests for services: 


For each performance period, 85% of all incoming phone calls to NCBE during office hours shall have no customers waiting longer than 25 seconds to be routed to an NCBE representative capable of responding courteously and competently to the caller’s information request. 

MSP for responding to client requests for services:


For each performance period, 70% of requests arriving by phone, TDD, fax, email and walk-in visits shall be completed within the same work day; 97% of all requests shall be completed by the end of the third work day. 

The contractor shall be held to these standards even though it is acknowledged that 

1. there are sometimes unusually busy periods for information requests,

2. some requests arrive near the closing time of the work day, 

3. some requests require extensive research, taking more than a day, and 

4. it occasionally happens that return phone numbers and addresses are inoperative.

F.  Process of Quality Assurance Assessment and Incentive Fee Plan

In event of an excusable unsatisfactory performance on the part of the contractor (defined in FAR 52.249-14 and interpreted by the CO or his/her representative), the Department and the contractor shall work together to modify the contract.  Where such a modification needs to occur, the contractor’s future performance would be measured by the terms in the modification.  

The process by which the contractor’s performance will be assessed is as follows. 

The inspection of telephone transaction reports will be evaluated according to the QASP Evaluation Table, a sample of which is included below, with the following rating guidelines.  The contractor’s Task 3.3 performance will be scored against each of the MSP criteria as meriting either

a zero (0) for performance below standard on that criterion,

a one (1) for acceptable performance on that criterion 

The scores assigned to each of the criteria will add up to a total, ranging from a possible 0, representing that contractor’s performance was evaluated as falling below standard in terms of all of the criteria, to a possible 6, meaning that Task 3.3 performance for that period was superior against all criteria.  An overall rating will fall between 0 and 6, with the following consequences: 

Below Standard-- an overall performance period rating of the quality of contractor’s 3.3 performance expressed in a total score of 2 or less.  An overall score of 2 or less will result in the contractor receiving a deduction of $1,000 from the contract cost for Task 3 activities during that quarter.

Acceptable -- an overall performance period rating of the quality of contractor’s 3.3 performance expressed in a total score of 3 or 4.  An overall score of 3 or 4 is within the standards for timeliness and service, and will result in the contractor receiving the negotiated payment for Task 3 activities, with no deductions or bonuses. 

Superior -- an overall performance period rating of the quality of contractor’s 3.3 performance expressed in a total score of 5.  An overall score of 5 exceeds standards for timeliness and service, and will result in the contractor receiving the negotiated payment for Task 3 activities plus an incentive of $500 (bonus).

Outstanding - an overall performance period rating of the quality of contractor’s 3.3 performance expressed in a total score of 6.  An overall score of 6 far exceeds standards for timeliness and service, and will result in the contractor receiving the negotiated payment for Task 3 activities plus an incentive of $1,000 (bonus).

(Text continues on next page.)

G.  Example of QASP Evaluation Table

Service
Standard
Method
% Met
Score

Routing incoming client requests for services
Incoming phone calls to NCBE during office hours shall have no customers waiting longer than 25 seconds to be routed to an NCBE representative capable of responding courteously and competently to the caller’s information request.
Telo-quent* Reports
< 85%

85% >

95% > 
    0

    1

    1

Responding to client requests for services: 
Requests arriving by phone, TDD, fax, email and walk-in visits shall be completed within the same work day
Requests arriving by phone, TDD, fax, email and walk-in visits shall be completed by the end of the third work day
Telo-quent* and reports devised under Task 3.4.2 and presented in Task 1.1

Telo-quent* and reports devised under Task 3.4.2 and presented in Task 1.1
< 70%

70% >

90% >

< 90%

90% >

97% >
    0

    1

    1

    0

    1

    1

Tabulated  Score





 * “Teloquent Reports” is an example of a technology that records and reports telephone transactions, and is used here only for the purpose of illustration.  No endorsement is intended.  The contractor shall select the technology best suited to fulfill the requirement.

(Section G continues on next page.)

Score
Evaluation Criteria
Payment

 < 2
Below Standard-- an overall performance period rating of the quality of contractor’s 3.3 performance expressed in a total score of 2 or less.  An overall score of 2 or less will result in the contractor receiving for Task 3 activities completed during that quarter:
Deduction of $1,000 from the negotiated fee for Task 3 activities

    3

   or

    4
Acceptable -- an overall performance period rating of the quality of contractor’s 3.3 performance expressed in a total score of 3 or 4.  An overall score of 3 or 4 is within the standards for timeliness and service, and will result in the contractor receiving for that quarter:
The negotiated payment for Task 3 activities, with no deductions or bonuses 

    5
Superior -- an overall performance period rating of the quality of contractor’s 3.3 performance expressed in a total score of 5.  An overall score of 5 exceeds standards for timeliness and service, and will result in the contractor receiving for that quarter:
The negotiated payment for Task 3 activities, plus an incentive of $500 (bonus)

    6
Outstanding - an overall performance period rating of the quality of contractor’s 3.3 performance expressed in a total score of 6.  An overall score of 6 far exceeds standards for timeliness and service, and will result in the contractor receiving for that quarter:
The negotiated payment for Task 3 activities plus an incentive of $1,000 (bonus)
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