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(A) 

SUPPLIES/SERVICES 

(B) 

MI TS cont r act . Slip-she ets to t h e contract are 
provided with sidebars indicatin g change: 

Attachment J-5 Surveillan ce Plan - pages revised 
(J- 5-9) and these slipped 
(J- 5-10 & J - 5 - 11) into Mod 77 with no changes. 

3 . Except as provided herein, a ll terms a n d 
condi tions of this contract remain u nchanged and 
in full force and effect . 

Current Contract Value r emains unchanged: 
$262 , 196 , 602 

LIST OF CHANGES : 
Reason for Modification : Supple mental Agreement 
to r evi se Attachment J-5 Surv eillance Plan 
section 2 . 3.3 .4 Retur n to Serv ice for Telephon es 
for work within scope . 

Total Amount for this Modifi cation : $0 . 00 
Payment Terms : 
Net 30 days 
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QUANTI1Y UNIT 

(C) (D) 

UNIT PRICE 

(E) 

AMOUNT 

(F) 

OPTIONAL FORM 336 (4 -86) 
Sponsored by GSA 
FAR (48 CFR) 53.110 
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ATTACHMENT J-5 

Systems Availability 
> 99.95% 

99.5%- 99.9499% 
< 99.9499% 

% of available fee 
100% 
75% 
0% 

NNM10AA03C 
Mod 77 

2.3.3.2 Move Add Changes (MAC) (2%). In support of move, add and change services for WBS 
5.0, a mean time to install (MTTI) of <= 12 business hours is required to receive 100 percent of 
the fee. To earn 75 percent ofthe fee, the contractor shall have a MTTI of>12 business hours 
and <= 16 business hours. For a MTTI > 16 business hours, the contractor shall receive 0 
percent fee. 

Number of Late Deliverables % of available fee 
<=12 Business Hrs. 100% 

> 12 and <= 16 Business Hrs. 75% 
> 16 Business Hrs. 0% 

2.3.3 .3 Mean Time to Repair for Radios (2%). The contractor shall provide in support ofWBS 
5.0 mean-time-to-repair for radios. The mean-time-to-repair is <=8 days from report of failure 
and readily available at all times to earn 100% of the fee for this element. To earn 75 percent of 
the fee, the Contractor shall not have a mean-time-to-repair of >8 business hours and <= 10 
business hours. When the contractor exceeds 10 business hours, the contractor shall receive 0 
percent fee. Repair in this metric is defined as a return to service excluding the depot time 
outside the contractors control. The mean-time-to-repair time will be from report of failure until 
shipped to the depot plus the time when received from the depot, configured, and provided back 
to the user. 

Number of instances late/unavailable % of available fee 
0 100% 

>8 and <= 1 0 Business Hrs. 75% 
> 1 0 Business Hrs. 0% 

2.3.3.4 Return to Service for Telephones (3%) In support ofWBS 5.0, the contractor shall 
provide mean return-to-service (MRTS) time for telephones within <=2 hours of trouble ticket 
initiation. The contractor shall ensure that all products and services in support ofWBS 5.0, 
consistent with Agency direction and MSFC strategies, goals, and objectives at all times to earn 
100% of the fee available for this element, the contractor shall attain MRTS time <=2 hours. To 
earn 50 percent of the fee, the Contractor shall not exceed a MR TS of 3 hours. If the MR TS time 
exce d 3 h th t t h 11 0 t :tl e s ours, e con rae or s a receive percen ee. 

Mean Return to Service % of available fee 
<=2 hours 100% 
<=3 hours 50% 
> 3 hours 0% 
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ATTACHMENT J-5 

NNM10AA03C 
Mod 77 

2.3.4 Applications and Web Services Measures (17%) WBS 6.0 describes contractor 
activities required to design, develop, maintain, and provide computer applications and web 
services for MSFC customers in compliance with established software and web standards. The 
efficiency of the Contractor's Service and Product Delivery effort is evaluated by the individual 
AQLs listed below: 

2.3 .4.1 Trouble Ticket Response/Resolution (7%). The contractor shall provide trouble ticket 
response/resolution by application category as specified in the following tables. Using the 
scoring methods outlined, the Contractor shall receive 1 00% of available fee for calculated 
trouble ticket resolution rate greater or equal to 95%. Calculated Trouble Ticket resolution rate 
between 90-94% shall receive 80% of the available fee. Calculated Trouble Ticket resolution 
rate ofless than 90% shall receive a zero percent of available fee. 

Trouble Ticket Resolution Rate % of available fee 
>95% 100% 

90-94% 80% 
<90% 0% 

The following paragraphs describe how the Applications and Web Services technical 
performance metric of trouble ticket response and resolution will be counted and scored. 

Users, including MITS support personnel, shall document Applications and Web Services 
problems or concerns through the trouble ticket system. If customers identify problems directly 
to MITS support personnel, the Contractor shall in turn open a trouble ticket. 

Applications and Web Services are categorized as 1, 2, or 3 (reference PWS paragraph 6.0) for 
the purpose of counting trouble ticket Response Times and Resolution Times. The contractor 
shall further delineate trouble tickets by types (Critical/Major, Minor, Cosmetic, or Other) 
according to the definitions below. Target Response Times and Resolution Times by Service 
Category and for Trouble Ticket type are shown in the following table. 

SERVICE TROUBLE TICKET TYPE 
CATEGORY CRITICAL MINOR COSMETIC OTHER 

/MAJOR 
I Target Response 30 min 30min 30min 30min 

Time 
Target Resolution 2 hrs 2 business Next scheduled 2 hrs 
Time days release 

2 Target Response lhr lhr lhr lhr 
Time 

J -5-1 0 



ATTACHMENT J-5 

Target Resolution 1 business 3 business 
Time day days 

3 Target Response 2 hrs 2 hrs 
Time 
Target Resolution 2 business 5 business 
Time days days 

Definitions ofTypes: 

Next scheduled 
release 

2 hrs 

Next scheduled 
release 

NNM10AA03C 
Mod 77 

1 business 
day 

2 hrs 

2 business 
days 

Critical or Major - Either (1) service is not operational or unavailable to critical users/many 
users, or (2) service is operational, but major features are unavailable or not functioning 
correctly. 
Minor- Service is operational, but has nuisance problems causing inconvenience or work 
arounds. 
Cosmetic - Errors or inconsistencies in appearance or presentation, but with no impact to 
functionality. 
Other - Miscellaneous support, such as user assistance, password reset, application access, etc. 

Target response times and target resolution times for each service will be determined by NASA 
in consultation with the contractor. Target times may be dependent upon coverage requirements. 
For example, target times for a given service may be category 1 during critical periods of 
operation, but may be category 3 at all other hours of normal operation. This would be coded as 
1/3 and 3/2, where 3 represents periods of critical operation, and 2 represents normal hours of 
operation. 

SCORING TROUBLE TICKET RESPONSE AND RESOLUTION MATRIX FOR 
APPLICATIONS AND WEB SERVICES 

Assumptions: 
• Total possible score is 100. 
• If the total number of trouble tickets for the performance period is low, then the 

contractor is performing well and this will be reflected in the score. 
• Trouble ticket resolutions are given more weight than response times. The weights are 

60% and 40% respectively. 

The score will be determined by the following formula, where 
B = base value, 
X = total of response time targets met for trouble tickets closed during the performance 
period, 
Y = total of resolution time targets met for trouble tickets closed during the performance 
period, and 
Z =total number of trouble tickets closed during the performance period: 

Score= B + (100-B)(.4X + .6Y)/Z, for Z > 0 
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