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NRC CONTACTS:

TECHNICAL:
FULL NAME . ADDRESS I
Jeffréy Main . ‘ U.S. Nuclear Regulatory Commission

TELEPHONE NUMBER | FACSIMILE Nuvser | Office of Information Services
Mail Stop T-6-E-7

301-415-6845 301-415-5272 Washington, DC 20555
- [E-MAIL ADDRESS
jdml@nrec.gov
ADMINISTRATIVE:
FULL NAME . | ADDRESS
Betty Freeman - |U.S. Nuclear Regulatory Commission

|TELEPHONE NUMBER | FACSIMILE NUMBER Oﬂ-}‘:"’ of Administration
Mail Stop T-7-1-2

301-415-0587 - 301-415-5761 Washington, DC 20555

E-MAIL ADDRESS .

bhl@nrc.gov

OTHER AGENCY'S CONTACTS

TECHNICAL: |

FULLNAME . ADDRESS
Bernie Lubran _ o ' Department of the Treasury (Franchise)
TELEPHONE NUMBER |FACSMILE NumBen | T ederal Consulting Group

; . 1700 G Street, NW
- 202-906-5642° | - 292-906-6162 Washington, DC 20552

E-MAIL ADDRESS .
Bernie.Lubran@ots.treas.gov

ADMINISTRATIVE:.

FULL NAME ADDRESS
Melonita Andrews o Department of the Treasury (Franchlse)
TELEPHONE NUMBER | FACsMILE Nuveer | Federal Consulting Group -
T : ‘ 1700 G Street, NW
202-906-7234 202-906-6162 Washington, D_C_ 20552 :

E-MAIL ADDRESS

Melonita.Andrews@ots.treas.gov

BILLING INFORMATION: To receive reimbursement under this agreement, forward to NRC on e_(check one):

[___] monthly D quarteﬂy J| other 90 Days . basis, an original and three copies of Standard Form

1081 in accordance with the Treasury Fiscal Requirements Manual, Bulletin No. 78-09, o, if posslble bili monthly through the OPAC
" system. Send reimbursement requests to the followmg address:

Payment Policy and Obllgatlons Team
Mail Stop: T-9 F30

Division of Financial Services

Office of the Chief Financial Officer
U.S. Nuclear Regulatory Commission
Washington, DC 20555-0001

Any NRC funds remalnmg unexpended at the end of a fiscal year may be carried over into future fiscal years unless othenmse
notified by NFtC

REPORTING REQUIREMENTS: Submit reports to the NRC in accordance with the statement of work. Submit fmanmal status
reports on a (check one):

[ ] montnly [ ] quarterly RJ] other - Every 6 Weeks  basis. These reports shall contain a brief letter status

which summarizes the expenditure of NRC funds. This report shall-address the following categories, as applicable: (1) staff effort; (2)
travel; (3) equipment and supplies; and (4) subcontract costs. Each report shall include by category: (a) costs for the previous month;
" (b) cumulative costs and uncosted obligations to date; and (c) projections for the remainder of the NRC obligated funds. The first
monthly report shall provide the initial projections; and subsequent reports shall either mdtcate revised prolectlons or indicate *no
change in the cost and uncosted expenditure projection.”

Submit these reports to the NRC Technical Contact by the 20th day of the month following the reporting period.

‘"TERMINATING THE AGREEMENT: This agreement may be umlaterally terminated by either party generally upon 30 days written
notice to the other party. NRC will pay its share of any project expenses up to the termination date. ‘Any expenses incurred in
terminating this agreement will be paid by the party terminating the agreement. Any unexpended funds shall be returned to the NRC.




IN TERAGENCY AGREEMENT

FCG Agreement Number:  F-9873 mod 1

This a,:,reement 18 entered into on behalf of the Federal Consulting Group (FCG) as the Providing Agency
“and the following Customer Agency. The Customer Agency will be responsible for telefaxing and returning
the original signed copy of this agreement to the Providing Agency at the address identified below.

CUSTOMER AGENCY NAME AND ADDRESS: PROVIDING AGENCY NAME AND ADDRESS:

Agency Name: Nuclear Regulatory Commission U.S. Department of the Treasury (Fr. anchtse)
_ . o The Federal Consulting Group (FCG)
'Address: - One White Flint North Building | =~ 1700 G. Street, N'W,

1155 Rockville Pike ~ Washington, DC 20552

Washmgton DC 20852 ' . T ,

| B - ALC: 20-55-0861 20X4560.006

Agency Location Code: 31-00- 0001 o DUNS NUI\/[BER' '-040099108
DUNS Number: 040535809 :

CUSTOMER AGEN Y CONT ACT

PROVIDING AGENCY CONTACT:

Name: . Jeffrey Main ‘ | Name: " Ron Oberbllhg

Phone Number: 301-415-6845 o Phone Number: 202-504-3656

Fax Number: - 301-415-5272. - | . | Fax Number:  202-504-3628 o
E-Mail Address: jdm1 @nrc.gev s A E-Mai] Address: Ron.Oberbillio@bpd.treas.gov

| SERVICES TO BE PROVIDED: One, twenty-four month measurement of customer satisfaction
with the www.nre.gov website, utilizing the American Customer Satisfaction Index (ACSI)
methodology.. Annual archltectural scans (up to 15,000 objects) of the websﬁe are also mcluded
upon request. See the attached Statement of Services for details. ' :

PERIOD COVERED:  ESTIMATED PRI_CE:" 7$60,000.00
December 1,__2_006_-Noyember 30, 2008 - L o ‘

CUSTOMER AGENCY ACCOUNTING/APPROPRIATION CLASSIFICATION CODE:

' PAYMENT PROVISI ONS: FCG w1ll 1nv01ce half the amount on Dec 1, 2006 and. half on Dec 1, 2007
PROVIDING AGENCY ACQUISITION AUTHORITY 3] USC 322

APPROVALS BY CUSTOMER AGENCY: 3 APPROVAL BY PROVIDING AGENCY

See Attached NRC Form 662, "Block 22" e e May 18, 2006
(S] gnature - Financial Manager) (Date) (Swnature) : ' (Date) :
Dermig K. Johnson, Funds Certlfvlng Official Anne Kelly, Director ‘

(Typed Name & Title) : (Typed Name & Title)

_ See Attached NRC Form 662, "Block 23" S N

(Signature - Program Offlcml) - (Date)

Robert B. Webber, Contract:mg Officer

(TypedName&Tltle) KR S , ,. . | o " FCGIA-05/2005




STATEMENT OF SERVICES FOR
NUCLEAR REGULATORY COMMISSION (NRC),
" OFFICE OF THE CHIEF INFORMATION OFFICER
FCG ISSA NUMBER: 9873 mod 1

1. PURPOSE

The U.S. Nuclear Regulatory Commission (NRC) requests the Continued support
of the Department of the Treasury’s Federal Consulting Group (FGC) to deliver
- twenty-four months of service to assess customer satisfaction of the NRC Public
E Web Slte ( WWW.Nrc.gov) using the Amencan Customer Sa’nsfactron lndex (ACSI).

'fdz BACKGROUND

The NRC has |mplemented a customer satisfaction survey at lts Public Web Site
“to enable the agency to improve its ability to meet the needs of site users. This
survey was prepared and managed through the services of the FCG to improve
the agency’s ability to measure the satisfaction of users of its Public Web Site.

The FCG is a federal government organization that has been serving the federal _
- community for over a decade. Itis a}_.fee.-fOr-service franchise activity within the
. Department of the- Treasury. The staff is comprised of ‘Senior leaders and

; > programs and led the transformation process to achieve high-pérforming, citizen-
~ centered orgamza’nons The Group is often referred to as “insiders with outsider’s

knowledge.” ‘FCG invests in its customers’ future and commlts to therr success in

e creatrng customer-drlven results onented organrza’nons

In addition to its role as Executive Agent for the American Customer Satrsfactron
- Index (ACSI), FCG brings best practices from both the public and the private
sectors to help senior government leaders achieve top results, FCG offers a
tailored, collaborative approach to consulting and seeks to develop leaders so that
they continue to lead change themselves. FCG consultants have visibility and
regular contact with political leaders and senior executives from other agencies
and can share their “lessons learned” in bnngmg about positive change.

3. SCOPE-OF WORK ™

'

The FCG and its contractor, Foresee Results Inc., hereinafter referred to as the
“FCG contractor,” will collaborate with the NRC web team in performing website
assessment and improvement services using the American Customer Satisfaction
Index (ACSI) methodology. These services shall include continued use of an -
econometric model based on the ACSI and customized for the designated
website.  This model shall include relevant elements that drive customer
satlsfactlon satlsfactlon itself, and desirable customer behaviors. ‘

To obtain data for processmg by the model, the FCG contractor shall continue
collaboration with NRC in conducting an on-line survey with multiple, model-

-1

=executives from throughout the. federal government who have~managed major -



related questions for the selected website elements, satisfaction, and future
behaviors. In addition, the survey shall include customized questions developed
by NRC that are not related to.the model but desirable for informational purposes
and general analysis. ' These questions may be deleted, modified, or replaced at
appropriate intervals during the subscription period.

In collecting, analyzing and reporting the data, this project shall be executed in fuli
compliance with the Privacy Act of 1974, Furthermore, FCG shall obtain
clearance from the Office of Management and Budget for this survey under the
Paperwork Reduction Act.

Customers using .the. NBC ‘website shall be selected to take the on-line survey ¥

‘based on"sampling parameters that are determined by NRC and implemented by -

~parameter files -provided by the FCG contractor. The FCG contractor shall~ -~ =+

process the survey data in the model and provide on-line access to the data,
* scores, reports, and analysis. In addition, the FCG contractor shall continue to
contact NRC periodically to discuss survey results, make necessary changes in
sampling or non-model questions, provide additional analysis, and make

recommendations regarding changes in the website. '

In-addition, upon 'request, NRC will be entitled to the results of annual architectural

scans (15,000 objects'maximum) and quality assessment of the website, including =7

: reports and analysus reﬂectlng website defects and v1sntor expenence scores.

4. CONTRACTOR DELIVERABLES

A Satisfaction Research Analyst (SRA) of the FCG contractor shall be assigned to

work with the NRC in order to provide a high-level of personalized service
throughout the duration of the subscription. The responsibilities of this SRA
include facilitating model/survey refinements, assisting with online report
interpretation, compiling additional reports, and presenting in-depth analysis. '

Model Design and Deployment

~As required, the ‘SRA"shall-conduct meetings over the telephong with the NRC -
team to refine the customer satisfaction model, prepare/modify custom questions
to gain further insight about online customers, and recommend a strategy based
on site architecture and trafflc patterns. .

Assistance with Online Report Interpretation

. The FCG contractor will process the survey data in the NRC customer satisfaction
model and provide on-line access to the data, scores, reports, and analysis for
24/7 password-protected access by the website team. In addition, the SRA will
hold a meeting over the phone with those who will be accessing the online reports.




- The objective of the meeting is to assist in interpreting the reports and provrde
recommendatrons for ongoing analysrs

Satisfaction Performance Reports.

- Every month, the SRA will compile additional graphical reports that complement the
value of the Online Portal: These reports are delivered electronically using the Microsoft
- Excel 2000 format and may include a Satisfaction Summary,-Priority Map, Average
Question Responses, Trend lines, Benchmark Reports, Distribution Reports, and

Comparison Reports

Quarterly Satlsfactlon Insrght Revrew

'Unless the NRC requires other analysrs or dechnes to partrcrpate the SRA shall-
conduct an in-depth evaluation and analysis of the client's results generally each quarter
. and present those results over the phone to appropriate members of the NRC staff. This
information may include: 1) a summary of the data collected and recommendations
about future data collection; 2) Element, Satisfaction and Future Behavior scores with
comparisons to appropriate indices; 3) a summary of custom question results, with
- recommendations for changes to and/or additions to custom questlons and 4) up to six
segmentatlons of the. results per measure. L . L

Notwrthstandlng the clrent services just descrrbed the NRC may contact the. FCG
contractor to discuss.issues- or questions on an as-needed basis.

" 5. PERIOD OF PERFORMANCE

The perrod of performance for this Interagency Agreement is September 30 2004
through November 30, 2008.

6. TERMS OF AGREEMENT :
This agreement will become effective when srgned by all partres The agreement will
terminate on-November 30, 2008, but may be amended extended or renewed, at any

trme by mutual consent of the parties.

* Either party may termrnate this agreement by provrdrng sixty days written notice to the
- -other-party:-However, the-party receiving service will-beliable-for-the cost-of-any
services provided prior to termination. If for any reason, this subscription service
terminates through no fault of NRC prior to the delivery of twelve months of continuous
- measurement, NRC will be entitled to a pro rata refund for that portion of the
subscrrptron that has not been delivered.

This agreement_ is an internal Government agreement between the'parties and is not
intended 1o conferrany right upon any private person or third party.

Nothing in this agreement will be interpreted as limiting, superseding or otherwrse |
~ affecting erther agency's normal operatrons or decisions in carrymg out its.



statutory or regulatory duties. This agreement does not limit or restrict the
- Department or NRC from- partrcrpatlng in similar activities or arrangements with

other entmes

7. RECORDS MANAGEMENT

All deliverables to the NRC defined within this agreement are Federal records
owned by the NRC .and must be managed by the co-partners and vendor

as Federal records.

8. AMENDMENT OF THE AGREEMENT

~This agreement or any of its specific provisions may-be revised-or. amended only -

| by-the-signature .approval of the parties signatory to the agreement or by thelr* o

respectlve off|C|aI SUCCEesSsOrs.
9. COST -

~ The cost of this service is $60,000 for all work related to twenty-four months of
assessment and improvement support Thrs is a f|rm fixed price effort

‘.10 PAYMENT FOR SERVICES

. FCG provrdes services to other Federal Agencres through the use" of an -
Interagency Agreement (IA). A copy of the A is attached for reférence and
signature: The services shall be renewéd on the renewal date when a fully
executed |A has been completed by the customer agency and the FCG." FCG will
invoice for the subscription service on its renewal date using the Intra- .
governmental Payment and Collection System (IPAC). A copy of all mvorces will
be sent to the NRC project officer for verification and review..

if for any reason, this subscription service terminates through no fault of the NRC
prior to the delivery of twenty-four months of continuous measurement, the NRC
shall be entitled to a pro rata refund for that portion of the subscription that has not .
been delivered. A copy of the invoice will be sent to the project oﬁrcer for
4 verlflcatlon and review. : _ :

' 11 PROJECT OFFICER AUTHORITY

(a) The contracting officer's authorized representative hereinafter
referred to as the project officer for this contract is:

Name: Jeffrey Main
Address:
U.S. Nuclear Regulatory Commission
- 11545 Rockville Pike
MST-6 E7
Rockville, MD 20852



Te‘lephone Number: 301-415-6845
(b) The project officer shall:

(1) Monitor contractor performance and recommend changes in |
requirements to the contracting officer.

C (2) Inspect and acc_ept‘ products/services provided under the
contract. ‘ .

(3) Review all contractor invoices/vouchers requesting payment

for products/services provided under the contract and make recommendatlons for L o

‘approval dlsapproval orsuspensmn

(4) Immedtately notlfy the Personnel Securlty Branch DIVISIOn of
Facilities and Security (PERSEC/DFS) (via e-mail) when a contractor employee no
longer requires access authorization and return the individual's badge to
PERSEC/DFS w;thln three days after their termination.

(5) Ensure that all contractor employees that require access to
classified Restricted Data or National Security Information or matter, access to
- sensitive unclassified information (Safeguards, Official Use Only, and Proprietary
information) ‘access to sensitive.IT: systems or data, unescorted access to. NRC

- controlled buildings/space, or unescorted -access to protected and vital areas .of

‘nuclear power plants receive approval of SB/DFS prior to access in accordance
with Management Dlrectuve and Handbook 12.3. S o

(c) The pro;ect offlcer may not make changes to the express terms and
- conditions of this contract.

12. COMMUNICATIONS'

Questions related to the scope of work or changes to this agreement will be
communicated by the NRC point of contact to. Ron Oberbillig, Chief Operatlng
Officer, Federal Consultlng Group, (202) 504- 3656 '

Disputes concerning the interpretation of this agreement shall be resolved by a
majority vote of a three-person dispute resolution committee. The committee shall
~ consist of one NRC representative, one FCG representative, and_one neutral
representative agreed upon by both the NRC and FCG. | '

The Fe_deraI'CohsuIting Group appreciates the opportunity to support the
Nuclear R_egulatory Commission, as you are a valued customer.

N



