PUBLIC INQUIRY CONTRACT (PIC)

QUALITY ASSURANCE SURVEILLANCE PLAN

2.1  PHASE A — PLANNING AND PREPARATION: DEFINITION OF PROCEDURES, ORIENTATION, TRAINING, QUALITY CONTROL, AND EQUIPMENT INSTALLATION AND TESTING

2.1.1  DEFINITION OF PROJECT PROCEDURES AND PRODUCTION OF PROCEDURES MANUAL

Quantity of Work Performed: The procedures manual will address all Phase B tasks.  

Primary Method of Surveillance:  ED review.  
Level of Surveillance:  The contractor’s entire procedures manual. 

Performance Standards:   Within 60 calendar days of contract award, the contractor shall provide two copies of a plan that addresses all tasks under 2.2 Phase B and contains no more than two typographical or grammatical errors per page.   The manual will use plain English and describe the procedures that contractor staff will use to carry out each contract task.  ED will review the contractor’s Quality Control Plan and will return the plan to contractor if ED has any comments or questions.  The contractor shall submit a revised plan to ED within five working days of receipt of comments.  
Evaluation Procedure: ED will monitor whether the contractor gives the Procedures Manual to ED’s Contracting Officer within 60 working days after the contract is awarded.  ED will review the Manual and determine whether it adequately addresses each contract task under 2.2 Phase B.  If ED returns the Manual to the contractor for revision, ED will monitor whether the contractor submits a revised plan to ED within five working days after receiving ED’s comments. 
Deduction for Failure to Meet Standard:  If the contractor does not meet the standards (completeness, typographic errors, grammatical errors) for the initial submission, ED will reduce its payment by 10%.  If the contractor fails to incorporate ED comments in the revised version, an additional 20% will be deducted from the payment.    
2.1.2  ORIENTATION

Quantity of Work Performed:  N/A.  

Primary Method of Surveillance:  ED review of qualifications for lead staff engaged in development and training activities during startup period. 
Level of Surveillance:  All lead staff.
Performance Standards:  The contractor shall provide sufficient staff  with prior experience with the student aid programs to be able to develop procedures and training sessions, and monitor the performance of information specialists on the phone lines.  Experience with the student aid programs can include work in a financial aid office, at a lender, at a guarantee agency, or with a servicer or contractor.

Evaluation Procedure:  ED staff  will review resumes to determine prior professional experience with student aid programs. 
Deduction for Failure to Meet Standard:  None.  
2.1.3  TRAINING

Quantity of Work Performed: Sufficient training to ensure contract staff is knowledgeable about Student Financial Aid Programs and debt collection activities by start of 2.2 Phase B.  

Primary Method of Surveillance:   ED review of contractor staff’s pre- and post-test scores. 
Level of Surveillance:  All pre- and post-test scores.
Performance Standards:   The contractor shall submit drafts of the pre- and post-tests the contractor plans at least 10 working days prior to commencement of the training session.   The tests will be representative of questions asked by the public, and may be targeted to the area that the staff member is assigned.  (For instance a specialist on the debt collection line would be trained and tested on the defaulted borrower database, but not the student application database.)  The contractor shall submit test scores for all of the specialists on its phone lines within at least 5 working days after the posttest is administered.   Any trainee scoring less than 90% on the post-test may not be assigned to respond to phone inquiries.   

Evaluation Procedure: The  COTR will review the pre- and post-tests the contractor prepares to determine whether the tests adequately measure knowledge of the Title IV programs and debt collection activities.  The  COTR will monitor whether the contractor reassigns or replaces staff not receiving a score of at least 90 percent, as specified.  
Deduction for Failure to Meet Standard:  None; however, note that performance incentives paid under 2.2 Phase B are contingent on a high level of accurate responses.
2.1.4  QUALITY CONTROL PLAN

Quantity of Work Performed: Establishing a Quality Control Panel that addresses how the contractor will ensure quality performance for all tasks described under 

2.2 Phase B.  
Primary Method of Surveillance: ED review.  
Level of Surveillance: The contractor’s entire Quality Control Plan.  
Performance Standards:   Within 60 calendar days of the contract award the contractor shall provide two copies of a plan that addresses all tasks under 2.2 Phase B and contains no more than two typographical or grammatical errors per page.   ED will review the contractor’s Quality Control Plan and will return the plan to contractor if ED has any comments or questions.  The contractor shall submit a revised plan to ED within five working days of receipt.  
Evaluation Procedure: ED will monitor whether the contractor gives the Quality Control Plan to ED’s Contracting Officer within 60 working days after the contract is awarded.  If ED returns the plan to the contractor for revision, ED will monitor whether the contractor submits a revised plan to ED within five working days after receiving ED’s comments.  ED will review the plan and judge the extent to which the contractor’s Quality Control Plan addresses how the contractor shall maintain quality performance standards for each critical service performed.  
Deduction for Failure to Meet Standard: If the contractor does not meet the standards (completeness, typographic errors, grammatical errors) for the initial submission, ED will reduce its payment by 20%.  If the contractor fails to incorporate ED comments in the revised version, an additional 20% will be deducted from the payment.  
2.1.5   EQUIPMENT INSTALLATION - TELECOMMUNICATIONS - OTHER

Quantity of Work Performed:  Installing equipment necessary for operation of contract.  

Primary Method of Surveillance:  ED observation.  
Level of Surveillance:  All contract operations.  
Performance Standards:   During 2.1 Phase A, the contractor shall obtain and install the telecommunications and other equipment necessary to operate the Federal Student Aid Information Center and the Debt Collection Service Information Center.   Equipment will be installed with sufficient time for testing prior to operation.

Evaluation Procedure:  ED will monitor all contract operations to ensure that the contractor has installed the equipment necessary for the phone staff to quickly respond to phone calls, correspondence, and locate student/borrower information.  ED also will monitor whether the equipment functions properly.  
Incentive/Deduction:  None, but the contractor should be aware that lack of equipment will affect the contractor’s ability to meet the standards outlined in 2.2 Phase B.  

2.1.6  SECURITY REQUIREMENTS

Quantity of Work Performed:  Clearances must be obtained for all staff who require access to ED computer systems containing personally identifiable information.  
Primary Method of Surveillance: ED observation.  
Level of Surveillance:  All contractor security measures.  
Performance Standards: The contractor shall ensure that all security measures in 2.1.6 of the SOW are implemented.  
Evaluation Procedure:  ED staff and the quality assurance unit will monitor on-site the contractor’s security measures to ensure they cover adequately all items in 2.1.6 of the SOW.  ED staff will review security clearance submissions from the contractor. 
Deduction for Failure to Meet Standard:    ED will not pay the contractor for any calls answered by staff who do not have appropriate security clearance.  In addition, the contractor should be aware that failure to provide proper and timely security information could result in reduced staff available to meet the standards outlined in 2.2 Phase B.  
2.2 PHASE B: PRODUCTION

2.2.A  FEDERAL STUDENT AID INFORMATION CENTER (FSAIC)
2.2.A.1  RESPONDING TO TELEPHONE INQUIRIES AT THE FEDERAL STUDENT AID INFORMATION CENTER 

Quantity of Work Performed:  The contractor shall respond to incoming calls at the FSAIC, which currently range from 30,000 calls a week to over 100,000 calls a week.

Primary Method of Surveillance:  On-site monitoring of phone calls by ED staff, and independent quality assurance specialists retained by the contractor; test calls placed by independent quality assurance specialists and ED staff. 
Level of Surveillance:  Daily, including monitoring of up to 1% of calls responded to by the FSAIC.    

Performance Standards:  

Percentage of calls answered.  At a minimum, the contractor shall respond to 90% of the calls received at each of the public inquiry phone numbers that it maintains.  The percentage will be calculated for each phone number operated at the FSAIC as follows:  the total calls answered divided by the total incoming calls at that phone number.  Calls terminated by the caller while listening to the introductory message or while using the automated services of the IVRU may be excluded from the denominator;  calls terminated while waiting in queue to speak to an information specialist must be included.  (For example, if the contractor receives 1,000 incoming calls and 450 are answered by the IVRU, 50 are abandoned during the introductory message, 50 are abandoned while waiting in queue or seeking response from the IVRU, and 450 are answered by specialists at the Center, the percentage of calls answered is 90%.) 

Average Call Waiting Time.   The average call waiting time shall not exceed 45 seconds, as measured on a weekly basis.  The call waiting time begins at the conclusion of the introductory message or the selection of any IVRU choice that leads to a queue for information specialists.  The call waiting time concludes when an information specialist first speaks to the caller.  Calls that are answered solely by automated means (through an IVRU) shall not be included in the calculation of average call waiting time.   

Quality of Response:   Accurate and complete responses will be given to at least 95% of inquiries (excluding automated responses from an IVRU) that are monitored or reviewed by ED staff or the independent quality assessment specialists.  

Evaluation Procedure:   The percentage of calls answered and the average call waiting time will be determined based on reports generated by the Call Management System.  The quality of responses will be measured by independent quality assurance specialists and ED staff, using a random sample of monitored calls, test calls, based on typical inquiries or topics of special concern for which scripts have previously been provided to the contractor.    

Incentive for Exceeding Standard:  A 3% incentive payment will be made each month for each percentage point of calls answered above 90%, provided that the contractor meets or exceeds the standards for average call waiting time and quality of response.  The percentage of calls answered will be rounded down to the nearest whole percentage.  Examples:  If the contractor responds to 92.6% of the calls it receives in the month of May on the toll-free line, its payment for those calls will be increased by 6%.  Similarly, if the contractor responds to 95.3% of the calls it receives in the month of June on the toll-free line, its payment for those calls will be increased by 15%. 
Deduction for Failure to Meet Standard:  A 1% deduction will be made each month for each percentage point the contractor's performance falls below the 90% standard for calls and the 95% standard for quality of response.  A 1% deduction will also be made for each 5-second increment of call waiting time greater than 45 seconds.  The percentages for calls answered and quality of responses will be rounded up to the nearest whole percentage, and the seconds of call waiting time will be rounded down to the nearest 5-second increment.  Example:  If the contractor responds to 87.3% of the calls it receives in the month of May on the toll-free line, with 93.7% of the sampled responses being determined as accurate, and an average call waiting time of 51 seconds, the Department will reduce the payment for May by 3% (a 1% deduction in each category).  

2.2.A.2  PLACING CALLS

Quantity of Work Performed:   Number of call-backs per month will vary from month-to-month, increasing during peak processing periods and deadlines.
Primary Method of Surveillance:  Monitoring by independent quality assurance unit.  
Level of Surveillance: Approximately 5% of COTR-requested call-backs.  
Performance Standards: The contractor shall return calls as directed within 48 hours of the time the request is made.  
Evaluation Procedure: ED will evaluate quality assurance reports.  
Incentives/Deductions:  No incentives or deductions.

2.2.A.3  KEYING CHANGE OF ADDRESS (COA) AND CHANGE OF INSTITUTION (COI) REQUESTS

Quantity of Work Performed:  Based on prior experience, the Information Center will enter an average of 23,000 changes of address and institution per month.
Primary Method of Surveillance:  Monitoring by independent quality assurance unit.  
Level of Surveillance:  A statistically valid sampling of the requests for COA and COI (this sample may be a part of the regular monitoring of incoming phone calls).  
Performance Standards:  Contractor errors in keying changes shall not exceed 1% of total changes billed.    

Evaluation Procedure:  ED will evaluate quality assurance reports.
Deduction for Failure to Meet Standard: A 1% deduction of the contractor's total payment will be made for each percentage of error beyond 1%.
2.2.A.4   RESEARCHING CENTRAL PROCESSING SYSTEM IMAGES

Quantity of Work Performed:  Based on past experience, the contractor will research an average of 733 application image files per month. 
Primary Method of Surveillance:  Monitoring by independent quality assurance unit.   
Level of Surveillance:   Random sampling as part of regular monitoring of incoming calls.

Performance Standards:   When a processing error is alleged, the information specialist will review the on-line image file for the original application and inform the student as to whether the information the student provided on the application was not properly entered into the processing system.  If the specialist identifies a data entry error on the part of ED or the application processor, he or she  shall correct the information in the student’s application file.  

Evaluation Procedure:  The independent quality assurance unit will review the image file for the student’s application, determine whether the information specialist gave correct information as to the accuracy of the original data, and (in those cases where the file is corrected) check the resulting data file from that transaction to ensure that the change was made properly. 
Deduction for Failure to Meet Standard: A 1% deduction of the contractor's monthly payment for this task will be made for each error in keying data.

2.2.A.6   MAILING SFAP PUBLICATIONS

Quantity of Work Performed: Based on past experience, the contractor mails approximately 19,500 publications per month.
Primary Method of Surveillance:  Monitoring by the independent quality assurance unit, test orders, and sampling of undeliverable mail returned to ED.  
Level of Surveillance:  A statistically valid sampling of the order requests. 
Performance Standards:  For at least 95% of all orders, the envelope or package will be addressed correctly and correct items enclosed.  

Evaluation Procedure:  ED will evaluate quality assurance reports and its own sampling. 
Deduction for Failure to Meet Standard:  If the contractor does not meet the standard specified, ED will deduct one percent of the contractor's total payment for each percent the contractor falls short of the standards.
2.2.A.7  TYPING ADDRESS LABELS AND DOCUMENTS

Quantity of Work Performed:  Based on prior experience, 20 sets of labels per year and up to 200 pages of documents.  
Primary Method of Surveillance: ED review.  
Level of Surveillance: Random sampling of all labels and documents the contractor types.  
Performance Standards:   No more than two typographical errors per page, and at least 90 percent of all typing tasks will be delivered on schedule, with no typing task completed more than two working days after the scheduled date.  

Evaluation Procedure:  ED COTR will check to see whether the contractor produces labels or documents within two working days of the date the contractor receives the request from ED.  ED staff will review the labels or documents for typographical errors.

Deduction for Failure to Meet Standard:  ED will deduct one percent of the contractor’s total payment for every page with more than two typographical errors, and five percent of the contractor’s total payment for the third day a typing job is overdue and for each subsequent day the typing job is overdue.   

2.2.A.8   DEVELOPING REPORTS

Quantity of Work Performed:  Create reports when requested by ED.  
Primary Method of Surveillance:  ED staff review.  
Level of Surveillance:  All reports will be reviewed by ED staff.  
Performance Standards:  No more than two typographical errors per page, and at least 90 percent of all reports shall be delivered on schedule.  
Evaluation Procedure: ED will monitor when reports arrive and will determine whether the reports provide the requested information including, but not limited to, charts and graphs.  
Deduction for Failure to Meet Standard:  ED will deduct five percent of the contractor’s total payment for each day the report is overdue or incomplete.  

2.2.A.9   PHOTOCOPYING PROGRAM MATERIALS

Quantity of Work Performed:  The contractor shall photocopy fact sheets and other program materials as needed to fill requests.
Primary Method of Surveillance:  Sampling of photocopied materials produced at the contractor site and undeliverable mail returned to the Department.

Level of Surveillance:  A statistical valid sample of the on-site supply of photocopied materials, and a sampling of all undeliverable mail.  
Performance Standards:  At least 99 percent of the photocopies will be clear, clean, centered on the page, straight, and with sufficient contrast for legibility.  

Evaluation Procedure:  ED staff and the independent quality assurance unit will review the materials the contractor has photocopied.   
Deduction for Failure to Meet Standard: If the contractor does not meet the standards specified, ED will deduct one percent of the contractor’s total payment for each percent the contractor falls short of the standards.  
2.2.A.10   MEETING MANAGEMENT INFORMATION (MIS) SYSTEM REPORTING REQUIREMENTS

Quantity of Work Performed:  Monthly and weekly reports that cover a variety of aspects of the administration of the Public Inquiry Contract.  

2.2.A.10a: Report of problem inquiries, unusual occurrences, trends, and other important information  

Primary Method of Surveillance:  ED review.  
Level of Surveillance:  All reports provided to the COTR.  

Performance Standards: Each month the contractor shall provide an accurate report that covers problem inquiries, unusual occurrences, trends, and other important information as specified by the COTR.  The report is due 10 working days after the end of the month covered by the report and shall contain no more than one numerical or factual error.  
Evaluation Procedure: ED will confirm that reports are received on time and that they contain all information appropriate to the report.  
Deduction for Failure to Meet Standard:  ED will deduct five percent of the contractor’s total payment for each day the report is overdue and for each error greater than the standard. 
2.2.A.10d: Report of number of  calls

Primary Method of Surveillance: ED review.  
Level of Surveillance: All reports provided to the COTR.  

Performance Standards: The contractor shall provide verbal or e:mail reports to the COTR on the number of telephone calls  answered each week by type.  This count shall be provided on Monday following the week covered by the report.  
Evaluation Procedure:  ED will confirm that reports are received on time and that they contain all information appropriate to the report.  
Deduction for Failure to Meet Standard:  ED will deduct ten percent of the contractor’s total payment for each day the report is overdue or incomplete. 
2.2.A.10f: Report on quality control  

Primary Method of Surveillance: ED review.  
Level of Surveillance: All reports provided to the COTR.  

Performance Standards: Each month the contractor shall provide a report that covers quality control efforts.  The report is due 10 working days after the end of the month covered by the report.  
Evaluation Procedure: ED will confirm that reports are received on time and that they contain all information appropriate to the report.  
Deduction for Failure to Meet Standard: ED will deduct five percent of the contractor’s total payment for each day the report is overdue or incomplete. 

2.2.A.10g: Report on postage meter activity  

Quantity of Work Performed:  One to two pages a month.

Primary Method of Surveillance: ED review.  
Level of Surveillance: All reports provided to the COTR.  

Performance Standards: Each month the contractor shall provide a complete and accurate report that covers activity from ED-provided postage meters.  The report is due 10 working days after the end of the month covered by the report.  
Evaluation Procedure: ED will confirm that reports are received on time and that they contain all information appropriate to the report.  
Deduction for Failure to Meet Standard: ED will deduct five percent of the contractor’s total payment for each day the report is overdue or incomplete. 
2.2.A.10h: Report on publications and supplies  

Quantity of Work Performed:  One to two pages a month.
Primary Method of Surveillance: ED review.  
Level of Surveillance: All reports provided to the COTR.  

Performance Standards: Each month the contractor shall provide an inventory of publications and supplies.  The report shall include a list of the contractor’s inventory needs.  The report is due 10 working days after the end of the month covered by the report.  
Evaluation Procedure: ED will confirm that reports are received on time and that they contain all information appropriate to the report.  
Deduction for Failure to Meet Standard: ED will deduct five percent of the contractor’s total payment for each day the report is overdue or incomplete.

2.2.A.10i: Report on publications /documents reproduced for mailing  

Quantity of Work Performed: Approximately 7-10 pages per month.
Primary Method of Surveillance: ED review.  
Level of Surveillance: All reports provided to the COTR.  

Performance Standards: Each month the contractor shall provide a report that covers the names and numbers of publications copied that were sent to callers.  The report is due 10 working days after the end of the month covered by the report.  
Evaluation Procedure: ED will confirm that reports are received on time and that they contain all information appropriate to the report.  
Deduction for Failure to Meet Standard: ED will deduct five percent of the contractor’s total payment for each day the report is overdue or incomplete/inaccurate.

2.2.A.10j: Other MIS reports  

Primary Method of Surveillance: ED review.  
Level of Surveillance: All reports provided to the COTR.  

Performance Standards: When specified by the COTR the contractor shall provide MIS reports.  The report is due by a date specified by the COTR.  
Evaluation Procedure: ED will confirm that reports are received on time and that they contain all information appropriate to the report.  
Deduction for Failure to Meet Standard:  None.

2.2.A.11  PROVIDING CONFERENCE SERVICES

Quantity of Work Performed: Planning and coordinating conferences as requested by COTR.  
Primary Method of Surveillance: ED monitoring and customer feedback.  
Level of Surveillance: All conferences that COTR requests.  
Performance Standards: The contractor shall make timely arrangements to ensure adequate conference facilities for the number of registrants and a level of satisfaction on the part of attendees that is commensurate with previous ED-sponsored conferences, such as the Electronic Access Conferences.  
Evaluation Procedure: ED will review the conference evaluation report.  
Incentive for Exceeding Standard: If satisfaction has improved substantially (by 15% or more) compared to earlier ED conferences, ED will increase the contractor’s total payment by one percent for each percent of increase.
Deduction for Failure to Meet Standard:  If satisfaction has declined substantially (by 15% or more) compared to earlier ED conferences, ED will deduct one percent of the contractor’s total payment for each percent of decline.  
2.2.A.12  EVALUATING PROGRAM ASPECTS AND REPORTING FINDINGS

Quantity of Work Performed: Evaluating selected aspects of financial aid programs and providing reports of findings when requested by ED.  
Primary Method of Surveillance: ED review.  

Level of Surveillance: All reports provided to the COTR.  
Performance Standards: The contractor shall evaluate aspects of the financial aid programs and provide reports on the findings when requested by the COTR.  
Evaluation Procedure: ED will review all reports for content to determine if report specifications were followed.  
Deduction for Failure to Meet Standard: If contractor does not provide requested reports, ED will not pay contractor.  
2.2.A.13  PROVIDING TRAINING UPDATES

Quantity of Work Performed: Sufficient training to ensure that contractor staff has the most up to date knowledge regarding the Title IV student aid programs, and that new hires are adequately trained to correctly perform required duties.  To attend weekly conference calls.  
2.2.A.13a: Ongoing training and updates  

Primary Method of Surveillance:  Review of update materials and observation of training by independent quality assurance unit and ED staff.  
Level of Surveillance: Materials will be reviewed between each training session, the independent quality assurance team will regularly observe update training sessions. 
Performance Standards:  The contractor shall ensure that the update materials are accurate, well-organized, and easy to understand.

Evaluation Procedure: The independent quality assurance unit will review the materials and observe the training. 
Deduction for Failure to Meet Standard:  None; however, note that performance of this task will be reflected under the standards for 2.2.A.1.
2.2.A.13b: Training new staff  

Primary Method of Surveillance: Review of training materials and observation of training by independent quality assurance unit and ED staff.    
Level of Surveillance:  Materials will be reviewed between each training session, and at least one day of each training session will be observed.  (“Training session” in this case refers to the complete training period for new specialists before they begin to answer “live” calls).
Performance Standards:   The contractor shall ensure that the training materials adequately present entry-level information, are easy to understand, and can be retained by beginning phone staff.   The contractor shall provide a copy of the training materials to ED staff and the independent quality assurance unit at least ten working days before the start of a training session.
Evaluation Procedure: The independent quality assurance unit and/or ED staff will review the training materials prepared by the contractor in advance of the training session and make comments at least five working days before the start of the next training session.  
Deduction for Failure to Meet Standard: If the contractor fails to make recommended changes to the training materials before the next training sessions are begun, the contractor’s payment for that training session will be reduced by 10% for each item or topic that has not been updated.   
2.2.A.13c.  Participate in weekly TPID-sponsored conference calls  

Primary Method of Surveillance:  Observation by ED staff.
Level of Surveillance: Each time a conference call is held.  
Performance Standards: At least two representatives from the contractor’s staff shall participate in each conference call.  
Evaluation Procedure: Each week ED will place the conference call.
Deduction for Failure to Meet Standard:   If a conference call is cancelled by the COTR, for any reason, the contractor will not be paid for this task.  

2.2.A.13d: Develop and administer tests to assess effectiveness of training  

Primary Method of Surveillance:  Observation by independent quality assurance unit and ED staff.  
Level of Surveillance: Monthly review of pre- and post-test materials, with ad hoc reviews for any special topics identified by the COTR.  
Performance Standards:  Pre- and post-tests will cover a representative  range of topics based on incoming phone calls and will be updated for important new issues upon request by the COTR.  Updates of no more than 2-3 questions will be added within one week of request by COTR.

Evaluation Procedure: The independent quality assurance unit will review the pre- and post-tests the contractor prepares to determine whether the tests adequately measure SFA Program knowledge. 
Deduction for Failure to Meet Standard: If the contractor does not meet the standards specified, the contractor’s payment will be reduced by 25%.

2.2.A.13e.   Participating in ED-provided or sponsored training
Quantity of Work Performed: ED-provided or sponsored training will not exceed five days per year.
Primary Method of Surveillance:   ED observation.  
Level of Surveillance: All pre- and post-test scores.  
Performance Standards:  Appropriate contractor staff shall participate in training as requested  by ED and shall demonstrate competence in the subject matter through the post-test score.

Evaluation Procedure:  The quality assurance unit or ED staff will evaluate the pre- and post-test scores for contractor staff attending the training.
Deduction for Failure to Meet Standard:  If the post-test score of contractor staffperson is unsatisfactory, the payment deduction for that person will be proportional to the number of contractor staff trained under this task for that billing period.  (For instance, if 20 contractor staff attended training in the billing period and 2 had unsatisfactory scores on the post-test, the contractor’s payment for 2.2.A.13e. would be reduced by 10%.)

2.2.A.14  IDENTIFYING, KEYING, AND REPORTING CUSTOMER COMPLAINTS

Quantity of Work Performed: Approximately 100-250 phone calls a month are received that identify processing errors, system problems, or complaints concerning postsecondary institutions.    

2.2.A.14a. Forward description of errors to ED 

Primary Method of Surveillance: Review by ED staff and the independent quality assurance unit.  
Level of Surveillance:  Sample of messages reporting errors/customer complaints.  
Performance Standards: The contractor shall promptly (within one day) forward a description of the reported problem to the appropriate ED staff.  The e:mail shall include the caller’s phone number and other identifying information necessary to investigate and/or resolve the problem or complaint.  The e:mail shall include a cc: to the electronic mailbox for the independent quality assurance team.  At least 95% of all messages will be answered completely and accurately within one day.  
Evaluation Procedure:  The quality assurance team will review selected messages as a part of the ongoing monitoring of phone call activity.  
Deduction for Failure to Meet Standard: If the contractor does not meet the standards specified, ED will reduce the monthly payment for this task by 20%.  
2.2.A.14b.  Maintain, by month, a list of information from complaints

Primary Method of Surveillance: ED review.  
Level of Surveillance: Any monthly summary requested by the COTR.  

Performance Standards: The contractor shall provide to the COTR a list of pertinent information regarding complaints and responses within five working days of the request.  

Evaluation Procedure: ED will check to see that the requested monthly summary is received on time and that it contains the specified information.  

Deduction for Failure to Meet Standard: If the contractor does not meet the standards specified, ED will not pay the contractor for this task.  

2.2.A.15  PROVIDING MESSAGE BROADCAST SERVICES

Quantity of Work Performed:  Faxing approximately five messages a year.  
Primary Method of Surveillance: ED review.  
Level of Surveillance:  100% of the broadcast messages.  
Performance Standards:   Contractor will send broadcast messages within one day of request to the established list of institution fax numbers.  Fax numbers for ED staff will be included on the list as the last fax numbers to which messages will be sent.
Evaluation Procedure:  Receipt of fax message by ED and customer feedback.  
Deduction for Failure to Meet Standard: None.  
2.2.A.16  CONVERTING ELECTRONIC COPIES OF PUBLICATIONS FOR ACCESS THROUGH THE INTERNET

Quantity of Work Performed: Varies.
Primary Method of Surveillance:  ED staff review and ongoing monitoring.  
Level of Surveillance: 100% of converted electronic copies.  
Performance Standards:  Provide the converted file to the COTR within five working days of receipt of the original word processed document and any associated image files (such as JPEG or GIF versions of graphics).  
Evaluation Procedure: ED staff will be available to oversee this task during start up.  ED will review the contractor’s compliance with the requirements of the SOW and this QASP, and will continue to monitor the implementation of this task throughout the life of the contract.  
Deduction for Failure to Meet Standard: None.  

2.2.A.17  CONVERTING IMAGES TO GRAPHICS INTERCHANGE FORMAT (GIF) FILES

Quantity of Work Performed: Varies.  
Primary Method of Surveillance:  ED review.  
Level of Surveillance:  All graphics the contractor converts.  
Performance Standards:   Documents shall be scanned and converted to usable GIF files within five working days of receipt of hard copy and forwarded to the COTR, or incorporated into HTML documents.  
Evaluation Procedure: ED staff will check all graphics to see that the contractor has converted them all of them to usable GIF files (or similar standard image format, when ED directs) and that the graphic is of sufficient clarity when viewed and printed.  
Deduction/Incentive: None.  

2.2.A.18  PROVIDING COURIER SERVICE

Quantity of Work Performed:  As needed.
Primary Method of Surveillance:  Monitoring of materials sent to contractor and received from contractor.  

Level of Surveillance:  100% of all deliveries. 

Performance Standards:  The courier shall pickup and deliver letters, packages, and other materials according to a schedule established by ED and the contractor.

Evaluation Procedure:  Comparison of the delivery manifest to ED requests, and inspection of the materials delivered.

Deduction for Failure to Meet Standard: A 2% deduction of the contractor's total monthly payment will be made for each missed pickup/delivery and for each incomplete delivery.  
2.2.B   DEBT COLLECTION SERVICE INFORMATION CENTER (DCSIC)
2.2.B.1   Responding to Telephone Inquiries at the Debt Collection Services Information Center (DCSIC)

Quantity of Work Performed:  The contractor shall respond to incoming calls at the DCSIC , which currently range from 12,000 calls a week to over 20,000 calls a week.

Primary Method of Surveillance:  On-site monitoring of phone calls by ED staff, and independent quality assurance specialists retained by the contractor; test calls placed by independent quality assurance specialists and ED staff; review of daily IVRS reports.

Level of Surveillance:  Daily, including monitoring of up to 1% of calls responded to by the contractor.

Performance Standards: 
Percentage of calls answered.  At a minimum, the contractor shall respond to 95% of the calls received at the DCS toll-free phone number.  The percentage will be calculated as follows:  The total calls answered divided by the total incoming calls passed to live operators by the IVRS.  Calls terminated while waiting in queue to speak to an information specialist must be included. (i.e., If  the contractor receives 1,000 incoming calls, and 500 are answered by the IVRU, 50 are abandoned during the introductory message, 25 are abandoned  while waiting in queue or seeking response from the IVRU, and 425 calls are answered by specialists at the Center,  the percentage of calls answered is 94.5%.).

Average Call Waiting Time.  The average call waiting time shall not exceed 45 seconds, as measured on a weekly basis.  The call waiting time begins at the conclusion of the introductory message or the selection of any IVRS choice that leads to a queue for information specialists.  The call waiting time concludes when an information specialist first speaks to the caller.  Calls that are answered solely by automated means (through an IVRU) shall not be included in the calculation of average call waiting time.

Quality of Response.  Accurate and complete responses will be given to at least 95% of responses (excluding automated responses from an IVRU) that are monitored or reviewed by ED staff or the independent quality assessment specialists.

Evaluation Procedure: The percentage of calls answered and the average call waiting time will be determined based on reports generated by the Call Management System.  The quality of responses will be measured by both independent quality assurance specialists and ED employees using a random sample of monitored calls, test calls,  that are representative of typical inquiries or topics of special concern for which scripts have previously been provided to the contractor.

Incentive for Exceeding Standard:  A 3% incentive payment will be made each month for each percentage point of calls answered above 95%, provided that the contractor meets or exceeds the standards for both average call waiting time and quality of response.  The percentage of calls answered will be rounded down to the nearest whole percentage.  Example:  If the contractor responds to 97.6% of the calls it receives in the month of May on the toll-free line, its payment for those calls will increase by 6%.

Deduction for Failure to Meet Standard: A 1% deduction will be made each month for each percentage point the contractor's performance falls below the 95% standard for calls and the 95% standard for quality of response.  A 1% deduction will also be made for each 5-second increment of call waiting time greater than 45 seconds.  The percentage for calls answered and quality of responses will be rounded up to the nearest whole percentage, and the seconds of call waiting time will be rounded down to the nearest 5-second increment. Example:  If the contractor responds to 93.5% of the calls its receives in the month of May on the toll-free line, with 93.7% of the sampled responses being determined as accurate, and an average call waiting time of 51 seconds, the Department will reduce the payment for May by 3% (a deduction of 1% in each category).

2.2.B.3  PLACING AND/OR RETURNING CALLS
Quantity of Work Performed:  The contractor shall place calls to customers when directed by the COTR.  The number of call-backs per month will vary from month-to-month, increasing during peak processing periods and deadlines.

Primary Method of Surveillance: On-site monitoring of phone calls by ED staff, and independent quality assurance specialists retained by the contractor; customer complaints; review of weekly management reports by ED staff; and review of ED-DMCS collector notepad by ED staff.

Level of Surveillance:  100% of COTR-requested call-backs.

Performance Standards:  The contractor shall return calls as directed within 48 hours of the time the request is made.

Evaluation Procedure:  ED will monitor customer complaints, review the ED Debt Management and Collection System collector notepad, and ask the contractor for random verbal reports on outcome of calls placed.

Incentives/Deduction:  No incentives or deductions.

2.2.B.4  RECEIVING, OPENING, SORTING, AND SCANNING DCS NON-CONTROLLED CORRESPONDENCE

Quantity of Work Performed:  The contractor shall perform all required activities related to receiving, opening, sorting and scanning DCS Non-Controlled correspondence.  Based on past experience, the volume ranges from 8,000 to over 15,000 pieces of correspondence per month.

Primary Method of Surveillance:  Periodic on-site monitoring, random sampling and review of correspondence tracking system by ED staff.

Level of Surveillance:  Weekly random sampling of up to 1% of incoming correspondence received by the contractor.

Performance Standards:  The contractor shall review, log and scan correspondence within 48 hours of receipt.

 Deduction for Failure to Meet Standard: If 10% of the total correspondence sampled exceeds the 48 hour requirement, a 1% deduction will be made for that month which the sample was done.

2.2.B.5   RESPONDING TO DCS NON-CONTROLLED CORRESPONDENCE
Quantity of Work Performed: The contractor shall respond to incoming non-controlled correspondence received at the DCSIC which require a response.  Based on past experience the volume ranges from 7,500 to over 10,000 pieces of correspondence per month.

Primary Method of Surveillance:  Random sampling; weekly and monthly review of correspondence tracking  system by ED staff, and independent quality assurance specialists retained by the contractor.

Level of Surveillance:  Weekly random sampling of up to 1% of responses prepared by the contractor.

Performance Standards:  At a minimum, the contractor shall complete 90% of the required responses within ten (10) working days of receipt.  The percentage will be calculated as follows:  the total number of responses completed within ten working days divided by the total number of correspondence that require a response.  Example:  If the contractor has a monthly beginning balance of 7,500 pieces of 

correspondence and 7,000 pieces are responded to within ten (10) working days of receipt, the percentage of responses completed in the required time is 93.4%.

Quality of Response:  Accurate and complete responses will be given in at least 95% of responses that are sampled by ED staff.

 Evaluation Procedure:  The percentage of responses completed will be determined based on monthly management reports and monthly review of the correspondence tracking system by ED staff.  The quality of responses will be measured by ED staff, using a random sampling of correspondence received and responses prepared by the contractor.

Incentive for Exceeding Standard:  A 3% incentive payment will be made each month for each percentage point of non-controlled correspondence completed above 90%, provided the contractor meets or exceeds the standards for both timely completion and quality of response.  The percentage of timely completion will be rounded down to the nearest whole percentage.  Example:  If the contractor responds timely to 92.6% of the controlled correspondence it receives in the month of May, its payment will increase by 6%.

Deduction for Failure to Meet Standard:  A 1% deduction will be made each month for each percentage point the contractor's performance falls below the 90% standard for timely preparation of response and the 95% standard for quality of responses.  The percentage for preparation of response and quality of  response will be rounded up to the nearest whole percentage.  Example:  If the contractor responds timely to 88.5% of the correspondence to be responded to in the month of May, with 93.7% of the sampled responses being determined as accurate, the Department will reduce the May payment by 2% (a 1% deduction in each category).

2.2.B.6   RECEIVING, SCANNING, AND RESPONDING TO DCS CONTROLLED CORRESPONDENCE

Quantity of Work Performed: The contractor shall perform all required activities related to receiving, scanning and responding to DCS Controlled correspondence.  Based on past experience, the volume ranges from 150 to over 200 pieces of correspondence per month.

Primary Method of Surveillance:  Daily review of all responses prepared by the contractor and weekly review of ED Controlled Correspondence Tracking Report by ED staff.

Level of Surveillance:  100% review of all responses prepared by the contractor.

Evaluation Procedure:  The percentage of responses completed will be based on monthly management reports and weekly review of ED Controlled Correspondence Tracking Report by ED staff.  The quality of responses will be measured by ED staff review of all correspondence received and responses prepared by the contractor.

Performance Standards: At a minimum, the contractor shall complete 95% of the required responses within five (5) working days of receipt.  The percentage will be calculated as follows:  the total number of responses completed within five (5) working days divided by the total number of correspondence that require a response.  Example:  If the contractor has a monthly beginning balance of 200 pieces of correspondence and 185 pieces are responded to within five (5) working days of receipt, the percentage of responses completed in the required time is 92.5%.

Quality of Response:  Accurate and complete responses will be given in at least 95% of responses that are reviewed by the ED staff.

Incentive for Exceeding Standard:  A 3% incentive payment will be made each month for each percentage point of controlled correspondence completed above 95%, provided the contractor meets or exceeds the standards for both timely completion and quality of response.  The percentage of timely completion will be rounded down to the nearest whole percentage.  Example:  If the contractor responds timely to 97.6% of the controlled correspondence it receives in the month of May, its payment will increase by 6%.

Deduction for Failure to Meet Standard:  A 1% deduction will be made each month for each percentage point the contractor's performance falls below the 95% standard for timely preparation of response and the 95% standard for quality of responses.  The percentage for preparation of response and quality of  response will be rounded up to the nearest whole percentage.  Example:  If the contractor responds timely to 92.5% of the correspondence to be responded to in the month of May, with 93.7% of the responses being determined as accurate, the Department will reduce the May payment by 2% (a 1% deduction in each category).

2.2.B.7   DCS TREASURY OFFSET PROGRAM/ADMINISTRATIVE WAGE GARNISHMENT/FEDERAL SALARY OFFSET REQUESTS FOR REVIEW/HEARINGS
Quantity of Work Performed: The contractor shall perform all required activities related to opening, reviewing, scanning and responding to requests for reviews and/or hearings.  Based on past experience, the estimated volume ranges from 2,000 to over 3,000 requests each month.

Primary Method of Surveillance: Daily review of hearings/reviews completed by the contractor and weekly and monthly review of Management Reports by ED staff.

Level of Surveillance: 100% review of all responses prepared by the contractor.

Performance Standards: At a minimum, the contractor shall complete 90% of the hearings/reviews within five (5) working days of receipt.  The percentage will be calculated as follows:  the total number of hearings/reviews completed within five (5) working days divided by the total number of requests for reviews/hearings received.  Example:  If the contractor has a monthly beginning balance of 2,500 requests for reviews/hearings and 2,300 are completed within five (5) working days of receipt, the percentage of hearings/reviews completed in the required time is 92%.

Quality of Response:  Accurate and complete responses will be given in at least 95% of hearings/reviews that are reviewed by the ED staff.

Evaluation Procedure: The percentage of  hearings/reviews completed will be based on review of monthly management reports by ED staff.  The quality of responses will be measured by ED staff review of all hearings/reviews completed by the contractor.

Incentive for Exceeding Standard:  A 3% incentive payment will be made each month for each percentage point of requests for hearings/reviews completed above 90%, provided the contractor meets or exceeds the standards for both timely completion and quality of response.  The percentage of timely completion will be rounded down to the nearest whole percentage.  Example:  If the contractor responds timely to 92.6% of the controlled correspondence it receives in the month of May, its payment will increase by 6%.

Deduction for Failure to Meet Standard: A 1% deduction will be made each month for each percentage point the contractor's performance falls below the 90% standard for timely completion of hearings/reviews and the 95% standard for quality of responses.  The percentage for completion of hearings/reviews and quality of  response will be rounded up to the nearest whole percentage.  Example:  If the contractor responds timely to 88.5% of the hearings/reviews to be responded to in the month of May, with 93.7% of the sampled responses being determined as accurate, the Department will reduce the May payment by 2% (a 1% deduction in each category).

2.2.B.8  PROCESSING BANKRUPTCY DOCUMENTS
Quantity of Work Performed:  The contractor shall perform all activities related to receiving, reviewing, logging, and responding to Bankruptcy documentation.  Currently the monthly volume of bankruptcy documentation received is approximately 4,000.

Primary Method of Surveillance:  Random sampling of documentation, review of ED-DMCS, weekly and monthly review of Bankruptcy Tracking System, and monthly review of Bankruptcy Report by ED staff, and independent quality assurance specialists retained by the contractor.

Level of Surveillance: Weekly random sampling of up to 1% of documentation received by the contractor.

Performance Standards:  At a minimum, the contractor shall complete 90% of all bankruptcy related activities within five (5) working days of receipt. The percentage will be calculated as follows:  the total number of bankruptcies completed within five (5) working days divided by the total number of bankruptcies received.  Example:  If the contractor has a monthly beginning balance of 3,500 bankruptcies and 3,225 are completed within five (5) working days of receipt, the percentage of bankruptcies completed within the required time is 92.2%.

 Accuracy of Response:  Accurate response will be given in at least 95% of the responses that are sampled by ED staff.

Evaluation Procedures: The percentage of  bankruptcies completed will be based on review of monthly bankruptcy reports by ED staff.  The quality of responses will be measured by ED staff using a random sampling of bankruptcies completed by the contractor.

Deduction for Failure to Meet Standard: A 1% deduction will be made each month for each percentage point the contractor's performance falls below the 90% standard for timely completion of all required bankruptcy related activities and the 95% standard for accuracy of responses.  The percentage for completion of all required bankruptcy related activities and accuracy of  response will be rounded up to the nearest whole percentage.  Example:  If the contractor completes timely  88.5% of the required bankruptcy required activities in the month of May, with 93.7% of the sampled responses being determined as accurate, the Department will reduce the May payment by 2% (a 1% deduction in each category).

2.2.B.9  DEVELOPING DCS MANAGEMENT INFORMATION SYSTEM (MIS) REPORTS

Quantity of Work Performed:  Monthly and weekly reports that cover a variety of aspects of the administration of the DCSIC.

2.2.B.9a(1):  Weekly Project Report
Primary Method of Surveillance:  ED review.

Level of Surveillance:  All reports provided to the COTR.

Performance Standards:  Each week, the contractor shall provide a narrative discussion on the project, including, but not limited to, problems, successes, issues, and requests for change(s). Statistical information shall also be provided, including, but not limited to, weekly call and correspondence volumes, percentage of calls and percentage of correspondence responded to within contract turnaround times, and comparisons to prior weeks and prior years. This report is due every Tuesday, for the prior week's activities and shall contain no more than one numerical or factual error.

Evaluation Procedure:  ED will confirm that reports are received on time and that they contain all information appropriate to the report.

Deduction for Failure to Meet Standard:  ED will deduct 5% of the contractor's total payment for each day the report is overdue and for each error greater than the standard.

2.2.B.9a(2):  Monthly Bankruptcy Report
Primary Method of Surveillance:  ED review.

Level of Surveillance:  All reports provided to the COTR.

Performance Standards:  Each month, the contractor shall provide ED with the specific information on the number of bankruptcy-related documents received and processed by contractor during the month. At a minimum, the contractor shall provide summary information regarding the number of documents by document type and bankruptcy chapter, the number and dollar amount of accounts written-off, and the number and dollar amount of refunds processed by the contractor.  This report is due five (5) working days after the end of the month covered by the report and shall contain no more than one numerical or factual error.

Evaluation Procedure:  ED will confirm that reports are received on time and that they contain all information appropriate to the report.

Deduction for Failure to Meet Standard:  A 5% deduction of the contractor's total payment will be made for each day the report is overdue or incomplete.

2.2.B.9a (3):  Monthly Quality Control Report
Primary Method of Surveillance:  ED review.

Level of Surveillance:  All reports provided to the COTR.

Performance Standards:  Each month , the contractor shall provide ED with more specific information on the number of staff, lines and monthly volumes, and information on complaints against DCS staff and/or against any of our collection partners. This report is due by the tenth (10th) working day of each month.

Evaluation Procedure:  ED will confirm that reports are received on time and that they contain all information appropriate to the report.

Deduction for Failure to Meet Standard:  A 5% deduction of the contractor's total payment will be made for each day the report is overdue or incomplete.

2.2.B.9c:  Report on postage meter activity
Primary Method of Surveillance:  ED review.

Level of Surveillance:  All reports provided to the COTR.

Performance Standards:  Each month the contractor shall provide a report that covers activity from ED-provided postage meters.  The report is due ten (10) working days after the end of the month covered by the report.

Evaluation Procedure:  ED will confirm that reports are received on time and that they contain all information appropriate to the report.

Deduction for Failure to Meet Standard:  A 5% deduction of the contractor's total payment will be made for each day the report is overdue or incomplete.

2.2.B.9d:  Report on Quality Control Efforts
Primary Method of Surveillance:  ED review.

Level of Surveillance:  All reports provided to the COTR.

Performance Standards:  Each month, the contractor shall develop and provide a monthly report of their quality control efforts. These reports are due ten (10) working days following the month covered by the reporting requirement.

Evaluation Procedure:  ED will confirm that reports are received on time and that they contain all information appropriate to the report.

Deduction for Failure to Meet Standard:  A 1% deduction of the contractor's total payment will be made for each day the report is overdue or incomplete.

2.2.B.10  PROVIDING TRAINING UPDATES
Quantity of Work Performed:  Sufficient training to ensure that contractor staff has the most up to date knowledge regarding the Title IV student aid programs, regulations, DCS special programs and initiatives; and that new hires are adequately trained to correctly perform required duties.

2.2.B.10a: Training new staff
Primary level of Surveillance:  Review of training materials and observation of training by independent quality assurance unit and ED staff.

Level of Surveillance:  Materials will be reviewed between each training session, and at least one day of each training session will be observed.  (“Training session” in this case refers to the complete training period for new specialists before they begin to answer “live”calls and respond to correspondence).

Performance Standards:  The contractor shall ensure that the training materials adequately present entry-level information, are easy to understand, and can be retained by beginning staff.  The contractor shall provide a copy of the training materials to ED staff and the independent quality assurance unit at least 10 (10) working days before the start of the training session.

Evaluation Procedure:  The independent quality assurance unit and/or ED staff will review the training materials prepared by the contractor in advance of the training session and make comments at least five (5) working days before the start of the next training session.

Deduction for Failure to Meet Standard:  If the contractor fails to make recommended changes to the training material before the next training sessions are begun, the contractor’s payment for that training session will be reduced by 10% for each item or topic that has not been updated.

2.2.B.10b Participate in weekly DCS-sponsored conference calls
Primary Method of Surveillance:  Observation by ED staff.

Level of Surveillance:  Each time a conference call is held.

Performance Standards:  At least two representatives from the contractor’s staff shall participate in each conference call.

Evaluation Procedure:  Each week ED will place the conference call.

Deduction for Failure to Meet Standard:  If a conference call is cancelled by the COTR, for any reason, the contractor will not be paid for this task.

2.2.B.10c  Participate in DCS-sponsored collection conferences
Quantity of Work Performed:  Contractor participation in DCS-sponsored collection conferences will not exceed five (5) days per year.

Primary Method of Surveillance:  ED observation.

Performance Standards:  Appropriate contractor staff shall participate in conferences as requested by ED.

Evaluation Procedure:  ED will observe contractor’s attendance/participation in the conference.

Deduction for Failure to Meet Standard:  If a conference is cancelled by the COTR, for any reason, the contractor will not be paid for the task.

2.2.B.10d  Participating in DCS-provided or sponsored training
Quantity of Work Performed:  DCS-provided or sponsored training will not exceed five days per year.

Primary Method of Surveillance:  ED observation.

Level of Surveillance:  All pre- and post-test scores.

Performance Standards:  Appropriate contractor staff shall participate in training as requested by ED and shall demonstrate competence in the subject matter through the post-test score.

Evaluation Procedure:  The quality assurance unit or ED staff will evaluate the pre- and post-test scores for contractor staff attending the training.

Deduction for Failure to Meet Standard:  If the post-test score of contractor staff person is unsatisfactory, the payment deduction for that person will be proportional to the number of contractor staff trained under this task for that billing period. (For example. if 20 contractor staff attended training in the billing period and 2 had unsatisfactory scores on the post-test, the contractor’s payment for 2.2.B.10d. would be reduced by 10%).

2.2.B.10e  Ongoing training and updates
Primary Method of Surveillance:  Review of update materials and observation of training by independent quality assurance unit and ED staff.

Level of Surveillance:  Materials will be reviewed between each training session, the independent quality assurance unit will regularly observe update training sessions.

Performance Standards:  The contractor shall ensure that the update materials are accurate, well-organized, and easy to understand.

Evaluation Procedure:  The independent quality assurance unit will review the materials and observe the training.

Deduction for Failure to Meet Standard:  None.
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