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Attachment B (Revised)
Surveillance Plan for ERIC Processing and Reference SOW 1999








Required Tasks
Task Standard


Method of Surveillance


Standard to be Met
Incentive/Deduction

             

Facility Upgrades to Electronic Environment for Processing
Upgrade completed by the end of  Calendar Year 2000
COTR Observation
100% completion
$3,000 incentive if by 8/1/00 upgrade completed and 4 Clearinghouses using new system / $100 deduction for each working day upgrade is delayed

Thesaurus, Other Authority Files and Database On Facility’s Web Site
All significant Authority Files and Database on Web site by end of Calendar Year 2000
                                              COTR Observation
100% completion
$100 deduction for each working day upgrade is delayed 

Acquisitions Arrangements
All organizations belonging to Facility contacted at least annually & three new arrangements added per year
ERIC Facility Logs 
100% completion 
$1,000 incentive if over 5 new arrangements added per year

Assigning Documents Acquired by Facility
Acquired documents assigned to Clearinghouse (s) with ten working days of receipt 
ERIC Facility Logs 
10-15 delays per year permitted


RIE Documents to EDRS
Adhere to monthly preset schedule
ERIC Facility Logs/EDRS records
2 delays per year permitted

without penalty
$2,500 incentive if more than 6 deliveries are ahead of schedule / Beginning with 3rd delay, $100 deduction for each working day delivery is tardy

RIE Monthly Camera Ready Issue 
Adheres to monthly preset schedule
ERIC Facility Logs/OERI records
2 delays per year permitted


CIJE Journal Issue Processing Promptness
Adheres to monthly preset schedule
ERIC Facility Logs 
2 delays per year permitted


ERIC Vocabulary Input
Input 90 new descriptors each year (10) originated by Facility
Records of ERIC Lexicographer
100% completion
$1,000 incentive per year for 15 or more descriptors added by Facility

ERIC Vocabulary Input
Review 4,000 new identifiers each year & input 360 to IAL
Records of ERIC Lexicographer
100% completion


ADR Updates
Updated daily
ERIC Facility Logs
4 delays permitted


User Services 800 Line
Lines not put on hold, customer talks to human being
COTR monthly check
Get human response within thirty (30) seconds


User Services Q&A
All requests answered within 5 working days
Clearinghouse logs & quarterly and annual reports 
Customer referrals credited as answers


Facility World Wide  Web Site
Updated as required every three months
COTR check via the Internet every quarter
Updated at least quarterly


Conduct Training Programs and Workshops
Scheduled at least annually for staff at each Clearinghouses & Facility 
Clearinghouse records & Facility reports
At least 13 Clearinghouse/Facility  training/workshop sessions held each year of contract 
$200 deduction for each training /workshop session not held under the number of 14

Produce, Update and Disseminate System wide Manuals (EPM/EFOM, etc.) and other   Materials as Scheduled 
Ready References and other targeted publications updated at least yearly and manuals update on a scheduled basis, as determined with COTR 
ERIC Facility records & COTR records
100%


Participate in Biannual   Directors Meetings
Presence of Director and Associate/Assistant Directors
Meeting attendance records
100% (Unless excused in writing by COTR)


Participate in ERIC              Technical Meetings
 Presence of at least four appropriate staff members
Meeting attendance records
100% (Unless one is excused in writing by COTR)


Participate in System wide Committees  and Task Forces
Representation on at least two Committees and/or Task Forces
Committee/Task Force record and Clearinghouse reports
100% (Unless one is excused in writing by COTR)


Management Plan
Completeness of plan per RFP requirements for contract period. Updated as necessary
COTR records
100%


Customer Feedback
Use of appropriate instruments to survey customer satisfaction and impact  at least once a year
ERIC Facility reports
At least one survey per  year with results included in  annual report


Participate in AskERIC and         Other System Wide                      Electronic Indicatives
Answers all AskERIC questions sent to Facility within prescribed time and has active representation on other system wide initiatives
AskERIC records and Clearinghouse reports
All questions answered within time frame.


Key Staff
Adequate and appropriate staffing is maintained through out contract’s period of operation and any changes or replacements to Key Staff are approved by CO with advice of COTR
Facility reports and COTR periodic check
100%


Clearinghouse Performance Indicators (PIs)
Tracks Clearinghouse 

Performance Indicators

and reports to COTR on 

predetermined schedule
Facility reports
100%


Monthly Report
Complete narrative and statistical reports, according to specifications of contract.  Ten copies forwarded to COTR by 15th of following month 
COTR records
100% 
$2,500 incentive if more than 6 reports delivered ahead of schedule / $100 deduction for each working day delayed after due date

ERICTOOLS Sales Program
On a Quarterly basis reports details on customer sales, including  balances, etc.
Facility reports
100%


Annual Technical Plan
Per RFP requirements, updates Annual Technical Plan and submits to COTR at least three months before next yearly contract period
COTR records
100%


Annual Report
Complete and submits two copies to COTR within one month (30 calendar days) after  next contract period of operation begins
COTR records
100%
$100 deduct for each working day delayed after due date

