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HANDOUT #1
PRACTICAL EXERCISE 1

Surveillance Matrix*

	Desired Outcomes
	Required Services
	Performance Standard
	Acceptable Quality Level (AQL)
	Monitoring Method
	Incentives/
Disincentives for Meeting/Not Meeting AQL

	Level 1 and Level 2 on-site Computer Help Desk Support.  The Contractor shall establish and maintain a fully functional Help Desk facility providing on-site support from 7:30 a.m. to 6:00 p.m., Monday through Friday (except for Federal holidays) to approximately 800 desktop computer users located at the Bldg. 123 at the Patuxent River Naval Air Station. 

	Employees have immediate access to qualified, knowledgeable IT Help Desk support during business hours and use the Help Desk to help resolve all technical questions and problems.
	Provide Level 1 and 2 Help Desk Support.
	All calls placed to the Help Desk are answered (by Help Desk staff) within 20 seconds of call initiation.
	1% deviation.
	Random tests by COR or his/her designee.
	Positive and negative performance will be documented in in the surveillance activity checklist, COR monthly report, and past performance reports that are reported in the Past Performance Database

	
	
	All voice mail messages received during duty hours are answered within 30 minutes of receipt.
	10% of the voice mail messages may be answered within 60 minutes.
	Customer complaint records.
Random tests by COR or his/her designee.
	

	
	
	All e-mail messages are answered within 1 hour of receipt.
	5% deviation.
	Review of monthly reports/random monitoring of Help Desk E-mails.
	

	
	
	All voice messages received after duty hours are answered by 8:30 a.m. of the next business day.
	No deviation.
	Review of monthly reports.
Complaint records from IT customers.
	

	
	
	In the case of VIP service requests, technicians are dispatched and arrive at the site within 30 minutes of initial contact.
	No deviation.
	Feedback from VIPs.
Review of monthly reports and call-tracking software.
	

	
	
	45% of the service requests received during the month are resolved at Level 1 (no work-site technical support required) within 1 hour of diagnosis of the report of problem.
	40% of the service requests are resolved at Level 1 within 1 hour of diagnosis of the problem.
	Review of monthly reports.
Call-tracking software.
Random tests by COR or his/her designee.
	

	
	
	User problem reports or service requests not resolvable at Level 1 are immediately assigned either to a Level 2 Help Desk Technician who is provided with available information related to the problem, or to Level 3.
	No deviation.
	Review of monthly reports.
Call-tracking software.
	

	
	
	All referrals from Level 1 are resolved (ticket closed, part ordered or referred to Level 3) within 8 working hours of initial call.
	3% of referrals are resolved within 16 working hours (or a longer period agreed to by the COR).
	Review of monthly reports.
Call-tracking software.
	


* This Surveillance Matrix is a slightly adapted version of a sample matrix found on the Seven Steps to Performance Based Acquisition website:
http://www.gsa.gov/graphics/fas/VETS_Attach_8_Seven_Steps_to_PBA.pdf
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HANDOUT #2
PRACTICAL EXERCISE 2

Sample Customer Feedback Report*

	
CUSTOMER COMPLAINT RECORD
	DATE/TIME OF COMPLAINT
Monday,15-Sep-2014/10:00 am

	SOURCE OF COMPLAINT

	ORGANIZATION

Naval Air Systems Command
	BUILDING NUMBER

123
	INDIVIDUAL

Mrs. Jane Smith
	PHONE NUMBER

301-757-1234

	NATURE OF COMPLAINT
 On Friday, 12-Sep-2014, at approximately 7:00 pm, I contacted help desk support for assistance with accessing my user account.  My call was not answered by the help desk staff, so I left a voice mail message.  As of Monday, 15-Sep-2014, at 10:00 am, help desk support has not responded to my voice message.  I am a very dissatisfied VIP customer.
	

	CONTRACT REFERENCE
N00421-14-C-7890, PWS Par. 3.2.1

	VALIDATION
     

	DATE/TIME CONTRACTOR INFORMED OF COMPLAINT

Monday,15-Sep-2014/10:00 am

	ACTION TAKEN BY CONTRACTOR
 Help desk staff sent to Mrs. Jane Smith's desk on Monday, 15-Sep-2014 at 1:00 pm.    

	RECEIVED/VALIDATED BY

 Help Desk Manager  



* This Customer Complaint Record is a fictitious example created for purposes of this training course.  The form is from a sample found on the Seven Steps to Performance Based Acquisition website:
http://www.gsa.gov/graphics/fas/VETS_Attach_8_Seven_Steps_to_PBA.pdf


HANDOUT #4
PRACTICAL EXERCISE 4

Surveillance Activity Checklist

	Required Services
	Performance
Standard
	Acceptable Quality Level (AQL)
	Monitoring Method
	Date(s)
Accomplished
	Compliance Results
(Include details supporting whether the performance standard was exceeded, met or
partially met)

	Provide Level 1 and 2 Help Desk Support.
	All calls placed to the Help Desk are answered (by Help Desk staff) within 20 seconds of call initiation.
	1% deviation.
	Random tests by COR or his/her designee.
	
	

	
	All voice messages received after duty hours are answered by 8:30 a.m. of the next business day.
	No deviation.
	Review of monthly reports.
Complaint records from IT customers.
	
	

	
	In the case of VIP service requests, technicians are dispatched and arrive at the site within 30 minutes of initial contact.
	No deviation.
	Feedback from VIPs.
Review of monthly reports and call-tracking software.
	
	


* This Surveillance Activity Checklist is a fictitious example created for purposes of this training course.  The format of the checklist is slightly adapted from a sample found on the Seven Steps to Performance Based Acquisition website:
http://www.gsa.gov/graphics/fas/VETS_Attach_8_Seven_Steps_to_PBA.pdf


HANDOUT #3
PRACTICAL EXERCISE 3

See pages 6 through 9 for a sample SF 1034, Public Voucher; voucher substantiation documentation; and the Incurred Cost and Progress Reporting deliverable.

Note:  The sample voucher, substantiation documentation, and Incurred Cost and Progress Reporting deliverable are a fictitious example created for purposes of this training course.  Also, actual review of public vouchers should occur within the Wide Area Workflow (WAWF) system.  A paper version of an SF 1034 public voucher is utilized only for purposes of this practical exercise.
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Incurred Cost and Progress Reporting Deliverable
“Invoice Summary” Tab
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“Invoiced Labor” Tab
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Invoice Date: 11-Oct-14

Invoice Number: 1234

Contractor: XYZ Contractor

5678 Best Way

Suite 123

Lexington Park, MD  21653

Contract Number: N00421-14-C-XXXX

Funded Labor: 1,900,000.00 $  

Funded Fee: 70,000.00 $        

Funded Travel: 5,000.00 $          

TOTAL Funded: 1,975,000.00 $  

Hours Total Hours Total

Prime Contractor Labor

CLIN 0001 - Help Desk Services 2,838.00                  165,102.00             2,838.00                  165,102.00            

Subcontractor Labor

CLIN 0001 - Help Desk Services 640.00                     35,206.40               640.00                     35,206.40              

Subtotal Labor 200,308.40             200,308.40            

Subcontractor Passthrough (3%) 1,056.19                  1,056.19                 

Fee (5%) 10,015.42               10,015.42              

Total Labor 211,380.01             211,380.01            

CLIN 0002 - Material 500.00                     -                            500.00                    

CLIN 0003 - Travel 2,000.00                  -                            2,000.00                 

Total             213,880.01              213,880.01 

9/01/14-9/30/2014

Current Billing Cumulative Billing

9/01/14-9/30/2014
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CLIN 0001 Detail

Prime Contractor Labor

Labor Category Hours Rate Total Hours Rate Total

Project Support Specialist 1690 59.00 $     99,710.00 $     1690 59.00 $     99,710.00 $    

Computer Specialist, Junior 668 44.00 $     29,392.00 $     668 44.00 $     29,392.00 $    

System Administrator, Senior 480 75.00 $     36,000.00 $     480 75.00 $     36,000.00 $    

Subtotal Prime Contractor 2838 165,102.00 $  2838 165,102.00 $ 

Subontractor Labor

Computer Specialist, Junior 640 55.01 $     35,206.40 $     640 55.01 $     35,206.40 $    

Subtotal Subcontractor 640 35,206.40 $     640 35,206.40 $    

Total Labor 3478 200,308.40 $  3478 200,308.40 $ 

Subcontractor Passthrough (3%) 1,056.19 $       1,056.19 $      

Fee (5%) 10,015.42 $     10,015.42 $    

Total 211,380.01 $  211,380.01 $ 

Current Billing

9/01/14 - 9/31/14

Cumulative Billing

9/01/14 - 9/31/14
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Subcontractor 

Name (or NA)

Prime's 

Subcontractor Pass-

Through Rate

Total Fully-

Burdened Labor, 

Current

Total Fully-

Burdened ODCs 

(Material), Current

Total Fully-

Burdened ODCs 

(Other), Current

Total Invoiced 

Amount, Current 

Total Fully-

Burdened Labor, 

Cumulative

Total Fully-Burdened 

ODCs (Material), 

Cumulative

Total Fully-Burdened 

ODCs (Other), 

Cumulative

Total Invoiced 

Amount, 

Cumulative

Prime 

Contractor 0.00% 173,357 $                  500 $                               2,000 $                      175,857 $                  173,357 $                 500 $                                    2,000 $                             175,857 $                 

Subcontractor 1 3.00% 38,023 $                    - $                          38,023 $                    38,023 $                   - $                                     - $                                 38,023 $                   

- $                          

- $                          

- $                          

- $                           - $                           

- $                           - $                           

- $                           - $                           
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Subcontractor 

Name (or NA) Labor Category

Number of 

Personnel, per 

Labor Category, 

Current

 Total Labor Hours 

Expended, per 

Labor Category, 

Current 

Fully-Burdened 

Labor Rate per 

Hour, per Labor 

Category, Current

Total Fully-

Burdened Labor 

Cost, per Labor 

Category, Current

 Total Labor Hours 

Expended, per 

Labor Category, 

Cumulative 

Fully-Burdened Labor 

Rate per Hour, per 

Labor Category, 

Cumulative

Total Fully-Burdened 

Labor Cost, per Labor 

Category,  Cumulative

Any Individuals Exceed a 

Functional Area Tripwire 

Rate?

NA

Project Support 

Spec 10 1,690.0                         59.00 $                         99,710 $                     1,690.0                       59.00 $                               99,710 $                            NO

NA

Computer 

Specialist, Jr. 4 668.0                            44.00 $                         29,392 $                     668.0                          44.00 $                               29,392 $                            NO

NA

System Admin, 

Sr. 3 480.0                            75.00 $                         36,000 $                     480.0                          75.00 $                               36,000 $                            NO

Subcontractor 

1

Computer 

Specialist, Jr. 4 640.0                            55.01 $                         35,206 $                     640.0                          55.01 $                               35,206 $                            NO


