QUALITY ASSURANCE SURVEILLANCE PLAN

PERFORMANCE INDICATORS FOR SAMHSA’S HEALTH INFORMATION NETWORK    ATTACHMENT 2

STATEMENT OF WORK (SOW)

	Task
	Task Name
	Standards
	Method of Surveillance
	Standard To Be Met

	I
	Situational Analysis
	High level of quality, comprehensive coverage, innovation and creativity, and timeliness of submission.
	Deliverable
	Completed and submitted within 6 weeks of EDOC

	II
	Strategic and Tactical Planning
	Timeliness in accordance with SOW
	Deliverables and PO monitoring
	100% 

	II
	On-Site Availability
	Project Director or Deputies on site during core duty hours and accessible in emergency situations.
	PO monitors submissions and delivery of services
	90%

	III
	IDA Data Base
	Error-free abstracts indexed within 4 weeks of acquisition
	GPO monthly check of database
	90%

	III
	PMD and TRD
	Abstracts and reviews processed within 3-5 weeks of receipt
	GPO monthly check of database
	90%



	III


	Market Research Data Base
	Abstract 500 targeted marketing tools annually
	Monthly reports include new acquisitions and indicate steady progress
	Half of target attained per 6-month period

	III
	-Mental Health Facilities Locator

-Mental Health Services Locator
	Monthly updates
	GPO monthly check of database
	90%

	III
	SAMHSA Budget-Performance Database
	Develop operational framework within 6 months and update every 6 months
	GPO monthly check of database
	90%

	III
	Library
	Public access from 8:30 am-5:30 pm weekdays; subscriptions and services provided in SOW
	GPO monitoring and external customer feedback
	85% Customer Satisfaction Rate

	III
	Call Center Operations and Related Information Services
	Schedule for live response for all Information Network lines is followed.  Compile requestor information; provide ongoing training to Information Specialists; provide tours; prepare custom letters; and respond to RFS’s from Government clients
	GPO monitoring and external customer feedback; monthly reports
	Increase by 5% utilization of Information Network services (see SOW for baseline measures)

	III
	Website Operations
	Provide all basic services and ensure prompt and reliable maintenance of the various sites and its services.  Ensure security requirements are met.  Provide web content to review to ONDCP.
	GPO monitoring; customer feedback; and external recognition.
	Increase by 5-10% the number of visitor sessions. (see SOW for baseline measures).  Coordinate with ONDCP and other Federal clients.

	III
	Editorial Support
	Provide writing, editing, design, and proofreading of informational materials.
	Deliverables and internal review.
	20-30 documents with a 3 day turnaround and 10 documents with a 3-4 week turnaround.

	III
	Periodic Publications: 

-Prevention Alert

-Community Awareness Action Kits

-RADAR Network

Communique
	Relevant and timely information presented in a visually attractive and appealing manner, which adheres to GPO editorial style; distribute according to schedule; assess customer satisfaction and usability of products.
	Deliverables and external customer feedback
	100% (in accordance with quantities stated in SOW) unless excused in writing by GPO

	III
	Reference Materials:

-Publication Plan

-Directories

-Web-based listings of State Mental Health Resources

-Web-based listings of State Mental Health Statistics

-Prevention Resource Guides

-Mental Health Resource Guides

-Resource Catalog and Specialty catalogs

-Promotional Materials
	Publications Plan submitted annually; accuracy; usefulness; comprehensive coverage of topic; innovative formats for all deliverables.
	Deliverables; external customer feedback
	100% (in accordance with quantities stated in SOW) unless excused in writing by GPO

	III
	New or Repackaged Program Resources
	Accuracy; usefulness; comprehensive coverage of topic; innovative formats
	Deliverables; external customer feedback
	100% (in accordance with quantities stated in SOW) unless excused in writing by GPO

	III
	Health Communications and Dissemination
	Comprehensive planning framework to ensure coordinated strategic approach to knowledge dissemination
	Deliverables; internal and external customer feedback; and GPO monitoring
	100% deliverable submission.

	III
	Public Outreach – Conference Exhibit Program and Speech Writing
	Exhibit at approximately 20 national or regional conferences annually, cost-effective management.  Research and write all speeches, talking points, and other materials needed by SAMHSA officials—60 speeches/year.
	Exhibit schedule; monthly reports; evaluation of market penetration and cost-effectiveness.  Internal customer feedback and GPO monitoring.  
	100%

	III
	Collaboration: 

RADAR Network
	High level of customer service in administration and maintenance, and technical assistance and skill-building.  Convene 2005 Conference.
	Monthly reports; GPO monitoring; and external customer feedback
	85% customer service satisfaction; innovation and creativity in implementation

	
	
	
	
	

	III
	Collaboration:  Mental Health Resources Network
	Develop feasibility plan.  Sound and thorough conceptual development for implementation.  High level of customer service in constituency relations.
	Monthly reports; GPO monitoring, and external customer feedback
	85% customer service satisfaction; innovation and creativity in implementation

	III
	Collaboration:

Partnerships
	Comprehensive, high quality delivery of presentations which are well-received; proactive and creative approaches to mobilizing and leveraging resources
	Monthly reports; GPO monitoring; and results of partnerships
	85% of services delivered; successful collaboration demonstrated

	III
	Collaboration:  Special field projects
	Provide meeting and logistics support for 4 meetings per year.
	GPO monitoring; internal and external feedback
	100%

	III
	Collaboration:  Special initiative projects
	Purchase materials development, dissemination, and evaluation services from intermediary partners. 
	GPO monitoring; internal and external feedback.
	100%

	III
	Collaboration:  SAMHSA/CSAT Patient Education Initiative
	Convene consumer meetings, develop appropriate materials for consumers and health professionals.
	Monthly reports; GPO monitoring; and internal and external feedback
	100%

	III
	Cost Recovery
	Minimum of $150,000/year recovered; identification of new opportunities for cost recovery; and timeliness of cost recovery plan submission
	Monthly reports; invoices; and cost recovery plan and updates
	100%

	IV
	Program Support Activities:

Graphics and Related Support
	High level of creativity and responsiveness to customer needs; efficiency of retrieval systems; cost efficiency; rapid response time (based on priority level set by GPO)
	GPO monitoring; monthly reports; internal customer feedback
	100% delivery of services; 85% customer satisfaction rate

	IV
	SAMHSA Integrated Mailing List System and Related Services
	Currency and accuracy of SIMS; cost-effectiveness of operations; appropriate expansion per SOW; leveraging of resources to obtain mailing lists; quality control procedures; continual maintenance based on returned mail
	GPO monitoring; internal customer feedback; amount of returned mail; contractor logs
	100% of address corrections processed before the list is used again

	IV
	Warehouse, Distribution Center, Inventory and Messenger Services.

-Warehouse and Distribution Center

-Inventory Services

-Messenger Services
	Warehouse facilities and distribution center entrance must be well maintained; space used efficiently; inventory logically stocked and easily retrievable; comprehensive and accurate inventory tracking; responsive, punctual and courteous messenger services
	GPO inspection and monitoring; monthly reports; internal and external customer feedback; contractor logs
	90% delivery of services; 85% customer satisfaction rate

	IV
	Information Resource Management (IRM) (computer systems, telephones)
	High level of responsiveness to maintain mission critical functions; maximum of 38 hours computer downtime during core hours accepted annually; maximum of two hours telephone downtime due to internal operations per quarter.
	Monthly reports; GPO monitoring and external customer feedback
	98%

	V
	Program Evaluation
	Plan is comprehensive and realistic in approach and implementation; cultural competency demonstrated
	Monthly reports; special reports; and activity based costing analyses; OMB approval of questionnaires
	85% customer satisfaction rate.   100% reporting accuracy.

	VI
	SAMHSA’s Health Information Network Transition Plan
	Submitted 3 months prior to the end of the contract.  Plan is comprehensive and realistic in approach and implementation.
	Deliverable.
	100%

	Customer Service

	Required Tasks


	Task Standard
	Method of Surveillance
	Acceptable Quality Level
	

	Customer Service/

Satisfaction 


	GPO provides customers service guidelines to Contractor.

Contractor follows customer service guidelines.

Provide training in customer services to employees. 

Contractor develops satisfaction indicator and measurement on respective audience.


	GPO/CS/CO monitors customer satisfaction by random checks and provide results for implementation to contractor. 

GPO will review and give input for proposed customer training.

Contractor responds within 24 hours of inquiries 95% of the time. 

 
	GPO received only 1 valid complaint over six months. 

95% customer satisfaction. 

Contractor measures customer satisfaction every six months and provides results to GPO/CS/CO. If deficiencies are found, Contractor will provide GPO solutions for implementation within 60 days.  
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