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1.0
overview
This Business Case Analysis (BCA) demonstrates that the Transportation Information Systems (TIS) program is currently using a performance-based logistics (PBL) approach for hardware support services.  TIS has realized most PBL efficiencies and cost savings by purchasing hardware with performance-based warranties.  These savings have already been incorporated into existing and pro-forma budgets.  We plan to continue to use PBL on an ongoing basis and to enhance the monitoring of the performance metrics in our contracts. 
2.0
Background

2.1
Mandate
The Quadrennial Defense Review (QDR) mandated that all Program Executive Officers (PEOs) and Program Managers (PMs) of Army ACAT I and II programs, new and fielded, assess their programs for the application of performance-based logistics (PBL).  The results of this supportability analysis and the recommended concepts are to be outlined in a business case analysis (BCA), which will be validated by the U.S. Army Cost and Economic Analysis Center (CEAC). 

2.2
Transportation Information Systems Program (TIS)
Transportation Information Systems (TIS) oversees the development of the Transportation Coordinators’ Automated Information for Movement System II (TC-AIMS II) and currently maintains the Transportation Coordinator Automated Command and Control Information System (TC-ACCIS), and Department of Army Movement and Management System (DAMMS), which collectively provide support for the transportation of Army materiel and personnel.   TC-AIMS II is a joint military system that will eventually provide support for the transportation of all DOD materiel and personnel. 

The TC-AIMS II program is currently in the development stage.  The TIS strategy is to proceed with seven block upgrades and engage in modular contracting for each block.  Block 1, which provides the basic functionality to plan, coordinate, and execute unit deployment, has been deployed in Europe and is currently being deployed in CONUS.

2.3
Business Case Analysis (BCA)
The goal of a PBL BCA is to determine at a high-level whether or not a program or components of a program are currently implementing PBL or if they should move technology support to a PBL approach.   In cases where the current technology support method is more appropriate, the BCA will serve as a waiver for the PBL requirement.  The BCA is the first step in a multi-step process.  Programs moving to a PBL approach will need to create an implementation plan, high-level performance requirements, performance-based contracts with incentives, and a quality assurance surveillance plan.  

The BCA will serve as a means to determine whether or not the PBL approach is applicable for TIS hardware support and maintenance. The following components are in scope and out of scope:

In Scope:

· Hardware procurement, technical support and maintenance for legacy, current, and future systems are in scope. Hardware technical support and maintenance include warranty and organic.  

Out of Scope:

· Software procurement, development, training, fielding, technical support and maintenance are out of scope.  This includes software and related Help Desk functions for legacy, current and future systems. 

The BCA scope is based on the definitions of PBL provided by various Army and DoD sources (see section 3.0).  For TIS, PBL can be applied to a strategy for hardware support.   The PEO EIS further clarified that this BCA does not need to examine the applicability of PBL to software.  

3.0
Defining pbl
3.1
PBL Definition

Performance-based logistics (PBL) is a strategic directive utilized by the Department of Defense that “delineates outcome performance goals of weapon systems, ensures the responsibilities are assigned, provides incentives for attaining these goals and facilitates the overall lifecycle management of system reliability, supportability, and total ownership costs.”
  





In his brief, Army Implementation of Performance-Based Logistics, Roger Hamerlinck points out that several key elements characterize PBL.  In particular, PBL:

· Buys a solution or an outcome, not process and methods;

· Uses performance specifications, not design specifications; and 

· Transfers responsibility for outcomes from the customer to the support provider.

PBL is related to other performance-based initiatives, including performance-based service contracting (PBSC) and performance-based management (PBM).  (Please refer to the Glossary for the definitions and descriptions of these concepts.)  For the purposes of this BCA, we will examine PBL only as it applies to maintenance and support of technology (specifically hardware).  However, it is important to note that other processes and activities, such as software procurement, software development and deployment, and site refurbishment may still benefit from the application of performance-based measures via PBSC and PBM even though that is beyond the scope of this business case analysis.  

3.2
Goals and Anticipated Outcomes of Implementing PBL

The objectives the Army hopes to achieve through the implementation of PBL are to:

· Provide war fighters increased operational readiness.  An expected outcome of PBL is increased system reliability. Increased reliability will decrease system downtime and increase operational readiness.

· Enhance the logistics response time.  By utilizing PBL, the Army is gaining the experience of the contractor.  The “industry best practices” that the contractor implements may assist in decreasing the response time required to attend to logistics issues within the Army.

· Enhance deployment.  PBL could assist the DoD by increasing the efficiency of implementing new logistics systems throughout the Army.  By utilizing PBL, decreased time for training and reduced downtime may positively impact the deployment of new systems.

· Reduce logistics footprint.  In the future, the Army may not have the resources necessary to support large logistics operations.  By utilizing PBL, the Army invests fewer personnel in this area and is able to assign those personnel to more mission-critical tasks.

· Reduce logistics costs.  Performance-based logistics has saved other defense projects millions of dollars by eliminating excess processes, increasing innovation, and decreasing system downtime.  See section 11.0 for examples.

In general, a PBL approach should generate the following results:

· Increased innovation.  Contractors are motivated to find innovative approaches, as PBL promotes technology insertion and elimination of obsolete infrastructure.  If contractors have profit or other incentives to improve repair processes, they will become interested in gaining a greater knowledge of the respective items that are being supported.  In many environments, the PM is asked to reduce the total ownership costs of a particular system but does not have the system knowledge necessary to facilitate these cost savings.  In a PBL environment, the system support that is contracted out can pay dividends in the form of increased, detailed system knowledge.  This system knowledge translates into the reduction of total ownership costs.
· Staffing flexibility. The PM can more easily increase or decrease reliance on contractors as a segment of their staff than (s)he can utilizing federal or Army personnel alone. This in turn, translates into more government employees being available for other mission-critical tasks.

· Mitigation of risk.  Risks inherent in supporting and maintaining systems are transferred to the contracting firm.  In the past, the DoD has tended to assume all risk associated with product support.  This risk was comprised of escalating operations, increased support costs, lack of system visibility, and overall poor system performance.  For example, if a particular system did not meet projected reliability objectives, the Army would carry the risk of purchasing additional spares (i.e. system servers).  The most prevalent internal risks that may be shared are: poorly defined manufacturing, support reliability, support availability, cost estimates, schedule estimates, and modeling/simulation capabilities.  The PBL approach assumes that the DoD will be able to share some of these risks with a company that can promise set levels of sustainment and reliability. When using PBL, support planning will be conducted to identify and predict support problems before they become a major issue, thus enabling a proactive rather than a reactive approach to planning.
· Cost savings.  PBL enables organizations to reduce infrastructure costs (depots, research and development) and personnel costs by leveraging contractors to the fullest degree possible.  In addition, the performance-based strategies encourage contracting firms, through incentives, to save time or decrease costs as appropriate. Other government programs have implemented performance-based measures and have realized cost savings as a result.  Refer to Section 11.0 for examples.
 

· Proactive and contingent planning.  PBL encourages contractors to plan proactively to meet program milestones and stated outcomes.  In many instances, readiness inhibitors or processes that do not effectively support a system are recognized only after their impact has reduced performance.  When using PBL, support planning will be conducted to identify and predict support problems before they become a major issue.
  
3.3 PBL Warranties

Many commercial warranties contain performance-based elements.  Warranties must contain the following elements in order to be considered PBL for TIS: 

· Providing service within a specified response time;

· Providing replacement parts within a specified time period;

· Replacing equipment within specified time frame if repairs cannot be made.

Many OEMs providing commercial-off-the-shelf/non-developmental item (COTS/NDI) hardware offer tiered levels of warranty support at additional costs.  For example, Dell offers a desktop warranty upgrade for an accelerated service response within 4 hours.
   TIS purchases warranty agreements which support the ORD and operational readiness requirements.
4.0  
Key assumptions
· Current contracts may be modified to incorporate PBL if further PBL is recommended. 

· TIS will be meeting its stated milestones for deployment of TC-AIMS II with the implementation of PBL.  PBL will have no negative effect on deployment schedule.

· The mission and operational requirements of the TIS program will not change in the near term.

· Performance incentives or disincentives will not increase the projected budgets for TC-AIMS II system support.

· TIS is responsible for the warranty of all hardware supporting the TC-AIMS II program.

· The TIS PBL approach does not conflict with procurement regulations. 

· Given that TIS data is Sensitive But Unclassified (SBU), utilizing contractors is appropriate assuming that they have the requisite background checks
· The current support and maintenance structure and processes meet the program’s operational readiness requirements. 
· Existing standard warranties detailing maintenance plans and performance requirements can be considered in support of a PBL approach.  The purchase price of warranties is an issue to be weighed, but having warranties does not preclude implementation of PBL.

· Users of the TIS systems must be supported and maintained in peace and wartime, in garrison and in the field.

5.0  
current state

5.1
Current System:   

Two legacy systems, the Transportation Coordinator Automated Command and Control Information System (TC-ACCIS) and the Department of Army Movement and Management System (DAMMS) currently provide support for the transportation of Army material and personnel.  Both of these systems are currently being replaced by a joint military system, the Transportation Coordinators’ Automated Information for Movement System II (TC-AIMS II).  

In July of 2002, TC-AIMS II was implemented in all European and Naval units.  On September 20, 2002, the Office of the Secretary of Defense approved full fielding of TC-AIMS II to all Army units.  The current system (until TC-AIMS II is fully implemented) will be a hybrid; some locations will have TC-AIMS II (and DAMMS) and some will have only legacy systems.  TC-ACCIS will be phased out much more quickly than the DAMMS system.  At the time that TC-AIMS II is installed at a specific location, it will immediately replace the functionality of the TC-ACCIS.  Until TC-AIMS II is installed at a specific location, TC-ACCIS will perform its normal functions and will be supported through the established support structure.  

The DAMMS system will continue to sustain Army transportation needs after the initial implementation of TC-AIMS II.  The TC-AIMS II system will not replace the DAMMS functionality until block 3 (for TC-AIMS II) is implemented.  The approximate timeline for this implementation is between the 2nd quarter of 2003 and the 4th quarter of 2004.  

The operational requirements for TC-AIMS II are:

· TC-AIMS II must be reliable with a Mean Time Between Operational Mission Failure (MTBOMF) of 300 hours (threshold), 500 hours (objective).  Mission duration for one crew is 12 hours.  

· MTBOMF is the anticipated length of time a system will be operational between operational mission failures. An operational mission failure is defined as that condition in which the system cannot perform or accomplish the stated mission.  Failure can be due to software, hardware, or operator error.   

The availability requirements for TC-AIMS II are:

· TC-AIMS II availability will be 0.95 (threshold); 0.975 (objective).

· TC-AIMS II non-availability will be correctable 90% of the time by simply rebooting the computer and the reboot will take less than 3 minutes.

· When TC-AIMS II non-availability is not correctable by a reboot, the TC-AIMS Help Desk must be able to respond to and correct the problem within 2 hours 80% of the time.
5.3 High Level Technology Infrastructure

	Technology

Category
	Components
	COTS / GOTS/ Custom
	Support & Maintenance

Provider(s)
	Length of Contract / Warranty



	Hardware


	Standard components: desktop, printers, servers, peripheral


	COTS / NDI
	TPW (in warranty)

Depot System (out of warranty)
	Six year warranty  (starting in August 2002) except AIT equipment which has a PEOAIT contract (2-3 years).


Hardware Support Process 

Help Desk:

· TIS maintains a Help Desk for TC-AIMS, DAMMS_R and TC-ACCIS software issues.  All hardware issues are directed to the Depot Level Forward Repair Activity Sites (FRA) which serves as a clearing point for all TIS hardware related issues.  

Procurement and Warranties: 

· Hardware is the property of the MACOMS and it is their responsibility to account for the property.  However, TIS has lifecycle responsibility for the systems. To this end, hardware is centrally procured and managed by the PM.  TIS has arranged for maintenance and support via warranties and the Depot structure, as applicable.

· All hardware is procured by TIS with established warranty periods in accordance with the appropriate procurement contracts.  In most cases, the warranties are 6 years with the exception of AIT equipment warranties, which are 2-3 years.

· TIS’ strategy is to replace TC-AIMS II hardware after five years.   The replacement costs are reflected in current budget projections.  

Maintenance:

· Installation Maintenance Management Activity/Direct support unit (IMMA/DSU) will perform maintenance by first directing repairs to the Depot Level Forward Repair Activity Sites (FRA).   The FRA Help-Line serves as a clearing point for all TIS hardware related issues.  

· If the hardware is covered under warranty, the Depot/FRA Help-Line operator provides the DSU/IMMA maintenance personnel with the telephone number of the appropriate vendor for repair action.  Current hardware vendor(s) are Original Equipment Manufacturers (OEMs).  If the hardware is not covered under warranty, the Depot/FRA Help-Line operator provides the DSU/IMMA maintenance personnel shipping instructions for the item to be returned.  If the DSU/IMMA is not at a depot, the Depot/FRA Help-Line operator can also talk the DSU/IMMA maintenance personnel through a series of questions or diagnostics for the system.

· If the hardware is not a stocked item, the FRA prepares and ships a replacement item using a 24-hour shipping service.  

· Spare equipment is maintained for replacement.  Stockage levels for spare equipment are determined by the Army to be 8%.

· Current TC-ACCIS and DAMMS sites are be maintained through vendor warranty and contracted or completed by organic depot maintenance support. Software for TC-ACCIS and DAMMS will be added to the TC-AIMS II hardware beginning next year.
6.0 
decision criteria

The decision of whether or not TIS is implementing a performance-based logistics approach is based on the following criteria:

· Cost.  When quantifiable, upfront and longer-term expenses should be evaluated to determine whether or not cost efficiencies may be realized.

· Operational feasibility.  The operational requirements and context in which the system must be supported and maintained may present barriers or enablers to PBL.

· Ability to meet stated objectives.  System-specific goals must support Army and DoD strategies.

· Ability to meet performance requirements.  This decision factor confirms whether or not a move to PBL may hinder meeting stated performance requirements.

· Service life/Lifecycle.  The longer the lifecycle, the greater the potential return on investment.  
· Statutory and regulatory limits.  Current Army regulations, DoD or other Federal policies may prohibit implementation of PBL. 

6.1
Analysis 

Current Systems  

The answers to the following questions helped us determine whether or not the current state of TIS hardware support meets PBL criteria.  For example, if the answer to “Do the TIS hardware warranties include performance-based elements?” is “Yes,” then TIS is currently using a PBL approach for its hardware support services.  If the answer is “No,” then TIS is not using a PBL approach.  Responses to each question follow the question in bold italic type with a check mark.  

	Current State PBL Assessment Criteria
	Non-PBL
	PBL

	Costs
	
	

	· Do the TIS hardware warranties include performance-based elements?   Yes.  The warranties purchased for TC-AIMS II included performance-based elements.
	No
	· Yes

	· Is acquiring a warranty cost-effective for hardware?  Is the price paid upfront for the warranty less than the typical repair expenses covered?  Yes.  The warranty costs for the hardware is nominal and are less than typical repair expenses paid of out pocket to the vendor.
	No
	· Yes

	· Are post-warranty repair costs significant for TIS?   No.  TIS  purchases warranties that exceed the lifecycle of the equipment.  If an out-of-warranty repair is required, the Depot system is utilized.

	Yes
	· No

	· Do the warranties cover or exceed the hardware’s expected lifecycle?   Yes.  In most cases, the warranties provide support services for the lifecycle of the platform.
	No
	· Yes

	· Are cost savings being realized with TIS’s current PBL approach?   Yes.  Any cost savings associated with a PBL approach for hardware support are realized through the purchase of performance-based warranties.
	No
	· Yes

	· Are there any significant budget constraints with further implementation of PBL?  No, assuming that further PBL measures do not include costs (e.g. for incentives) that might increase current budget projections.
	Yes
	· No

	Benefits
	
	

	· Has PBL generated a reduction in the amount of work Army personnel have to perform?  Yes.  By leveraging contractor support for hardware the PM can focus on program specific duties.  Further, by using a PBL approach, oversight of support providers can be minimal.  
	No
	· Yes

	· Has PBL generated any timesavings with a move to PBL?   Yes.  See above.   
	No
	· Yes

	· Has PBL generated any increase in innovation? Yes.  Using contractor support for hardware maintenance ensures that the latest solutions are applied to the hardware support.  
	No
	· Yes

	Operational Feasibility
	
	

	· Is much government oversight required?  No.  Minimal TIS oversight of contractors is required with a pure PBL approach.
	Yes
	· No

	· Are contractors performing the work in question?   Yes.  Contractors are currently providing much of the hardware support.
	No
	· Yes

	· Are there any further operational components that will be enhanced by a move to PBL?   No.  TIS is already using PBL for hardware support to the maximum extent. However the development of a performance-monitoring plan would ensure that performance requirements are being met.
	Yes
	( No

	· Are there any operational constraints preventing a further move to PBL? Yes.  Since TC-AIMS II is a system deployed in the battlefield there may be constraints as to who can fix the system on the battlefield. This is mitigated by the use of the PEO EIS Depot/FRA.
	· Yes
	No

	· Are there any significant risks with a PBL approach?  No.  TIS currently uses contractors for most hardware support.  There is a risk, however, if TIS does not monitor the performance of contractor support.  Developing a performance-monitoring plan can mitigate this risk.
	Yes
	· No

	· Are the required technical support processes / initiatives unique to the Army?  No. TIS uses standard COTS / NDI hardware.
	Yes
	· No

	· Are there any security issues with a PBL approach?  No.  TIS has in place security criteria for SBU and network worthiness assessments that ensure system security.
	Yes
	· No

	Meets Stated Objectives
	
	

	· Does PBL adversely affect the DoD, Army, and TIS objectives? No.  TIS is already using a PBL approach for hardware support and it has no adverse effect on DoD, Army, or TIS objectives.
· 
	Yes
	· No

	· Does a PBL approach compromise the Operational Readiness Requirements of the program?  No.  TIS is already using a PBL approach for hardware support which supports the operational readiness requirements for TC-AIMS II.
	Yes
	· No

	Performance Requirements
	
	

	· Are the performance requirements for TIS technology support easy to measure?   Yes.  TC-AIMS II has clearly defined operational requirements that are easy to measure and are used to determine the performance elements in the hardware warranties.  However, monitoring these warranties to ensure that they are meeting stated requirements would improve the process.
	No
	· Yes


	Service Life / Lifecycle
	
	

	· Is the hardware used to its maximum capacity, therefore diminishing the service life of the equipment?  No.  The processing capacity of the hardware exceeds the software requirements.
	Yes
	· No

	· Are there any existing contract terms preventing a further program move to PBL?   No.  Contract terms for hardware already have PBL aspects.
	Yes
	· No

	· Are there any lifecycle issues with a PBL approach?  No.  TC-AIMS II is currently using a PBL approach for hardware support.  DAMMS and TC-ACCIS are currently being phased out however, the software for these legacy systems will move to the same hardware as TC-AIMS II.
	Yes
	· No

	Statutory and Regulatory Limits
	
	

	· Are there any statutory and regulatory limits with a PBL approach?   Yes.  There are regulatory requirements that limit the amount of work that contractors can perform on systems being deployed into the battlefield.  This may limit the benefits and operational feasibility of any further PBL efforts.

	· Yes
	No


To analyze the results above, the following rating criteria should be used:

· If 80-100% of the answers support PBL, then the program is already using a PBL approach.  Recommendations should focus on any enhancements that can be made to the program’s PBL approach.

· If 60-79% of the answers support PBL, then the program is not extensively using a PBL approach.  A determination should be made as to whether or not an expansion of PBL is cost effective and operationally feasible.

· If less than 59% of the answers support PBL, then the program is not using a PBL approach.  A detailed assessment and cost analysis should be performed to determine if a PBL approach is cost effective and operationally feasible for any components of the program.

The analysis above demonstrates that TIS meets 91.3% of the decision criteria in support of PBL.  The areas where TIS is not using PBL are due to statutory limitations.  Therefore, TIS is currently implementing PBL to a sufficient degree.   

7.0 
RECOMMENDATIONS  

The decision criteria chart above indicates that TIS is already complying with the PBL mandate in most areas.   TIS will continue to look for ways to employ PBL principles within its program area as TC-AIMS II is rolled out.  

One area where TIS plans to improve is monitoring the performance of contractors providing warranty hardware support.  Specifically; 
· The management of vendors can be streamlined to become more effective and efficient.  TIS will create a one-page matrix to serve as a vendor quality assurance surveillance plan (QASP).  This QASP should be filled out monthly for each contractor to ensure that they are delivering services within the contracted performance-based metrics. 

· To implement these recommendations, TIS may need to increase initial workload to create and implement a process for the QASP. 

8.0 
Critical success factors   
As we continue to implement PBL, we will keep the following factors in consideration.  Deviating from the aims of a pure PBL approach can dilute the assumed benefits, the return on investment, and/or increase the risks.

Aim:
Outsource the work when feasible.  Outsourcing certain functions to specialized firms should be considered for efficiency gains.

Aim:
Focus on results, rather than on the manner in which work is performed.  The amount of prescriptive language pertaining to processes in contracts should be limited.  

Aim:
Develop standardized performance measurements that can be used across outsourcing firms.  Limit the number of customized measurements to avoid making performance monitoring cumbersome.

Aim:
Create a simple template for evaluating performance.  Limit the amount and frequency of reporting requirements.

9.0  
Key barriers

· Process change.  Using performance measurements with a focus on end results instead of on prescribed process requirements is a new concept.  Resistance to change has historically been a problem in the Army.  

· Contractor restrictions for systems deployment in the battlefield.  Contractors on the battlefield restrictions could hinder on-site repair if contractor support is used
10.0 next steps

The next steps are as follows:

· Develop detailed PBL implementation plan for managing the performance-based support.

· Create incentive / reward plans for all aspects of hardware support to increase the benefits of PBL.

· Add performance elements to all new contracts and to existing contracts where possible.  See Appendix A for examples.

· Create a one page Quality Assurance Surveillance Plan (QASP) matrix to efficiently measure contractor performance and reduce reporting requirements.

· Begin implementing and monitoring PBL performance.

· Incorporate PBL initiatives into the MACOM Material Fielding Agreement

11.0 pbl cost assumptions

To date, PBL principles have successfully been incorporated into the support of major weapons and aircraft systems.  Given the demonstrated cost savings and other efficiencies (see examples below), the practicality of utilizing a similar approach with IT systems led to the review of this program's support processes and this BCA.

· PBL in general is a cost-efficient manner to operate.  Since 1999, the Army has implemented 26 pilot programs for a move to PBL.  The mean cost savings for these programs is projected to be 12% by the year 2005.

· The Navy, which has implemented PBL earlier in pilot programs, has realized savings directly related to the implementation of PBL (from 2000 to 2001) to be approximately $43.7 million.

· Over all government agencies that have implemented PBL, the mean cost savings has been 15%.

· Conversion to performance-based contracting for Navy aircraft maintenance resulted in immediate savings of $25 million.

· Through PBL contract incentives, NASA reduced program costs for the Space Shuttle by approximately $350 million since 1990.

· When creating contracts for product design procurement, the Air Force utilized PBL.  The RFP went from being 1,000 pages long to 100 pages long.  This process streamlined administrative lead time by 66%, cut program staff by 75% and drove costs down nearly 40%.

In areas where PBL is implemented, the following considerations need to be taken into account:

· Some programs currently obligate projected award fees for performance-based contracts.  The reward amount is determined by the BPA at the PMO.  Rewards can either add to or decrease from current costs depending on how the contract and performance metrics are structured.  Properly structured incentives and reward payments should reduce overall program costs in the long-term.

· Rules of engagement differ in regards to each PBL implementation.  A universal template is not present to assist in developing performance measures.  Therefore, each program, when beginning to implement PBL, has to allocate enough capital to ensure that effective measures are established.
In areas where PBL is not implemented, then the following considerations need to be taken into account:

· PBL often translates into higher levels of innovation for a given system.  If PBL is not implemented, the lower level of innovation could mean larger repair and maintenance costs as systems become old and obsolete.

· Personnel demands for the government may fluctuate as problems/bugs arise.  Assuming PBL is not implemented, a larger problem may cause the demand for Army technical personnel to increase.  This would increase the costs of supporting the system.  This causes a less predictable cost flow, greater difficulty of obtaining necessary funding, and increased costs due to additional personnel hiring.

· As a result of current mandates, programs must switch their processes to performance-based measures unless they are considered “exempt.”  This “exempt” status is only obtained by developing a business case analysis supporting why the program should stay with its current processes.  The cost to retain exempt status will occur annually unless a PBL approach is adopted.

12.0
appendix A - performance-based examples

  Help Desk Support Performance-Based Examples

	Outcome Desired
	Performance Standard
	Monitoring Method
	Incentives / Disincentives

	Time to resolve customer problem is short as possible
	95% of calls received are resolved in 1 business day
	Random sampling of call activity report (trend analysis)


	+/- 1% monthly price

	Calls are answered promptly by Help Desk personnel
	Calls are answered within 20 seconds or a voicemail may be left; messages returned within 1 hour of receipt
	Random surveillance of actual operations; trend analysis reporting
	+/- 0.5% monthly price

	Customers can contact Help Desk staff during designated hours
	99% of calls are answered on customer’s first attempt
	Inspect call logs (trend reports); survey customers and evaluate feedback


	+/- 0.5% monthly price


  Hardware / Systems Maintenance Performance-Based Examples

	Outcome Desired
	Performance Standard
	Monitoring Method
	Incentives / Disincentives

	Systems installed are reliable, available, and maintainable
	98% of requests for moves, adds, or changes are completed within 5 working days
	Random sampling of request for service log; completed work tickets; customer interviews


	+/- 1% of total monthly price for each +/- 1% variance from standard

	Systems installed and maintained meet specified security standards
	100% of systems tested meet security requirements; no breaches detected
	Random system tests using standard testing techniques
	Partial payment withheld until compliance achieved


13.0 
glossary 

Commercial-off-the-shelf/Non-developmental item (COTS/NDI).  Civilian equipment/software purchased by the Army with little or no modification.

Development.  Increasing capability/functionality of software through new programming measures.

Help Desk.  An interface with system users that facilitates the diagnosis of common problems and troubleshooting.

Internal Support.  The utilization of Army resources for software/hardware development and maintenance.

Maintenance.  Repairing a system by fixing bugs or updating code/equipment that is obsolete.

Operational Requirements Document (ORD).  Documentation that contains objectives and minimum acceptable technical requirements for the proposed system.

Outsourcing.  Work performed for the Army by commercial entities.

Performance-Based Contracting (PBC).  A type of contract that establishes the measures by which work must be performed in order for the outcome to be considered complete.  PBC is outcome, not process, driven.

Performance-Based Logistics (PBL).  A strategic directive that specifies outcome performance goals.  PBL assigns responsibilities and provides incentives for attaining the goals.  The scope of PBL includes lifecycle management, support/maintenance, and total ownership costs.

Performance-Based Management (PBM).  A measuring process utilized by management (applying to contractors) in conjunction with defined goals to determine the success of performance outcomes.

Quality Assurance Surveillance Plan (QASP).  Document that measures contractor performance and includes negative and/or positive incentives. 

Statement of Work (SOW).   Document that describes measurable work standards to be fulfilled by the contractor.

System.  A broad term that applies to (collectively or independently) equipment, hardware, software, or platforms. 
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