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SEWP IV Goals and Mission of the Program
Performance

PURPOSE

The program performance report provides the SEWP customers, Contract Holders and
the SEWP staff a description of the Program Performance categories, rules and
procedures for SEWP V.

A.1.32. CONTRACTOR PERFORMANCE ASSESSMENT
The Contractor’s performance under this contract shall be assessed annually in
accordance with the requirements of FAR subpart 42.15, and the policy and procedures
specified in the NFS subparts 1842.1502 and 1842.1503. End users of products and
services shall be periodically contacted to provide input for this assessment.

MISSION

SEWP mission statement: “To promote awareness of SEWP capabilities and facilitate the
acquisition of a wide range of hardware and software that meet the IT needs of NASA
and Federal Government Organizations.”

GOAL

SEWP goals include (1) being efficient and effective government procurement, (2)
providing excellent customer service, (3) maintaining a strong Contract Holder
relationship and (4) provide information research and monitoring.

ORGANIZATIONAL DESCRIPTION

SEWP is the largest government-wide program for providing high-end computer system
technology, particularly centered on the UNIX workstation and server industry. As a
GWAC, SEWP provides federal agencies with a simplified process for obtaining high-
end commercial information technology (IT) hardware and software at favorable prices
through volume buying. The Government has benefited from lower administrative
charges for the acquisition of IT products.

The SEWP business entity is responsible for:
(1) Award and administration of SEWP vendor contracts,



(2) Negotiation, execution and administration of other agreements deemed necessary for
he efficient operation of the SEWP Program,

(3) Development and maintenance of a business implementation plan and budget for the
SEWP Program, which addresses the development of SEWP customer rates/fees and
capital budget requirements,

(4) Budgeting and accounting for the SEWP Program is in accordance with laws and
NASA procedures including the preparation of monthly financial and accounting reports,
quarterly financial statements, analysis of funds activity, and proper cash management to
ensure that necessary funds are available when needed,

(5) Providing exemplary customer service, including assistance with pre-order decision-
making, delivery order processing and post-order quality assurance

(6) Development and monitoring of quantitative and qualitative performance metrics,
which address the efficiency and effectiveness of the business entity, such as the net
operating results, customer satisfaction measures and program performances scores. The
SEWP contracts are available to NASA civil service employees; NASA authorized
support service contractors, all Federal agencies and their authorized support service
contractors. The SEWP Program manages the SEWP contracts and acts as a major
information conduit between contractors and agencies. After providing Fair Opportunity,
ordering agencies issue and provide funding for delivery orders against the SEWP
Contracts.



PROGRAM PERFORMANCE CATEGORIES

1. Customer Satisfaction — Refers to customer satisfaction with Contract
Holder performance including but not limited to: quality of products and
services, responsiveness, problem resolution.

2. Information Distribution — Refers to information provided by Contract
Holders to Customers through sales agents, associated companies, website,
handouts, etc.

3. Contract Adherence — Refers to adherence to contract requirements,
including but not limited to, following quote procedures, accepting delivery
orders only from the SEWP BOWL, following contract training and meeting
requirements, and report timeliness and accuracy.

4. Delivery Schedule — Refers to number, timeliness and reasonableness of
requests to change expected delivery dates and (2) meeting the user expected
delivery date.

5. Program Management — Refers to the Contract Holder’s support of and
interaction with the SEWP Program Office.

MATRIX AND RATINGS

Program Performance will have the four-tier system shown below:
Color Blue = Excellent
Color Green = Very Good

Color Red = Poor
Explanation in Score Reduction

It is assumed that any negative rating change will be preceded by information flow
between the Program Office and the Contract Holder. The following describes the final
steps in handling a negative rating change:

A decision by the Program Office to change a rating from Excellent to Very Good will be
preceded by at least an e-mail message to the Contract Holder Program Manager (PM).
The Contract Holder PM will have the option to request a telephone or face-to-face
meeting with the SEWP Contract Holder Relationship Manager (CHRM).

A decision by the Program Office to change a rating from Very Good to Fair will be
preceded by at least a telephone or face-to-face meeting with the SEWP CHRM and the
Contract Holder PM. The Contract Holder PM will have the option to request a
telephone or face-to-face meeting with the SEWP PM and/or Deputy PM.



A decision by the Program Office to change a rating from Fair to Poor will be preceded
by at least a face-to-face meeting (or teleconference if the Contract Holder is not in the
area) with the SEWP PM, Deputy PM and CHRM. Since a Poor rating could indicate a
Contract level action may occur, the SEWP Contracting Officer may also be involved.

Either during the communications described above or at any other time, the Contract
Holder may request the opportunity to respond by e-mail to a negative rating. If the
SEWP Program Office determines that the request does not warrant a re-consideration,
the Contract Holder response will be documented along with the Program Office
determination and be provided to any requests for information on the Program
Performance rating.

The Program office may downgrade the Contract Holder based upon the severity of the
issue, which could result in downgrade from Excellent to Good or Poor. Before any such
downgrade occurs, the contractor holder will be notified and will be given the
opportunity to explain why incident occurred.

Increasing Ratings

This rating is based on the business activities of each Contract Holder for each category
and their matrix of the program performance. Issues are tracked on a rolling 3 month
basis with evaluations to improve a current rating done monthly based on the program 3
month activities.

Depending on the number and type of infractions, the Contract Holder rating will drop
down one color for each set of infractions. If a Contract Holder has a rating at the low
end of the rating scale and they are successful in solving the issue and have no further
issues in that category for 3 months, then the Contract Holder will move up one color per
month after this 3 month probation period until they are able to get back up to the Blue-
Excellent rating

Example
Date of Incident: May 20, 2009
Red Downgrade: May 20, 2009

If no other infractions occur from date of latest incident that resulted in color downgrade
the upgrade schedule will be as follows:

Yellow Upgrade: August 20, 2009
Green Upgrade: September 20, 2009

Blue Upgrade: October 20, 2009



CUSTOMER SATISFACTION

Refers to customer satisfaction with Contract Holders performance including but not
limited to the quality of products and services, responsiveness, and problem resolution

e Blue = 0-5 reports of quality issues or concerns and all resolved to
customer satisfaction with little or no delay and/or Random QA surveys
average Excellent on Contract Holders.

e Green =5 or more reports of minor issues all resolved to customer
satisfaction quickly and/or 2 or more issues not resolved quickly, and/or
random QA surveys average Very Good

. More than 5 reports of issues not all fully resolved and/or a
continuing pattern of 2 or more issues not resolved quickly, and/or random
QA surveys average Fair.

e Red = More than 10 reports issues not all fully resolved; or a continuing
pattern (after 3 months in the Fair range) of 2 or more issues not resolved
quickly, and/or random QA surveys average Poor.

Program Performance ratings for Customer Satisfaction will be based on the quality of
products and services, responsiveness, and interaction with customers and problem
resolution.

Quiality of product / service

The Contract Holder’s are required to provide quality products and services to the
Customer. Providing products which require constant repair, replacement or are simply
not acceptable upon delivery will be tracked. Similarly, providing inferior personnel to
staff product services, such as installation and training, will also be rated.

Interaction and Responsiveness to Customers

The rating for Program Performance will reflect the ability with which the sales staff, as
front line responders and the Contract Holder’s Program Management team passes on
information and responds to questions and concerns from the customer. This is for
communication other than the Quote process, which is evaluated under Program
Performance. All such interaction should be done in a timely fashion. Customer
complaints of, not receiving callbacks or e-mail responses, would fall under this category.

Interactions must also be professional and respectful in nature.
Problem Resolution

Not only must responsiveness to a customer be timely and professional, it must have a
goal of satisfying the customer.



Problems can occur for a variety of reasons including miscommunications, customer
misunderstandings or misplaced expectations, and Contract Holder’s mistakes. Whatever
the cause, the Contract Holder will be rated on their willingness and ability to work
quickly to resolve all issues in the best possible manner. While it is not always possible
to have a happy conclusion to all problems, all reasonable effort has been made to resolve
any issue.

Customer Survey

One of the ways that the SEWP Program accomplishes its collection of data for Customer
Satisfaction is an annual Customer Survey. A random telephone survey of customers is
also done after orders are closed.

Numerous Order Rejection Requests

As a means to ensure contract adherence and communicating with the customer any
issues with acceptance of an order’s terms and conditions, Contract Holders may initially
reject an order while awaiting negotiations and/or modifications from the customer.
However, excessive use of order rejection will be considered in Program Performance if
such usage indicates issues with quoting and ordering procedures by the Contract Holder;
(e.g. if the Contract Holder provides unrealistic time estimates and then waits for the
order to adjust the time.)



INFORMATION DISTRIBUTION

Refers to information provided by Contract Holder to Customers through sales agents,
associated companies, website, handouts, etc.
e Blue = All information is correct and fully articulated
e Green = one to two instance(s) of incorrect or partial information and
Contract Holder quickly resolved situation
. More than two instances of incorrect or partial information and
Contract Holder quickly resolved situation or instances of incorrect or
partial information were not resolved and/or we repeated.
e Red = Request to fix incorrect or partial information continuously
ignored.

The Contract Holder is responsible for communicating correct information on all
business aspects that apply to the SEWP Program.

Within 3 Month Period:
1% Incident — Contract holder will be notified of infraction via email.

2" Incident — Contract holder will receive phone call from CHRM team, and will be
notified of downgraded from Excellent to Very Good.

3 Incident — Contract holder will receive phone call from CHRM team, and will be
notified of downgrade

*Contract Holder may be requested to meet with CHRM team to resolve issues*

Face-to-face Communication

When providing information to customers and potential customers, sales agents must
provide correct and appropriate information on the SEWP contracts including scope, fair
opportunity, and the quoting and ordering process. Knowingly providing any false
information is a serious offense. Statements such as, “You can just do a sole source...”,
“You can order, the items just haven’t shown up on the website...”, “The SEWP Program
Office is holding things up (when it is the Contract Holder’s fault)”, and *“You can skip
that process because the SEWP system was down ...” are all examples of false statements
that have been made in the past and will be dealt with quickly and severely.

Electronic and Paper-based Communication
The Contract Holder’s Website must be up to date and accurately reflect the SEWP

contracts and the procedures associated with SEWP. A link to the NASA SEWP website
must be provided. If the company is utilizing sales agent companies, the Contract Holder



is also responsible in ensuring the sales agent companies’ websites, correctly identifies
the company as a sales agent and not a SEWP Contract Holder and otherwise displays
correct information on the SEWP contracts and their relationship to the Contract Holder.

Similarly, handouts at conferences, ordering guides, information on quotes, etc., must
provide correct information on the SEWP contracts.
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CONTRACT ADHERENCE AND REPORTING

This section refers to adherence to contract requirements, including but not limited to,
following quote and ordering procedures, sales training and meeting participation and
timeliness on required reports and fee payments.

e Blue = Zero or one issue occurred

e Green = One to two issue(s) occurred and Contract Holder quickly
resolved situation

. More than two issues occurred and Contract Holder quickly
resolved situation or issues occurred and were not resolved and/or were
repeated.

e Red = Request to fix issues continuously ignored.

Within 3 Month Period:
1% Incident — Contract holder will be notified of infraction via email.

2" Incident — Contract holder will receive phone call from CHRM, and will be notified
of downgraded from Excellent to Very Good.

3" Incident — Contract holder will receive phone call from CHRM, and will be notified of
downgrade

*Contract Holder may be requested to meet with CHRM to resolve issues*

CONTRACT ADHERENCE

Quotes

The quoting process must be adhered to when the customer utilizes the SEWP on-line
RFQ/RFQ tool, this includes:
All quotes must be provided through the on-line Contract Holder Only Page
(CHOP) quote tool. E-mailing or faxing quotes is not allowed.

- When a Final RFQ is issued, the quote must be accompanied by a CLIN
verification file that accurately reflects the quote (i.e. the same CLINs and prices
on the quote must be reflected in the verification file)

- All items on a quote in response to a Final RFQ must be on contract at the time
the quote is issued

- Pricing must be at or below the contract price at the time of the quote.

Additionally, regardless of the RFQ origin, Contract Holders must:
- Not attempt to circumvent SEWP rules and procedures
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- Not insist a customer make a change to their RFQ including specification and

RFQ closure dates

- Not respond with quotes for other Contracts if the customer has specified that it is

a SEWP RFQ

- Not pass on personal information or otherwise pass on or publish information
about the RFQ except where needed in order to provide a quote; (i.e. RFQs should
be treated as proprietary information. Do not tell non-SEWP companies about the
quote unless that company is the manufacturer who is providing your quote

information)

Ordering Procedure

The Contract Holder must not process any order over $3,000 until the SEWP Program
Office has assigned a SEWP tracking number (OSN) and sent a copy to the Contract
Holder. Only credit card orders under $3,000 may be processed prior to the assignment
of an OSN.

The Contract Holder must not accept Delivery Orders directly from a customer unless:

1) The issuing agency is GSA

2) The order is a Credit Card order under $3,000 and taken totally over the phone.
3) At the date of this report, Contract Holders may accept Credit Card Orders over

$3,000 over the phone, but this is subject to change

If a customer sends a delivery order directly to the Contract Holder, the Contract Holder
must notify the customer to fax or e-mail the order to the SEWP Program Office

REPORTING

The reports include, but are not limited to, the following Contract requirements:

Report Schedule

Item Description Reference Schedule

1 | Annual Self- Certification Clause A.1.32 Annually

2 | Post-Order Reports Attachment D (D.4) Within a week of order submittal
3 | Administrative Attachment D (D.6) Quarterly

4 | Handling Fee Report and Check | Clause A.1.28 Quarterly

5 | Status Reports Clause A.1.7 When status is updated

6 | Mandatory Item Report Clause A.1.20 Annually

7 | Credit Card Reports Attachment D (D.2.2) | Within a week of order submittal

All reports are tracked and the Contract Holder is notified when orders are overdue or

incorrect. If action is taken immediately to rectify the situation, the Contract Holder will
typically not be rated negatively. Continuous lateness or inaccurate reports will result in
negative ratings.
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Technology Refreshment Requests

Technology Refreshment requests must follow the limitations:

- No larger than 5,000 line items

- Oneregular TR a day

- Upto 2 Catalog TRs aday. A catalog TR is a TR of 5,000 line items (if there are
2 in a day, the second can be smaller) with all products from a single
manufacturer

- Ifanitem is excluded, a second TR may be sent in that day to fix the issues that
caused the exclusion (e.g. to improve the description)

The Contract Holder should not send more TRs than indicated above.

Training and Meetings

Contract Holders must have their sales team trained. On a regular basis, and at least
annually, the Contract Holder should determine if new staff has arrived since the last
training and request a new training session.

Contract Holders must also ensure any associated companies’ sales staff, such as those of
a sales agent company, are adequately trained. This may be done either by the Contract
Holder or the SEWP Contract Office.

Contract Holders must send at least one representative to the Quarterly SEWP PM
meetings, including the annual SEWP Conference.

13



DELIVERY

The delivery schedule rating is based on meeting expected delivery times as tracked in

the SEWP database; appropriately communicating lead times during RFQ process and

any delays prior to the expected delivery dates; and customer satisfaction with delivery
and communications with the Contract Holder. Specifically:

The contract holder is responsible for ensuring that each delivery order accepted
is delivered by the date set by the customer and agreed to by the contract holder.
If it is determined by the SEWP Program Management Office (PMO) that the
contract holder continues to deliver after the agreed upon date, the contract
holder’s Program Performance will be negatively affected.

For all quotes submitted, the contract holder is responsible for providing the
customer with proper and realistic lead times for product delivery. The contract
holder is also responsible for promptly communicating to the customer any
product availability issues or delays in the delivery schedule. The contract
holder’s Program Performance will be negatively affected in the event the SEWP
PMO receives notification from a customer that:

1. The contract holder failed to comply with the delivery schedule set forth in
the delivery order.

2. The contract holder has not communicated effectively and in a timely
manner to the customer regarding product availability or delays in delivery.

e Blue = 100% - 100% deliveries within user expected delivery time and/or
no more than 1 number of customer satisfaction complaints. All lead times
greater than customer’s RFQ requirements are noted on the quotes

e Green =90-99% deliveries within user expected delivery time and/or no
more than 3 number of customer satisfaction complaints. No more than 2
quotes misidentify ability to meet customer lead times

. 80-89% deliveries within user expected delivery time and/or no
more than 5 number of customer satisfaction complaints. No more than 5
quotes misQidentify ability to meet customer lead times

e Red =< 80% deliveries within user expected delivery time and/or no
more than 7 number of customer satisfaction complaints. No more than 7
quotes misQidentify ability to meet customer lead times
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Upon receipt of an order, the customer and the SEWP PMO will provide a user
expected delivery date. The Contract Holder may request an extension using the
CHOP Order Review Tool, however, the request must be made prior to the
original expected delivery date and there must be a valid reason for delay in
delivery. Failure to meet an expected delivery date, either the original, or if
accepted, the modified date; is also a negative rating factor.

Additionally, the PMO will monitor Contract Holders to ensure that they are not
asking for an excessive number of delivery date extensions. This may indicate
providing unreasonable expectations at the quote level which would affect the
Customer Satisfaction rating, as described in that section above. It could also
indicate that the Contract Holder does not have adequate insight and control over
the delivery schedule of their products.
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PROGRAM MANAGEMENT

A key factor to the SEWP Program’s success is the Contract Holder’s commitment to
ensuring their company properly manages the contract, as evidenced through their
Program Management team. This factor rates the interaction between the SEWP
Program Office and the Contract Holder Program Management

e Blue = Continue to support the SEWP Program at 100%

e Green = Continue to support the SEWP Program with one or two issue(s)
that have been resolved

. Continue to support the SEWP Program with three to four issues
that have been resolved.

e Red = Not fully supporting the SEWP Program and issues have not been
resolved.

SEWP Program Office Relationship

The Contract Holder must ensure that all Contract and Program related communication
be coordinated by their SEWP Program Management staff.

The Program Manager must maintain a professional and responsive relationship with the
NASA SEWP staff.

The Contract Holder should not attempt to circumvent NASA SEWP staff or procedures
or otherwise avoid working with the appropriate staff.

Internal reports

The SEWP Program Office provides a number of reports on contract usage to the
Contract Holder Program Managers. The PMs must ensure this information is not shared
to outside entities and is not miss-used, for example, to harass customers for not using
their contract.

Fulfilling Program Obligations

Contract Holders will be assessed on their corporate commitment and follow-through on

Program-level (vs. Contract level) obligations. A key example is participating fully in
conferences, such as the tabletop shows, after signing up to attend.
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