Operation and Refinement of HUD USER

Research Information Service and Clearinghouse

Statement of Work

I.  Background

The Office of Policy Development & Research (PD&R), U.S. Department of Housing and Urban Development, is responsible for assuring awareness of and timely access to the results of HUD research.  To accomplish this, PD&R, through its Research Utilization Division, has developed and operates HUD USER, a contractor-operated Web-based research information service and clearinghouse.  HUD USER is the single access point for constituents having questions about HUD research programs, policies, and products.  It represents PD&R’s Web presence and is an integral part of the Department’s Web presence at www.hud.gov.  It offers the following kinds of services: 

*DOCUMENTS on housing‑related topics, including printed copies of recently published reports and photocopies of unpublished or out‑of‑print research publications. Microfiche copies of non‑copyrighted materials are also available.

*AUDIOVISUALS on a variety of subjects.

*COMPUTER PACKAGES which have been developed to address specialized needs for information in such areas as financial management, energy analysis and, utility cost‑effectiveness.

*HUD USER DATABASE which is a bibliographic resource from which reference specialists produce custom and standard searches in response to requests.

*REFERRALS to other appropriate sources to be contacted for additional information.

*INFORMATION PRODUCTS such as fact sheets, flyers, a Directory of

Information Sources, the current awareness bulletin Recent Research Results, the “what works” bulletin Fieldworks, and the Urban Research Monitor, a digest of current research studies, books, and journal articles.

Last year, HUD USER distributed over 460,000 products and over 3 million pdf files were downloaded from www.huduser.org.  

Currently, the operation and refinement of HUD USER Research Information Service and Clearinghouse is funded through Task Order 1 of contract C-OPC-21146.  Contract C-OPC-21146 is an indefinite quantity contract for HUD research information services and clearinghouse operations. It…“outlines the requirements for a contractor to provide the operation and refinement of a research information service and clearinghouse for all HUD constituents similar to PD&R’s HUD USER.”  

The current Task Order effort has run smoothly for a number of reasons including good management on the part of the current contractor—schedules and budgets have been adhered to, communications between the GTR and Contract Project Manager have been excellent, progress reports have been thorough and delivered on time, and project reviews have been held regularly.

HUD USER shall be a major source of housing and community development​ related research/technical information for researchers and policy makers in all levels of government, public and private organizations, nonprofits, and the Congress.  It shall be responsible for collecting the results of all Departmental research, other appropriate information produced by the Department and, information in priority research areas produced by other organizations. HUD USER shall offer reference/referral and dissemination/distribution services and develops and produces a variety of information products targeted to the wide spectrum of HUD constituents.

The purpose of the new Task Order is to continue the operation and refinement of HUD USER.

II.  Scope

This Statement of Work outlines the requirements for a contractor to continue the operation and refinement of HUD USER as a research information service and clearinghouse for all HUD constituents.  

The kinds of activities that are needed (described in detail in Section III) include the continued development and operation of PD&R’s Web page, including a complete and accurate bibliographic database with abstracts; the provision of access to HUD USER services by a variety of means (email, fax, phone, regular mail); reference and referral services for constituents seeking information; the preparation and dissemination of a variety of information products.

As a part of these activities, HUD USER is expected to act as a repository for information related to State and local and private sector solutions to barriers to affordable housing, to network among State and local government and private sector individuals concerning solutions to barriers to affordable housing, and to perform outreach activities to State and local government officials and HUD clientele that identify this information and promote information sharing among interested individuals.

Under the current contract, HUD USER annually distributed some 460,000 products, and over 3 million files were downloaded from the HUD USER Website during that same period.  It is anticipated that these number shall grow at a maximum rate of 10 percent per year over the life of the new Task Order, including new activity generated by the barriers clearinghouse activities.

As a Web tool, HUDUSER enables thousands of researchers, policy makers, State and local governments, nonprofit organizations, trade associations, public interest groups, to access current housing statistics, policy evaluations, research studies, and datasets that will improve their decision making and—ultimately—the housing activities and conditions of thousands of Americans across the Nation.  Ongoing research at universities and colleges will be informed by HUD’s studies and analyses, and synergistic benefits will result in enhanced research results.  Scholars are able to interact with HUD researchers on common issues, and HUD USER serves as an access point and facilitator for these kinds of exchanges.  Ultimately, HUDUSER serves as a 

tool to help HUD improve the work its constituents are doing.

III.  Tasks  (See Format, Content, and Schedule of Tasks and Deliverables Chart)

Task 1.0

Within one week of the notice of award, the contractor shall confer with the GTR to schedule a kickoff meeting.  The purpose of this meeting shall be to clarify any remaining questions, finalize the project schedule based on the new start data, and begin project activity.

Task 2.0 Information Access and Control

2.1 Contractor shall operate and maintain PD&R’s Web Page at www.huduser.org as it is currently configured, including the graphic design and the substantive arrangement of topics and pages, and features therein such as on-line ordering.

2.2 Contractor shall update www.huduser.org, as follows:

2.2.1a  By adding 1700 documents to the HUDUSER database annually, some 200 of which shall be directly relevant to the topic “Eliminating regulatory barriers to affordable housing.”  The 1700 documents to be added to the database shall include all reports produced by PD&R.  All non-PD&R materials identified by the contractor and recommended for inclusion in the database shall be approved by the GTR before processing.   Contractor shall report the additions to the database in the bi-monthly information bulletin, Urban Research Monitor (Attachment A), recommending two or three to be highlighted in each issue in advance for approval by the GTR.  (See Task and Deliverable Schedule.)

2.2.1b
By posting all new PD&R reports to www.huduser.org within five working days of receipt of the electronic file from the Research Utilization staff member responsible for their publication.  Contractor shall produce a monthly awareness bulletin, Recent Research Results (Attachment B), that highlights all new PD&R publications available since the last issue.  (See Task and Deliverable Schedule.)

2.2.1c
By identifying up to five successful hands-on, locally based, housing or community development programs or projects and producing a bi-monthly awareness bulletin, Fieldworks (Attachment C), that highlights these projects  (See Task and Deliverable Schedule.)  Contractor shall post summaries of the programs or projects on www.huduser.org in a location to be determined by the GTR.

2.2.2  By adding up to three individual pages to www.huduser.org annually on emerging, high-priority topics to be identified by the GTR.  Any Web page shall follow HUD’s Web page standards found at http://hudweb.hud.gov/webinc/webinc.htm.  This is an internal-to-HUD Web site that shall be accessed via HUD program office staff.  

2.2.3 By making adjustments to existing, substantive material on the Web pages as requested by the GTR at a likely rate of two per month.  A potential example is a Web page for PD&R’s GIS initiative.  Descriptions of revisions and updates shall be included as an item in the monthly progress reports.  Any Web page shall follow HUD’s Web page standards found at http://hudweb.hud.gov/webinc/webinc.htm.  This is an internal-to-HUD Web site that shall be accessed via HUD program office staff.  

2.2.4 Contractor shall maintain telephone, fax, electronic (Web and email) and regular postal service mail access points for constituents to seek information as follows:

2.2.5 A toll free telephone number (currently 1-800-245-2691, 1-800-483-2209 [TDD]).

2.2.6 An email address (currently huduser@aspensys.com) 

2.2.7 A mailing address (currently HUD USER, PO Box 6091, Rockville, MD  20849-6091)

2.2.8 A fax number (currently 301-519-5767)

2.2.9 A faxback number (currently 1-800-245-2691).

2.3 Contractor shall market PD&R’s Web Page to those who sponsor sites across the Internet whose subject matter and interests both mirror and compliment those of PD&R.  Such marketing shall, at a minimum, consist of direct mailing of the HUDUSER brochure and advertising via 2 listservs per month.

2.4 Contractor shall seek to make maximum use of Web technology in making PD&R’s research results available to constituents, including using off the shelf tools for analyzing data sets available on line.  Contractor shall make at least two or three suggestions for new, Web-based products annually in the form of a white paper addressed to the GTR.

2.6   Regarding listservs:  

2.6.1 Contractor shall continue to operate existing listservs (HUDUSERNEWS, Annual Housing Survey (AHS), and U.S. Housing Market Conditions) and 

2.6.2 Contractor shall establish up to two new listservs annually at the direction of the GTR.

2.7  Contractor shall design and fabricate an exhibit for PD&R to send to the meetings of its major constituent groups, such as the National Association of Housing and Redevelopment Officials, the American Real Estate and Urban Economics Association, and the American Planning Association.  Such exhibit shall be updated annually and contractor shall recommend a list of meetings for approval by the GTR, and following GTR approval, send a PD&R exhibit, PD&R materials, and staff to no more than 10 meetings of national constituent organizations annually.

Task 3.0 Information Dissemination

3.1 Reference and Referral Services

The Contractor shall answer approximately 3,000 inquiries per month from constituents that come in to the access points described in Task 2.3 above.  Inquiries are of two basic types:  requests for a copy of a document or documents; requests for information on HUD programs or funding.  Historically a little over half of the inquiries have involved an order for publications, and the balance have been questions that were answered by the HUD USER reference specialists such as “Does HUD/PD&R have any information on…?” 

All requests for copies of publications shall be filled and in the mail (postmarked) within 3 working days, except for priority requests (members of Congress, White House staff, others identified by the GTR), which shall be filled in the time specified by the GTR.  All requests for information shall be answered within 2 working days of receipt of the inquiry by HUD USER staff.

3.2  Distribution Services

Contractor is responsible for the following activities:

3.2.1 Track and process all document orders as specified in Subtask 3 (Reference and Referral Services) using an in-house tracking system for all orders; 

3.2.2 Provide a distribution center for warehouse space for approximately 1,000 copies of 700 titles; 

3.2.3 Provide messenger service twice a day between HUD Headquarters and HUD USER;

3.2.4 Provide mailing forms and statistics to fully meet the Department’s requirements and U.S. Postal Service regulations for contractor processed mail; 

3.2.5 Provide copies of out-of-stock documents or copies of non-copyrighted documents not printed by HUD.

Task 4.0  Regulatory Barriers to Affordable Housing Activities

As called for in the “American Homeownership and Economic Opportunity Act of 2000”
, the contractor shall, utilizing HUD USER as a basis, establish a regulatory barriers clearinghouse to receive, collect, process, assemble and disseminate information regarding:  

(1) State and local laws, regulations, and policies affecting the development, maintenance, improvement, availability, or cost of affordable housing (including tax policies affecting land and other property, land use controls, zoning ordinances, building codes, fees and charges, growth limits, and policies that affect the return on investment in residential property) and the prevalence and effects on affordable housing of such laws, regulations, and policies.

(2) State and local activities, strategies, and plans to remove or ameliorate the negative effects, if any, of such laws, regulations, and policies (including particularly innovative or successful activities, strategies, and plans); and

(3) State and local strategies, activities, and plans that promote affordable housing and housing desegregation (including particularly innovative or successful strategies, activities, and plans).

The clearinghouse shall:

· Respond to inquiries from State and local governments, other organizations, and individuals requesting information regarding State and local laws, regulations, policies, activities, strategies, and plans as described in (1)-(3) above, and 

· provide assistance in identifying, examining, and understanding such laws, regulations, policies, activities, strategies, and plans, and

· by making available through a World Wide Web site of the Department, by electronic mail, or otherwise, provide to each housing agency of a unit of general local government that serves an area having a population greater than 100,000, an index of all State and local strategies and plans submitted under subsection (1)-(3) above to the clearinghouse, which—


—Shall describe the types of barriers to affordable housing that the strategy or plan was designed to ameliorate or remove; and


—Shall, not later than 30 days after submission to the clearinghouse of any new strategy or plan, be updated to include the new strategy or plan submitted.

4.1 To serve as the focal point for the Barriers to Affordable Housing clearinghouse, the contractor shall develop an individual, dedicated Web page that can be accessed via the huduser.org Web page.  (See Task 2.2.2)  The Web page shall include at a minimum a “What’s New” section, an electronic newsletter updated every two months, and access to a database that contains information as described in (1)-(3) above.

4.1.1 The “What’s New” section shall list new materials added to the database, developed through outreach by clearinghouse staff.  The database shall contain documents, reports, articles and other datasets in electronic format searchable by key words. 

4.1.2 The electronic newsletter shall contain articles that highlight successful barrier removal strategies and policies, including a brief list of sources for further information.

4.1.3 Access shall be provided through a button or menu on the Web page to the collection of materials comprising the database of reports, documents, articles addressing issues of regulatory barriers to affordable housing. 

4.2 Contractor shall maintain and update the Web page once it is created at the direction of the GTR, including:

4.2.1 Adding the approved new materials for the “What’s New” section to the Web page.

4.2.2 Loading the electronic newsletter on the Web page.

4.2.3 Providing ongoing access to the collection of materials on regulatory barriers to affordable housing through a menu or a button.

4.3 To keep interested constituents informed, and to conform to the requirements of the Economic Opportunity and Homeownership Act of 2000  HUD USER shall develop and maintain a listserv designed to facilitate the sharing of information between constituents having an interest in barrier removal strategies, including agencies of unites of general local government serving an area having a population greater than 100,000.

4.4 To assist in the outreach strategy, the contractor shall develop a flyer announcing the new HUD USER barriers to affordable housing services and distribute it widely to State and local governments, the private sector, local affordable housing providers, nonprofits.

4.5 Contractor shall add a prompt to the telephone menu that allows callers to proceed directly to someone knowledgeable about barrier removal issues who can provide them with information they are requesting or take an order for a publication.  (See Task 2.3.1.)

V.  Deliverables 

5.0 General Requirements


All HUD USER products prepared for dissemination (e.g. Recent Research Results, Urban Research Monitor, and Fieldworks, and other publications developed for the Regulatory Barriers Clearinghouse) shall be prepared in camera-ready laser and electronic format for approval by the GTR.  Hard copy shall conform to HUD/PD&R’s Graphic standards as outlined in the publication Preparing Your Report for Publication–A Guide for GTRs and Contractors, available from PD&R’s Research Utilization Division.  Electronic versions of products shall be prepared in HTML format for HUD and HUD USER Web distribution on the Internet.


The contractor shall maintain written operating procedures for all HUD USER functions.  These procedures shall reflect current operating conditions and shall be submitted to the GTR within six months after the Task Order effective date and updated annually. The current operating procedures are described in (name of publication), available from the Research Utilization Division.

5.1
Specific Deliverables

5.1.1  The contractor shall prepare a Management Plan which shall consist of a detailed allocation of contract resources (labor and money) and a time schedule for the accomplishment of the entire work within one month after the Task Order is awarded for approval by the GTR.  The Management Plan shall list the specific tasks and subtasks in this Task Order, including the start date, completion date, and major milestones for each task and subtask and a general narrative for each.  The contractor shall submit in tabular or Gantt chart forms that clearly states task titles, descriptions, durations, deliverables, and budget information.

This Management Plan shall continue throughout the duration of this Task Order in the forms of monthly narrative progress reports and monthly invoices 

5.1.2  The monthly narrative progress report shall include the status of all deliverables in the schedule of deliverables.  It shall include a description of the tasks completed in the reporting period, the status of all tasks, levels of activity experienced (number of documents distributed, number of hits on the Web site), and any major issues faced and how they were resolved.

5.1.3  The contractor shall maintain frequent and responsive contact with the GTR.  Every month the contractor shall have a progress review meeting at HUD with the GTR to go over the progress and direction of the Task Order. The contractor shall be required to attend meetings at HUD to discuss work to be performed under this Task Order.

5.1.4  Contractor shall be required to maintain written operating procedures (Attachment D.) for all HUD USER functions.  These procedures which shall reflect current operating conditions are to be submitted to the GTR within six (6) months after the contract effective date and shall be updated annually. 


5.2 Database Documents

In support of the objectives of HUD USER to increase constituents’ awareness of the results of PD&R research and to provide ready access to HUD research, the contractor shall produce the following products from the HUD USER bibliographic database that shall serve to highlight recent publications and products for particular audiences.

5.2.1 For general audiences: a monthly awareness bulletin, Recent Research Results, that summarizes recent research studies or data products sponsored by the Office of Policy Development & Research.  (See Attachment 1.)

5.2.2 For academia and research-oriented audiences such as colleges and universities, urban scholars:  a bi-monthly publication, Urban Research Monitor, that highlights noteworthy research products e.g. books, journal articles, reports and studies, added to the database.  (See Attachment 2.)

5.2.3 For the practitioner:  a bimonthly “what works” bulletin, FieldWorks,  containing case studies of successful practices of State and local governments, nonprofits, local affordable housing providers along with contact information for those wishing to find out more.  (See Attachment 3.)

5.2.4 As a general awareness piece for audiences not familiar with HUD USER and its services:  A HUD USER brochure that describes its products and services and contains a registration form for those who wish to register for either a listserv or to receive hard copy of Recent Research Results.  (See Attachment 3.)  The guide shall be updated quarterly.  In addition, a one-page form, capable of being copied on a black and white copier, shall be produced as a companion to the guide—and updated as the guide is updated. (See Attachment 4.)

5.2.5 A new electronic newsletter for constituents interested in GIS to provide an online mechanism for disseminating GIS news and information to professionals in the field of housing, planning, and community development.  The primary audience for the electronic newsletter shall be researchers, policymakers and practitioners who are GIS aware.    

5.2.6 As a service to promote the use of PD&R products to specific audiences having a direct interest in housing and urban development issues, the contractor shall support the Department’s exhibit program by:

5.2.6.1 Proposing and working with the GTR to develop an exhibit that features PD&R and its research products.

5.2.6.2 Each year, exhibiting by sending the same exhibit and appropriate staff to the national meetings of no more than 10 constituent groups interested in PD&R research results and products.

Task and Deliverable Schedule

October 17, 2001

NTP – Notice to Proceed

If a Task Number is given in parenthesis, no deliverable is required.

	Task
	Performance Period
	Deliverable
	Deliverable Date

	1.0
	1 week after NTP
	Kick-off meeting with GTR
	1 week after NTP

	
	
	Management Plan to GTR for allocation of contract resources (labor and money) and time schedule for accomplishment of entire work in tabular or Gantt chart form (See Section 5.1.1)
	1 month after NTP

	(2.1)
	Start of NTP to end of Task Order
	Maintain HUD USER Web page at www.huduser.org
	Ongoing

	2.2.1
	Start of NTP to end of Task Order
	Approximately 1700 documents annually or 300 documents bimonthly of which 300 annually or 40 bimonthly shall address barriers to affordable housing
	Bi-monthly by the Seventh

	(2.2.3)
	Start of NTP to end of Task Order
	Adjustments and changes to www.huduser.org 
	Ongoing

	2.2.2
	Start of NTP to end of Task Order
	Up to 3 new Web pages on high-priority topics, the first of which shall be for Barriers to Affordable Housing.  Any Web page shall follow HUD’s Web page standards.  (See www.hud.gov)
	As required; the Barriers Web page shall be in place within one month from NTP.

	(2.3.1)
	Start of NTP to end of Task Order
	Maintain 2 toll free telephone numbers, currently 1-800-245-2691, 1-800-483-2200TDD
	Ongoing

	(2.3.2)
	Start of NTP to end of Task Order
	Maintain an email address, currently huduser@aspensys.com
	Ongoing

	(2.3.3)
	Start of NTP to end of Task Order
	Maintain mailing address, currently HUDUSER, PO Box 6091, Rockville, MD, 20849-6091
	Ongoing

	(2.3.4)
	Start of NTP to end of Task Order
	Maintain a fax number, currently 301-519-5767
	Ongoing

	(2.3.5)
	Start of NTP to end of Task Order
	Maintain a fax back number, currently 1-800-245-2691
	Ongoing


	(2.4)
	Start of NTP to end of Task Order
	Market PD&R’s Web Page using direct mail of brochure (See Section 5.2.4) and 2 listservs per month   
	Ongoing

	2.5
	Start of NTP to end of Task Order
	Make maximum use of Web technology, including tools for analyzing data on line and at least 2-3 suggestions for new Web products in the form of a white paper.
	Annually

	(2.6.1)
	Start of NTP to end of Task Order
	Maintain existing listservs
	Ongoing

	2.6.2
	Start of NTP to end of Task Order
	Establish 2 new listservs; for the first year one shall be for GIS and one shall be for the Barriers Clearinghouse 
	Annually

	(2.7)
	Start of NTP to end of Task Order
	Send exhibit and staff to no more than 10 meetings of national organizations 
	Annually

	(3.1)
	Start of NTP to end of Task Order
	Answer approximately 3000 inquiries per month from constituents
	Ongoing

	(3.2.1)
	Start of NTP to end of Task Order
	Maintain Tracking System for orders
	Ongoing

	(3.2.2)
	Start of NTP to end of Task Order
	Provide Distribution Center for approx. 1000 copies of 700 titles
	Ongoing

	(3.2.3)
	Start of NTP to end of Task Order
	Provide messenger service twice a day between HUD HQ & HUD USER 
	Ongoing

	(3.2.4)
	Start of NTP to end of Task Order
	Provide mailing forms and stats to meet HUD/ USPS requirements
	Ongoing

	(3.2.5)
	Start of NTP to end of Task Order
	Provide copies of out-of-stock documents or non copyrighted documents not printed by HUD
	Ongoing

	(4.1)
	Start of NTP to end of Task Order
	Design Web page for barriers clearinghouse and put in place on Web (See Task 2.2.2)
	3 months from NTP

	4.1
	Start of NTP to end of Task Order
	New Web page for barriers clearinghouse
	3 months from NTP

	(4.2)
	Start of NTP to end of Task Order
	Maintain Web page for barriers clearinghouse
	Ongoing

	4.2.1
	Start of NTP to end of Task Order
	200 documents for What’s New section annually, approximately 40 every two months
	Bimonthly by the 7th to the GTR; Loaded on Web page 2  weeks following GTR approval


	4.2.2
	Start of NTP to end of Task Order
	New newsletter loaded on Web page
	2 weeks following GTR approval

	4.2.3
	Start of NTP to end of Task Order
	New documents included in database accessed via button or menu on Web page
	Ongoing

	4.3
	Start of NTP to end of Task Order
	 Develop Regulatory Barriers Listserv (See Task 2.6.2)
	Ongoing

	(4.4)
	Start of NTP to end of Task Order
	Flyer announcing new barriers clearinghouse 
	3 weeks after NTP

	4.5
	Start of NTP to end of Task Order
	Prompt added to telephone menu
	

	
	
	Narrative Progress Report to GTR 
	By the tenth of the following month

	
	
	Progress Review Meeting with GTR  
	By the tenth of the following month

	
	
	HUD USER Operating Procedures updated  
	6 months after NTP; annually thereafter

	2.2.1
	Start of NTP to end of Task Order
	Recent Research Results – laser/PDF/HTML format for Web  
	Monthly

	2.2.1
	Start of NTP to end of Task Order
	Urban Research Monitor – laser/PDF/HTML format for Web


	Bi-monthly by the tenth

	2.2.1
	Start of NTP to end of Task Order
	Fieldworks – laser/PDF/HTML format for Web 
	Bi-monthly by the fifteenth

	2.4
	Start of NTP to end of Task Order
	HUD USER brochure – laser/PDF/HTML format for Web


	Annually



	2.5
	Start of NTP to end of Task Order
	GIS Web newsletter  
	Bi-monthly by the tenth

	2.7
	Start of NTP to end of Task Order
	An exhibit for PD&R’s research products.  Exhibit shall be updated annually.   
	Annually



	2.7 
	Start of NTP to end of Task Order
	An annual exhibits plan for no more than 10 meetings of national organizations 
	Annually


VI. PERFORMANCE ASSESSMENT SCHEME (PAS)

6.1  Introduction:  The purpose of this PAS (formally called Quality Assurance Surveillance Plan or QASP) for  HUD USER is to layout in advance what this agency will do to assure that the Contractor’s performance meets the baseline established by the contract in terms of technical requirements, schedule, quality and cost.  This Plan provides the basis for the Government Technical Representative (GTR) to evaluate the Contractor's performance.  The oversight provided for in the PAS and in the contract will help to ensure that the performance levels mandated by the Performance Work Statement are attained throughout the contract term and/or by its end. Further, this Plan provides the GTR with a proactive way to avoid unacceptable or deficient performance, and provides verifiable input for the required annual past performance evaluations. A copy of this PAS will be furnished to the Contractor so that any concerns the Contractor may have can be addressed prior to the firm’s beginning the effort. 

6.2 Functions of the PAS: The PAS is composed to convey the following:

A. The roles and responsibilities of Government officials

B. The evaluation methods that will be employed by the Government in assessing the

Contractor’s performance

and

      C.  The monitoring forms used to evaluate and document the Contractor’s performance.

6.3 Government Roles and Responsibilities: 

       The “technical” Government personnel who will use this Scheme are: the Government Technical Representative (GTR) and the Government Technical Monitor (GTM). The GTR has main technical responsibility for overall performance management of the contract. He or she has the lead in monitoring, assessing, recording and reporting the technical performance of the Contractor.  The GTR will be the main interface with the Contractor about performance and work closely with the Contractor’s Project Manager. On the other hand, the Contracting Officer makes all the key contractual decisions in obligating the Government. Thus, the GTR also will keep the Contracting Officer (CO) informed about the emerging performance and seek the CO’s advice and input for non-technical issues that arise. When more in-depth monitoring is required, the GTR can request the CO to delegate responsibilities to Government Technical Monitors (GTMs). These individuals will support the GTR activities by providing technical expertise to augment the GTR actions. However, close working relationships among the GTMs and the GTR are seminal to ensuring effective Contractor performance.

In carrying out performance monitoring, the following responsibilities are to be noted:

A. Inspection can be done at all times and places so long as not to disrupt the                                                                       Contractor’s effort.

B. If the GTR or GTM discovers performance deficiencies, the Contractor is given the first right to make the corrections.

C. If the Contractor is not able to make corrections, either: 

 
1. The Government or a third party can do so at the Contractor’s expense 
or


2.  The Government can accept the performance and seek an equitable adjustment.

D. Acceptance acknowledges that the performance conforms to the requirements and that the Government will take title and ownership of the outputs. 

E. The ultimate determinant of performance is what is in the contract.

NOTE: The Contractor has a key responsibility here as well: namely, to have a quality control scheme in place and be using it to assure the proper performance by correcting deficiencies as performance emerges. The GTR (through the CO) can request a copy of the Quality Control Scheme at any time.

6.4  Performance Evaluation Methods:
       The primary functions that the GTR and GTMs will carry out are: doing inspection,

handling nonconformance and acceptance. These functions will be done to the tasking and deliverable facets of the effort. Specifically, such duties will entail the following:

1. Carry out periodic inspections by establishing an Inspection Schedule using the Quality checklists from the contractor’s Quality Control Plan (as appropriate) and/or the set of Government Performance Requirements Summaries (in the PAS).

2. Report findings obtained from the periodic inspections to the Contracting Officer.

3. Use the Contract Discrepancy Report Form (see below), which will be provided to the vendor, to communicate discrepancies discovered during the periodic inspections and follow up to ensure non-conformances are corrected.

4. Hold weekly review meetings. Follow through to ensure agreed to actions are

      taken by the vendor.

5. Provide timely feedback on submitted deliverables. Get feedback to the vendor in time to incorporate comments for resubmittal. 

6. Review changes to the Quality Control Plan before having the Contracting Officer sign off. 

and

7. Perform annual and final Performance Evaluations using the Performance Criteria and Their Ratings form (see below).

V.  Performance Requirement Summaries:


In general, the Tasking and Deliverables done by the Contractor will be evaluated in terms of how well the requirements of the contract are satisfied.  The GTR or GTM will periodically perform Inspection on the Tasking and Deliverables to ensure there is a match between actual and expected performance. If there are discrepancies, the Contract Discrepancy Report (see below) will be used to communicate these performance concerns to the Contractor, and follow through to ensure performance gaps are closed.  The Contracting Officer will be kept in the loop often in terms of the Inspection findings and means to resolve identified performance concerns. Note: the periodic performance feedback given to the Contractor by the GTR or GTM doing Inspection can be “golden” in terms of providing timely and insightful feedback about any “mid-course corrections” the Contractor may need to make to ultimately achieve the contract requirements. In addition, the information obtained from such incremental surveillance activities will form the basis for the GTR completing the Performance Criteria and Their Ratings form (see below).


The actual Inspection that is done by the GTR or GTM includes using Performance Requirement Summaries (PRSs). These charts describe three performance facets:

    A.  Requirement Element: This is a Task or Deliverable or an aspect of Task or Deliverable that will be evaluated by the GTR or GTM. Generally, separate PRS charts are developed for each set of Tasks and each set of Deliverables. 
    B.  Performance Indicator (PI): The Performance Work Statement (PWS) delineates the levels of performance expected from the Contractor. During the actual Contractor performance, the GTR or GTM will evaluate the current level of performance, by using one or more Performance Indicators given herein. In many instances, these Indicators come from internal or external standards. The basic reason for using Indicators is to know whether the Contractor is or is not moving toward attaining the required level of performance. A major challenge is ensuring that there is a match between the discovered Indicators and the feedback about actual performance.  

Then, over time, use of these Indicators can, where needed, improve the expected versus actual performance “fit.” In addition, some pointers about using Performance Indicators include:

1. The more important the finding, the more thorough the PI use and interpretation. 

2. If have described a “common” set of Tasks (like analyses) or a “common” set of Deliverables (like reports) can use a “common” set of PIs to evaluate them.

3. Yet, the Indicator level can vary depending whether the Task or Deliverable is critical or noncritical.

4. Can have one or more indicators in use for any Task or Deliverable.

5. The clearer the PWS, the better the PI match.

6. Ensure PIs are consistently used.

V.  Performance Requirement Summaries:

C. Monitoring Method: This is the means by which the GTR or GTM will verify that the Performance Indicators are providing effective performance feedback information. Examples of Monitoring Methods are shown in the charts on the next pages.  

PERFORMANCE REQUIREMENTS SUMMARY: TASKS 

	TASK ELEMENT
	PERFORMANCE INDICATORS(s)
	PERFORMANCE MONITORING

	1- Web pages maintenance & update (2.2, 4.1 & 4.2)
	5% deviation from web page standards found at:

http://hudweb.hud.gov/webinc/webinc.htm.
	a. At start, review standards to clarify web page tasks 

b. Sustain such tasking continues without unapproved changes

	2- Posting of new PD&R reports to Web page (2.2.2)
	1 day variation
	a. Do spot checks

b. Review contractor’s posting log

	3- HUD USER access via Communication links (2.3 & 4.5)
	<2 days outage per month
	a. Do spot checks

b. Verify access in Progress Reports & Meetings

	4- Outreach—                       a. Marketing of Web page (2.4)  

b. Affordable Housing Barriers Flyer (4.4)                                                 
	At least five new inquiries per month
	a. Do spot checks

b. Verify response in Progress Reports & Meetings

	5- Operate & increase listservs (2.6 & 4.3)


	5% deviation from current performance


	a. Do spot checks

b. Verify corrections done via Contract Discrepancy Report



	6- Reference & Referral Service (3.1)
	100% of inquiries resolved in 2 working days

100% of publications mailed in 3 working days

100% of priority requests filled as soon as possible 
	a. Review of Call Logs

b. Review of in-house ordering tracking system

c. Verify Service operations a la Progress Reports & Meetings  

	7- Distribution Services (3.2)
	5% deviation to stated requirements
	a. Do periodic inspection of warehousing and ordering functions

b. Verify Services operations a la Progress Reports & Meetings


PERFORMANCE REQUIREMENTS SUMMARY: DELIVERABLES

	DELIVERABLE ELEMENT
	PERFORMANCE INDICATOR(s)
	PERFORMANCE MONITORING

	1- Verify deliverable aspects met
	5% variation in aspects
	a. Check deliverable receipt per section V. information

b. Check format per section 5.0 info.

c. Check content per section V. info.

	2- Sustain corrections made as needed
	2% errors after correction
	a. GTR/GTM takes 5 days to review

b. GTR/GTM gives accept or reject notification

c. Contractor corrects as needed at own expense & resubmits

d. Note steps to prevent recurrence & to improve performance

	3- Ensure tracking of contractor's progress
	5% variation from Management Plan
	Specified in section 5.1:

a1. Monthly progress report-

a2. Monthly in-process

review

b. Frequent email activity summary

c. Follow through to ensure contractor corrections done, where needed

	4- Sustain proper quantities and updates of deliverables types provided
	5% variation from stated amount and/or frequency in Task & Deliverable Schedule Table
	a. Verify deliverable quantities & updates provided

b. Validate match of desired to actual quantities (and/or updates) for each relevant deliverable

c. Follow through to ensure contractor corrections done, where needed 

	5- Verify deliverable/task match
	2% match deviation
	a1. Sustain each deliverable is deriving from specified task(s)

a2. Ensure each task performance is generating related deliverable(s)

b. Validate that correct deliverables are occurring from appropriate tasks

c. Follow through to ensure contractor corrections done, where needed


CONTRACT DISCREPANCY REPORT

__________________________________________________________________________________________________________

1. Contract Number

__________________________________________________________________________________________________________                                                                                                          

2. To: (Contractor and Representative's Name)        3. From: (Name of Government Technical            

                                                              Representative (GTR))

                                                      ___________________________________________________                                                   

                                                   DATES__________________________________________________                                                  

4. Prepared      5. Oral Notification        6. Returned by Contractor         7. Action Complete      

                                                                                                       

                                                                                _______________________                       

8. Discrepancy or Problem (describe in detail)

___________________________________________________________________________________________________________                                                                                                          

9. Signature of GTR

___________________________________________________________________________________________________________                                                                                                          

10. To: (Contracting Officer)                                      From: (Contractor)                    

                                                                                                         

                                                                 _________________________________________                                        

11. Contractor response as to cause(s), corrective action(s), and action(s) to prevent reoccurrence: 

    Attach continuation sheet if necessary.

____________________________________________________________________________________________________________                                                                                                          

12. Signature of Contractor Representative                                              Date             

                                                                                                         

                                                                                        ___________________                 

13. Government Evaluation (Acceptable, partially acceptable, or rejected). If necessary, explain further 

    contractor actions required.

____________________________________________________________________________________________________________                                                                                                          

14. Government Actions (see below or cure notice, show cause notice, etc.)

15. Verification of Remedy                                                                                

                             Name-Title                 Signature                             Date________          

Contractor Representative                                                                                               

GTR                                                                                                                     

Contracting Officer                                                                                                     
PERFORMANCE CRITERIA AND THEIR RATINGS

	Quality of

Product/Service


	
	Cost Control
	
	Timeliness of

Performance
	
	Contracting/

Business Relations

	-  Compliance with   contract requirements.

-  Accuracy of reports.

-  Appropriateness of personnel

-  Technical Excellence.


	
	-  Current, accurate and complete billings.

-  Relationship of negotiated costs to actuals.

-  Cost containment initiatives.

-  The number and cause of Change Orders issued.
	
	-  Met interim milestones.

-  Responsive to technical direction.

-  Responsiveness to contract change orders or administrative requirements.

-  Completed on time including wrap-up, contract close-out, reporting responsibilities and contract administration.

-  Whether liquidated damages were assessed.
	
	-  Creative strategies to serve the customer.

-  Responsive to 

contract requirements.

-  Prompt notification

of  problems.

-  Effective solutions to resolve problems & prevent recurrence.

-  Reasonable, flexible     & cooperative.

-  Pro-Active.

-  Whether contractor effectively      implemented socio-economic programs.

	0.  Unsatisfactory.


	
	
	
	
	
	

	Nonconformances are compromising the achievement of contract requirements despite the use of Agency resources.


	
	Cost issues are compromising performance of contract requirements.
	
	Delays are compromising the achievement of contract requirements despite the use of Agency resources.
	
	Response to inquires, technical/service/ administrative issues is not effective and responsive.

	1.  Marginal.


	
	
	
	
	
	

	Nonconformances require major Agency resources to ensure achievement of contract requirements.


	
	Cost issues require Agency resources to ensure achievement of contract requirements.
	
	Delays require Agency resources to ensure achievement of contract requirements.
	
	Response to inquires, technical service, and administrative issues is sometimes effective      and  responsive.

	2.  Satisfactory.


	
	
	
	
	
	

	Nonconformances do not impact achievement of contract requirements.


	
	Cost issues do not impact achievement of contract requirements.
	
	Delays do not impact achievement of contract requirements.
	
	Response to inquires, technical service, and administrative issues is usually effective and responsive.

	3.  Excellent.


	
	
	
	
	
	

	There are no quality problems.


	
	There are no cost issues.
	
	There are no delays.
	
	Response to inquires, technical service, and administrative issues is effective and     responsive.


Note: In those rare cases where the Contractor’s performance clearly exceeds the performance level Excellent, a “plus” can be added to the Contractor’s rating. 

VII.  Proposal Preparation Instructions:

Contractor shall limit the length of its technical proposal and project resumes to 30 pages.  Resumes provided in the technical proposal shall be only those as follows:  contract management staff, full-time technical staff, and other KEY staff.  Corporate experience and resumes shall be provided as appropriate, but limited to 10 pages in length in addition to the technical proposal and project resumes.  .

To assure informed management of the Barriers Web page, contractor shall identify a high-level staff person who shall both manage the Web activity and network among State and local governments, the private sector, local affordable housing providers and nonprofits.

In addition, the Contractor shall submit and maintain a Quality Control Plan delineating the contractor’s quality control program/inspection system to monitor and control the development of HUD USER in order to meet the requirements of this Performance Work Statement.  The Contractor’s plan shall include the following elements:

I. General Quality Control Plan

a. Education and Experience of staff

b. Quality Control Training of staff

c. Evaluation of quality control actions and feedback

II. Specific quality control actions for various tasks

a. Steps (including checklists used in inspecting contract performance during regularly scheduled or unscheduled inspections; and a method of documenting and enforcing quality control operations of any subcontractor work, including inspection.)

b. Inspection procedure (to include checklists used by the contractor, including the items, frequency, conformance indicators and actions taken if nonconformance found covering all of the requirements of this contract.

c. Means of identifying and resolving problems.

d. Files and reporting.

Contractor shall use its developed Quality Control Plan to ensure the quality of all Tasks and deliverables described above.

� HR 5640; Pl 106-569.  Section 103 entitled Regulatory Barriers Clearinghouse





