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1 Performance Discussion
Data Solutions & Technology Incorporated (DST) management philosophy incorporates the concept that feedback, information, ideas, suggestions, mitigation methodologies, and results regarding performance must be given clear and open channels to flow through the entire customer and DST organization.  This is not simply a beneficial process, but a well-conceived, fully-supported earned-value procedure to encourage all DST staff to participate in the effort to constantly improve overall performance and productivity for our customers and within the DST organization.  DST stands on the following principles, which are essential to accomplish our mission and achieve our vision:

· Continually Improving While Adapting to Change. We will move quickly to take advantage of opportunities and stay ahead of changing customer requirements.

· Culture of Innovation with Aligned Authority and Accountability.  We will manage resources and take calculated risks to achieve innovative advances in meeting the client mission.

· Incentives to Promote Performance Based, Cost Effective, Efficient, Customer Focused Services. We will apply sound management principles to wisely use resources and will reward improvements that reduce costs or increase value.

1.1 Performance Evaluation

We understand that TMA utilizes the Contractor Performance Assessment Reporting System (CPARS) and that is has been adopted by TMA to electronically capture assessment data and manage the evaluation process.  CPARS is used to assesses contractor performance and provide a record, both positive and negative, on any services provided during a specific period of time.  Both Government and contractor program management perspectives are captured on the CPAR form and together make a complete CPAR.  Once the Assessing Official completes the proposed assessment for the period of performance, the CPARS is released to the COTR for his/her review and comments.  The contractor has 30 days after the Government's evaluation is completed to comment on the evaluation.  The COTR must either concur or non-concur to each CPAR.  If the contractor concurs with the proposed assessment and the Reviewing Official does not wish to see the CPAR, the Assessing Official may close out the CPAR.  Otherwise, they must forward the CPAR to the Reviewing Official for them to review, enter comments if appropriate, and close out.  The Reviewing Official may at their option direct the Assessing Official to forward every CPAR to them for review.
1.2 Performance Incentives

Maintaining a high level of performance in the IT service environment is complex and must be balanced with the achievement of customer-specific mission and operational goals.  Prioritizing key IT operational assets, departments, and users to determine those that must be kept at the highest level of operation is the first step in determining what percentage of “up-time” is mandatory for mission success.  This percentage becomes the target performance metric as it relates to each inter-related key operational area.  Once these key IT operational areas and users have been identified, a tier system may be created for remaining operational areas, assets, and users.
Providing incentives to contractors and their support staff to maintain or exceed demanding continuous operating levels and required customer service responsiveness is common practice in the commercial environment.  Governments must also utilize a similar practice to ensure that they will maintain civil and defense services to their constituent citizen customers.  Incentives in the commercial are almost exclusively financial while incentives on Government contracts span a wide range from offering contract extensions, excellent reference and reviews, to financial bonuses or rewards.
DST has operated in numerous performance-based contract environments with the Government and suggests the following incentive choices for performance:

· Superior Past Performance reviews

· Extension of contract term

· Exercise of option years

· Opportunities for expansion of work within the customer environment
· Financial awards or bonuses

Determining which specific areas of IT service-level performance are most important to incentivize or not to incentivize generally remains with the customer because they are most aware of their needs and can best evaluate a particular IT area’s mission critical status or ranking.  The contractor may also assist in this evaluation but must have the opportunity to assess the needs and mission of the customer.  We understand that the overall IT network and user environment should have a common set of standards, but some key assets, operations, and users are critical to the success of the whole.  Those key areas may have a different set of performance metrics created than the overall user environment to allow for support focus where it is most important.
To assist in the development of sound IT support expectations and mandatory support requirements, we suggest that an initial review of the TMA IT enterprise be performed.  This review should identify the key operational assets and functions prior to finalizing any performance metrics and the resulting incentives.  With over 46 current TMA support vendors (each with different performance requirements); consolidating IT services without first prioritizing key operations paints the use of performance metrics and incentives across the enterprise with too broad a brush.  It is common in the commercial environment to prioritize specific user groups and operational areas, offering them faster service response times and higher mandatory “up-time” percentages.  DST is willing to assist in this evaluation and review.  More knowledge of the entire TMA IT enterprise and how it is leveraged to meet individual and overall missions is required.
1.3 Customer Examples
Some tables of financially related IT service performance metrics may be seen in the following examples taken from current and past DST contracts.

1.3.1 Example 1:  Financial Incentives

	SOW
	Service
	Performance Required
	Acceptable Quality Level
	Method of Surveillance
	Negative Incentives

	Help Desk
	Telephone Call Response
	≥ 85% answered within 4 rings.
	100% as per performance required
	Call Logs
	2% off Current Month Invoice

	Help Desk
	email & Voice Mail Response
	≥ 95% responded to within 30 minutes.
	100% as per performance required
	Call Logs and email Logs
	2% off Current Month Invoice

	Help Desk
	Problem Identification 
	≥ 95% properly identified.
	100% as per performance required
	HEAT tickets
	2% off Current Month Invoice

	Help Desk
	Problem Resolution
	≥ 85% of tickets closed within 2 hours.

≥ 95% of tickets closed within 24 hours.
	100% as per performance required
	HEAT tickets
	2% off Current Month Invoice

	LAN/WAN
	Internet Connectivity
	99% availability.
	100% as per performance required
	Monthly reports and monitoring
	2% off Current Month Invoice

	LAN/WAN
	Remote Access
	99% availability.
	100% as per performance required
	Monthly reports and monitoring
	2% off Current Month Invoice

	LAN/WAN
	Public IP Address Database
	100% accuracy of information.
	100% as per performance required
	
	2% off Current Month Invoice

	LAN/WAN
	DNS Database Services
	100% accuracy of DNS information.
	100% as per performance required
	
	2% off Current Month Invoice

	LAN/WAN
	email & Directory Servers
	99% availability.
	100% as per performance required
	Logs and monitoring
	2% off Current Month Invoice

	Communications
	PBX Management
	≥ 95% availability of phone & voice mail services.
	100% as per performance required
	Logs and user feedback
	2% off Current Month Invoice

	Network 
	Hardware Maintenance
	99% network availability.
	100% as per performance required
	System Logs
	2% off Current Month Invoice

	Network
	Hardware Database
	100% accuracy of information.
	100% as per performance required
	Audits and user feedback
	2% off Current Month Invoice

	Network
	Software Database
	100% accuracy of information.
	100% as per performance required
	Audits and user feedback
	2% off Current Month Invoice

	Network
	Troubleshooting Response
	≥ 95% of calls responded to within 30 minutes.

≥ 80% of calls resolved within 30 minutes.

≥ 95% of calls resolved within 24 hours.
	100% as per performance required
	HEAT Tickets 
	2% off Current Month Invoice

	Network
	Security Implementation
	100% of incidents responded to within 30 minutes.

≥ 95% of incidents resolved within 2 hours.

100% accuracy of database information.
	100% as per performance required
	Security reports and surveillance
	2% off Current Month Invoice

	Network
	Configuration Management
	100% accuracy of configuration database information.
	100% as per performance required
	Audits and user feedback
	2% off Current Month Invoice

	Desktop
	Voice Services
	≥ 95% of requests completed within 3 days.

100% of VIP requests completed within 1 day.
	100% as per performance required
	Logs and HEAT Tickets
	2% off Current Month Invoice


1.3.2 Example 2:  Financial Incentives and Dis-incentives

	PERFORMANCE  REQUIREMENTS  SUMMARY

	Objectives
	Required Service
	Performance Standard
	Incentive

	Maintain customer access to systems and services during established hours.
	Manage and optimize user access to system resources and services.
	≥ 99.5% availability of system resources and services.
	Incentive: Add 1% of invoice if ≥ 99.6%.

Disincentive: Deduct 1% for each 2% percent below 95%.

	ITC systems and communications links with Regional Offices, EMS, and disaster recovery sites available during required hours.
	Manage and maintain systems and communications systems.
	≥ 99.5% operational uptime of systems and communications paths.
	Incentive: Add 1% of invoice if ≥ 99.6%.

Disincentive: Deduct 1% for each 2% percent below 95%.

	Efficient, on-demand user access to ITC systems and applications during required hours.
	Monitor, manage and optimize the performance of ITC systems and applications.
	≥ 99.5% user access on demand.
	Incentive: Add 1% of invoice if ≥ 99.6%.

Disincentive: Deduct 1% for each 2% percent below 95%.

	User Assistance 
	Calls to PC Support Center personnel


	95% answered directly


	Incentive: 1% of invoice ≥ 96%. 

Disincentive: 1% deducted for each percent below standard

	User Assistance 
	Ticket opened


	100% of calls


	Disincentive: Deduct 1% of invoice.



	User Assistance 
	First call resolution


	90% on initial call


	Incentive: 1% of invoice added for each 5% above standard. 

Disincentive: 1% deducted for each 2% percent below standard

	User Assistance 
	Calls closed


	80% in 30 minutes

90% in 1 hour


	Incentive: 1% of invoice added for each 5% above standard. 

Disincentive: 1% deducted for each 2% percent below standard

	User Assistance 
	Dispatched personnel
	85% arrive in 15 minutes
	Incentive: 1% of invoice added for each 5% above standard. 

Disincentive: 1% deducted for each 2% percent below standard

	Client Satisfaction
	Timely and efficient response to customers.
	Satisfaction rate no less than 95%.
	Incentive: Add 1% of invoice if 95% rating, 3% if 97.5%, and 4% if 100%.

Disincentive: Deduct 1% for each 2% percent or part of below 90%.

	Hardware & Software Inventory
	Inventory records updated upon equipment move or condition change

Storage area inventory accuracy.

Software updates, patches, and “ghosting”
	100% of serialized items updated within 48 hours

100% of items

100% of PCs, laptops, PDAs updated IAW client guidance
	Disincentive: Deduct 1% of invoice.

Disincentive: Deduct from invoice proportional to error.

Disincentive: Deduct from invoice proportional to error.

Incentive: Add 1% of invoice if all 3 standards are met

	A reliable, secure and effective network infrastructure with responsive local and wide area network management to fully support ITC employees in meeting the ITC mission
	Daily monitoring and administration

Preventive maintenance

Maintaining current  and tuned network infrastructure

Proactive, qualified staff assigned to the Tasks
	Network infrastructure availability 99.9% of the schedule time.

Executive Suite, network availability 99.99% of the schedule time

95% resolution of problems related to network infrastructure within 1 hour of initial call to the ITC Hotline.

100% virus scanning on desktops, network boundaries and emails
	Incentive: Add 1% of invoice if standards are met

Disincentive: Deduct from invoice proportional to error.



	A fully functional helpdesk providing courteous, responsive and effective services to ITC stakeholders and customers. 
	Qualified and trained staff assigned to Task Order.

Efficient use of Level 1 management tools.

Efficient problem resolution and escalation process and tools.
	90% of all calls answered by the third ring.

99% of all voice messages and email messages responded to within 15 minutes

70% of Problems resolved on first call

<2% Trouble Tickets re-opened

Notification of unplanned service outages within 15 min
	Incentive: Add 1% of invoice if standards are met

Disincentive: Deduct from invoice proportional to error.



	Support and administer electronic messaging services to provide reliable email delivery and services
	Proactive monitoring and correlation of network performance to email performance.
	99% availability of Messaging/email services.
	Incentive: Add 1% of invoice if standards are met

Disincentive: Deduct from invoice proportional to error.



	Implement Change Control and Configuration Management processes
	Ensure that changes to ITC systems follow the documented process
	95% accuracy in CM and CC processes.

Resulting documents and databases must be accurate 95% of the time
	Incentive: Add 1% of invoice if standards are met

Disincentive: Deduct from invoice proportional to error.



	Operate and maintain websites
	Continue the operation and maintenance of the DOL CM website
	Website must be available 95% of the time.
	Incentive: Add 1% of invoice if standards are met

Disincentive: Deduct from invoice proportional to error.

	Provide Timely Notification on Items Requiring Government Action.
	Report Events and/or Products where Government Action is Required.
	No more than 1 Report (or 8%) of the Reports to the Appropriate Government Contact may be later than the Specified Time Period.
	Incentive: Add 1% of invoice if standards are met

Disincentive: Deduct from invoice proportional to error.

	Ensure that tasks progress in an effective and efficient manner.
	Adherence to project schedule.
	All milestones completed on time with in ± 5%.
	Incentive: Add 1% of invoice if standards are met

Disincentive: Deduct from invoice proportional to error.

	Maintain burn rate as stated in PMP.
	Identify and report any factors causing an increase/decrease in workload.
	± 5% of baseline stated in PMP.
	Incentive: Add 1% of invoice if standards are met

Disincentive: Deduct from invoice proportional to error.

	Provide timely notification of task order POP completion.
	Show actual (billed) and committed (not billed but accrued) charges in the monthly financial report.
	Notification to occur when 75% and 95% of the funding has been actualized and/or committed.
	Incentive: Add 1% of invoice if standards are met

Disincentive: Deduct from invoice proportional to error.

	Deliver all products on time.
	Provide all deliverables on time according to the agreed upon schedule.
	+ 0 days from scheduled delivery.
	Incentive: Add 1% of invoice if standards are met

Disincentive: Deduct from invoice proportional to error.

	Routine progress reports
	All reports accurate, timely, and with necessary detail
	All reports delivered on time.

CO/COTR satisfied with content.
	Incentive: Add 1% of invoice if standards are met

Disincentive: Deduct from invoice proportional to error.

	Software Coding, Testing,  Deployment
	100% Functionality
	No Deviation
	Incentive: Add 1% of invoice if standards are met

Disincentive:

5% deviation =1% Fee Discount

10% deviation = 2% Fee Discount

20% deviation = 3% Fee Discount

30% deviation = 5% Fee Discount

40% deviation = 0% Fee

	High quality of data
	Databases administered properly and kept up-to-date
	Data up-to-date and 100% accurate
	Incentive: Add 1% of invoice if standards are met

Disincentive: Deduct from invoice proportional to error.

	Information and data secure
	Database security controls properly implemented
	No unauthorized access or hostile penetration
	Incentive: Add 1% of invoice if standards are met

Disincentive: Deduct from invoice proportional to error.

	Data Base availability 
	Data Bases up and available for ad hoc queries (and user based via web services).
	99.9% uptime during agreed upon hours
	Incentive: Add 1% of invoice if standards are met

Disincentive: Deduct from invoice proportional to error.



	Data Base user questions regarding views, tables, primary/ foreign keys, DB functionality
	Explanation of how DB organized, access privileges, etc, by RG2 DBA
	Average 1st response time to user/s less than one (1) hour after receipt
	Incentive: 1% of invoice added for each 5% above standard. 

Disincentive: 1% deducted for each 2% percent below standard

	Canned, periodic reports run as scheduled and delivered per instruction
	Period data closed out on time (last day of period as written and specified).
	Reports delivered no later than COB of 1st working day after specified period ends, per printed schedule.
	Incentive: Add 1% of invoice if standards are met

Disincentive: Deduct from invoice proportional to error.












[image: image2.jpg]Data Solutions & Technology
Incorporated



[image: image3.emf]This proposal includes data that shall not be disclosed outside the government and shall not be duplicated, used or disclosed in whole or in part for any 

purpose other than to evaluate this proposal. If a Contract is awarded to Data Solutions & Technology Incorporated as a result o f or in connection with the 

submission of this data, the government shall have the right to duplicate, use, or disclose the data to the extent provided in the resulting Contract. This 

restriction does not limit the government’s right to use information contained in this data if it is obtained from another source without restriction.

TRICARE Management Activity

Office of the Chief Information Officer for Network Operations

Information Technology Services

Performance Discussion and Examples

February 25, 2008

Submitted to:

US Army, MCMR-AAA-P

Attn:  Kathy Doyle-Lehman

Contract specialist (Purple Team)

820 Chandler Street

Fort Detrick, MD 21702-5014

Kathy.doyle-lehman@amedd.army.mil

301-619-8807

Submitted by:

Deborah Scott Thomas, President & CEO

Data Solutions & Technology Incorporated

9901 Business Parkway, Suite R

Lanham, MD 20706-1887

(301) 583-3500

www.DSTIncorporated.com

IT Support Performance Incentives RFI

This proposal includes data that shall not be disclosed outside the government and shall not be duplicated, used or disclosed in whole or in part for any 

purpose other than to evaluate this proposal. If a Contract is awarded to Data Solutions & Technology Incorporated as a result o f or in connection with the 

submission of this data, the government shall have the right to duplicate, use, or disclose the data to the extent provided in the resulting Contract. This 

restriction does not limit the government’s right to use information contained in this data if it is obtained from another source without restriction.

TRICARE Management Activity

Office of the Chief Information Officer for Network Operations

Information Technology Services

Performance Discussion and Examples

February 25, 2008

Submitted to:

US Army, MCMR-AAA-P

Attn:  Kathy Doyle-Lehman

Contract specialist (Purple Team)

820 Chandler Street

Fort Detrick, MD 21702-5014

Kathy.doyle-lehman@amedd.army.mil

301-619-8807

Submitted by:

Deborah Scott Thomas, President & CEO

Data Solutions & Technology Incorporated

9901 Business Parkway, Suite R

Lanham, MD 20706-1887

(301) 583-3500

www.DSTIncorporated.com

IT Support Performance Incentives RFI IT Support Performance Incentives RFI

