Department of the Navy

Office of Civilian Human Resources

Customer Engagement Assessment Support - 2009

Performance Work Statement (PWS)

1.0  SCOPE
1.1  Background and Purpose:

A. The Department of the Navy (DON) employs over 185,000 civilians at more than 1,200 naval activities throughout the world.  DON civilians provide the essential expertise, administrative and technical continuity, and quality-of-life program support necessary for the DON to meet its military mission.  The Office of Civilian Human Resources (OCHR) is an Echelon II Command reporting to the Secretary of the Navy via the Assistant Secretary of the Navy for Manpower and Reserve Affairs (ASN (M&RA)) and the Deputy Assistant Secretary of the Navy for Civilian Human Resources (DASN (CHR)).  The business processes and systems managed by the OCHR organization affect the entire DON civilian workforce and ultimately support the military war fighter.  Specifically, OCHR is chartered with the development of the DON strategic plan for delivery of Human Resources (HR) services; formulating civilian HR policy and guidance; managing the delivery of civilian HR services through a regionalized structure of five (5) Human Resources Service Centers (HRSCs), program oversight for human resources services provided by Human Resources Offices (HROs); and developing and implementing DON HR information technology plans in accordance with the Department of Defense's (DoD’s) modernization efforts and the DON Functional Area Manager process.  Additionally, OCHR provides governance, oversight, control, coordination, and support for the DON Human Capital Management (HCM) Assessment Program and the large scale, complex process reviews and projects that are required to successfully implement, sustain, and evaluate the National Security Personnel System (NSPS) for the DON.  The HR community's mission is to recruit, retain, reward and sustain the Department's civilian work force in a manner consistent with established merit principles, and applicable laws, rules, and regulations.

B. OCHR strategic objectives, planning and corporate performance improvement management initiatives require the conduct of an actionable DON HR customer engagement survey.  The survey and analysis of results must be conducted following the employee performance cycle ending 30 September of each year.

C. This PWS is for the services of a Contractor to conduct the survey, compile the data, present the Government with a written analysis of the data (i.e. a report), and conduct a presentation(s) with appropriate Government HR personnel.  Specific tasks are described in Section 2.0.

1.2  Period of Performance:  1 May 2010 – 30 April 2011
2.0  CUSTOMER ENGAGEMENT ANALYSIS AND ASSESSMENT TASKS
2.1  The Contractor shall:

A. Develop and/or utilize an existing HR survey tool (questionnaire).

B. Solicit survey responses from as many DON employees as possible, past experience has allowed approximately 20,000 DON HR participants.
C. Provide a secure web-based portal in accordance with DoD’s External Certification Authority Program for authorized individuals to complete the survey.
D. Administer the survey for three (3) weeks, beginning on or about 01 June 2010.
E. Create or utilize an existing computer program with associated database to store survey responses and manipulate data for further analysis.
F. Provide the Government raw and compiled and/or weighted data at close of survey.
G. Provide the Government a written analysis of the survey results and recommendation(s) for directly actionable improvement efforts.

H. Provide a formal presentation(s) and conduct discussion of the analysis with designated DON HR personnel.

2.2  The Government shall:
A. Provide the Contractor with a general list of service areas to be surveyed (Attachment A).

B. Provide the Contractor with a list of DON HR participants to be surveyed and their pertinent contact information.

C. Provide an appropriate conference room with suitable audio-visual equipment for the formal presentation(s).

2.3 Performance requirements:

A. From the Government-furnished list of pertinent contact information for approximately 20,000 DON HR participants (typically, this annual survey has achieved a response rate of approximately 24 to 38 percent), the Contractor shall identify an appropriate survey population to support statistically valid results, if available, for:

1. DON-wide (includes the Marine Corps);

2. Major Command as identified in the Defense Civilian Personnel Data System (DCPDS);

3. The five HRSCs; and,

4. Units with populations of at least 100 employees as identified in the DCPDS.

B. The list of pertinent contact information will include, at a minimum, the participant name, work email address, a unique identifier, Servicing HRSC Code, Major Command Code, Unit Identification Code, Pay Plan and Length of Service.

C. The Contractor shall deploy survey notification and invitation to appropriate DON customer populations via DON approved email on or about 01 June 2010.

D. Utilize a Contractor-furnished survey tool that will measure customer engagement and satisfaction across all dimensions of the FY2010 general service areas that allows for trend analysis of data collected when compared to the results for FY2007-FY2009.
E. Contractor-furnished survey tool must be in compliance with 29 USC Sec. 794d and FAR 39.2, Electronic and information technology and the DoD External Certification Authority Program.

F. Survey results shall be collected for a minimum of 3-weeks following survey invitation. 

G. Raw and compiled and/or weighted data will be delivered to OCHR in a manner determined by OCHR (xls, mdb, csv, etc.) as soon as available.  The survey form, data, analysis and presentation become the property of the Government.

H. Once data has been collected, the participant name and work email address will be stripped from all listings and databases.

I. The written analysis and presentations shall include statistically valid results.  Results which are not statistically valid will be annotated as appropriate.

J. Through the analysis of these measures, the Contractor must identify strengths and weaknesses in DON’s service delivery system.

K. Based on this analysis, the Contractor must develop a focused strategy for improving the HR service delivery system through the development of strategic recommendations for enhancing the system.

L. The draft written analysis with recommendation(s) (i.e. report) shall be provided to the COR by 19 July 2010 that is compatible with MS Office.  The Contractor shall ensure that the electronic copy of the report complies with NMCI security requirements (i.e. does not contain any viruses, Trojan horses, etc.).

M. All data, work, records, reports, and presentations shall comply with the Privacy Act and Personally Identifiable Information laws, rules and guidance.  Comply with and/or acquire required official approvals for survey development and administration within the parameters of DOD and DON Survey and Protection of Human Subjects instructions, rules and guidance.
N. The final written analysis with recommendations (i.e. report) shall be provided to the COR on or before 2 August 2010 that is compatible with MS Office.  The Contractor shall ensure that the electronic copy of the report complies with NMCI security requirements (i.e. does not contain any viruses, Trojan horses, etc)
O. By 9 August 2010 the Contractor shall be prepared to make a presentation (and answer questions) to an audience of approximately 20 senior level DON HR personnel in Washington, DC.  The presentation should take place at the Washington Navy Yard and not exceed a 1 ½ -hour duration.  By 10 August 2009 the Government shall propose to the Contractor the specific date, time, and location for the presentation.  Based on the focused strategy developed and OCHR requirements, the Contractor will consult with program managers and OCHR leadership to assess the impact of process/program changes on particular customers, groups of customers or HR business service areas.

P. The Contractor may be required to make 1 – 3 additional presentations throughout the performance period.  Each of these presentations may be to an audience of as many as 60 personnel and will last approximately 1-hour including a question & answer period.  Each presentation will be conducted in Washington, DC, most likely at the Washington Navy Yard. Based on OCHR requirements, Contractor will deliver milestone, status, results and follow-on results presentations to customer groups, personnel technicians, program managers, and OCHR and DON leadership as needed.  The Government will provide the Contractor a minimum of 1-week advance notice of the date, time, and location of the presentation.

3.0  SECURITY

3.1  The Contractor is not authorized to receive and handle classified information.  However, the Contractor will be provided access to OCHR “For Official Use Only” (FOUO) information.  In addition, the Contractor may have access to Privacy Act information.  Any Contractor personnel which have access to Privacy Act Information shall strictly adhere to the Privacy Act, Title 5 of the U.S. Code, Section 552a and all applicable agency policies, rules, and regulations regarding its use, release, and protection.

3.2 The Contractor agrees to comply with the Privacy Act of 1974, as amended (5 U.S.C. 552a), as implemented by Office of Management and Budget (OMB) (OMB Circular A-130) and DoD regulatory authority (DoD Directive 5400.11 and DoD 5400.11-R) and all agency rules and regulations.  The Contractor's procedures for safeguarding sensitive information will comply with procedures as set forth in the DoD Policy Memo – Subject:  Safeguarding Against and Responding to the Breach of Personally Identifiable Information, dated 05 June 2009.
3.3 The Contractor agrees to comply with and be certified by the DoD External Certification Authority Program.
4.0 CONTRACTOR QUALIFICATIONS

A.  
 The Contractor must provide all services necessary to perform the work described by this PWD.  The Contractor must possess the expertise needed to perform the specific tasks outlines in this PWS in accordance with any applicable Federal law, regulation, applicable professional standard and agency specific requirement without further guidance from OCHR.  The contractor must ensure its personnel have the following skill sets [certifications may not be required if contractor team members have sufficiently demonstrated experience in these areas]:


1.   Knowledge of Federal Human Resources, organizations and processes within and across a large agency, including elements of a large-scale HR process support (e.g. centralized service center-type support); knowledge of systems and processes within DoD or DON is preferred.


2.  Knowledge and understanding of common Federal HR programs, including but not limited to staffing, benefits, compensation, job grading, employee and labor relations.  Project Manager with certification or sufficient experience to develop, track, and monitor project plans, including risk assessment and management.


3.  Organization Development Consulting to include facilitation, meeting and time management; organization assessment; use of business process improvement and reengineering tools and techniques.


4.  Ability to conduct business case analyses.


5.  Ability to frame problems for analysis and decision0making; prepare briefings, presentations and written reports and prepare requirements documents.


6.  Ability to conduct complex analyses to include spreadsheet modeling and decision analysis; empirical analysis; and basic statistical techniques and research methods.


7.  Ability to conduct Net Impression leverage and trend analysis.


8.  Experience and knowledge with managing Communications plans to include the preparation of newsletters, brochures and other media in support of the Department of the Navy.

5.0 QUALITY CONTROL PLAN

The Contractor shall prepare a Quality Control Plan (QCP) and document how a QCP shall be utilized through the course of the Contract to independently monitor the quality of the processes and products for completing this effort.  The QCP shall be developed in accordance with commercial standards and requirements detailing the processes, procedures, and metrics for assuring quality.  This includes describing within the QCP the methods and procedures for the conduct and reporting of periodic and continuous internal audits and inspections necessary to verify compliance by the Contractor with all aspects of the Contract.
