



Sign Language Interpreting Services
Statement of Work

Background
This contract is to provide the Environmental Protection Agency (EPA), Office of Human Resources (OHR) with Sign Language interpreting services.

The work shall be performed in a space to be designated by EPA, primarily at EPA Headquarters and other Washington, DC area EPA facilities. Occasional travel may be involved. The sign language personnel shall report to the location specified by the EPA Headquarters Interpreting Coordinator, also identified as the Project Officer under this contract. The Project Officer will orient interpreters as needed, assign work, monitor contractor performance and approve invoices per occurrence. 
Requirements
The contractor shall provide an estimated 1,500 hours of sign language interpreting support services during the one-year base period and an estimated 1,500 hours of interpreting support services during each of the four one-year option periods. 
Contractors/Interpreters shall be certified by the Registry of Interpreters for the Deaf (RID) or have skills equivalent to a senior journeyman. Interpreters shall have at least three years specialized experience in the technical arena. Interpreters shall conform to the standards outlined in the RID Code of Professional Conduct.
The contractor shall be CBI (Confidential Business Information) certified and comply with Environmental Protection Agency Acquisition Regulation (EPAAR 1552.235.70, EPAAR 1552.235.71, EPAAR 1552.235.79 and EPAAR 1552.235.70. In order to see the full text for these clauses, please see http://www.epa.gov/oam/ptod/epaar.pdf. If there is a problem with this internet link, use the search feature at www.epa.gov and search for the term EPAAR.

The contractor shall be required to provide as many as 10 skilled Sign Language interpreters simultaneously depending on the demands of the Agency. The sign language interpreters shall be capable of providing interpreting services in a wide variety of employment settings, including (but not limited to) job interviews, performance evaluation discussions, staff and technical meetings, panel reviews, formal scientific conferences, and ceremonies. 
The Contractor must primarily serve Deaf and hard of hearing persons as a major function of their business and be stationed in the Washington, DC metropolitan area. This contract requires significant interaction between the Project Officer, the Contractor and the interpreting personnel, and cannot be successfully administered from a remote location. 
The Contractor shall have in place a working on-line interpreter scheduling system that has been successfully operating for at least three years. The Project Officer will notify the contractor of assignment via written technical direction (on-line request or email) and the contractor shall confirm receipt of the request in writing (on-line request or email) by the following day. A web based interpreter scheduling system that the Project Officer can access is the desired tool.
The contractor shall provide professional interpreters who shall arrive at scheduled assignments 15 minutes prior to the start of the assignment, concurrent with general interpreting standards.  Contract interpreters whom the Contractor sends must have a cell phone or text pager that will allow them to get instant messages for quick communication of last minute changes. 
The Project Officer must know in advance who the assigned interpreter is, so that the determination may be made that it is an appropriate and acceptable placement. When a timely job request is sent (at least three business days in advance of the assignment), the contractor shall notify the Project Officer of the name of the interpreter(s) at least two full business days before the job is to take place. When requested, it is preferred that the same interpreters be sent on an ongoing basis in order to maintain consistency and familiarity with EPA terminology and customers.
The contractor shall not send the same interpreter to future EPA assignments when the Project Officer has notified the contractor that the interpreter’s skills are insufficient to handle the task for a particular client based on services provided by that interpreter at past meeting(s). Likewise, if an interpreter’s manner is unprofessional, or if an interpreter lacks substantive experience or training, the contractor will be notified and the interpreter shall not be sent to future EPA assignments.

Mileage and transportation expenses will NOT be reimbursed, unless the location is at least 150 miles from the DC metropolitan area. These transportation expenses will be agreed upon before the actual assignment, and will be calculated in increments of the hourly interpreting rate.
The Project Officer will also monitor contractor performance and approve invoices. While at least three day’s advanced notification for required services will normally be provided, the contractor shall be expected to provide interpreters in urgent situations. Interpreters shall report to the location specified in the interpreter request issued by the Project Officer. The Project Officer is stationed at EPA Headquarters in Washington, DC.

Quality Assurance Plan
This is a performance based contract (PBC) which establishes results-based objectives for the contractor to meet. The quality assurance plan (Attachment 1) and the customer survey (Attachment 2) will allow the Agency to review the quality of the work performed and to survey and measure the effectiveness of the interpreting services completed. The quality assurance plan will be used as a tool to improve interpreting services throughout the term of the contract.

Quality Control Measures under QUALITY ASSURANCE PLAN are to be adhered to.
ATTATCHMENT 1

 SEQ CHAPTER \h \r 1
QUALITY ASSURANCE PLAN
Government Monitoring Techniques:
1.
Periodically, the EPA Project Officer will interview EPA’s deaf employees to evaluate the interpreting services provided by the contractor.

2.
On the random basis, the EPA Project Officer will attend interpreting services to review and evaluate the performance of the contractor.

Performance Standards:
1.
The sign language interpreters shall demonstrate excellent interpreting skills as they relate to the requirements of the EPA employee utilizing the services.

2.
The interpreters shall identify themselves as contractor employees and shall not attempt to influence Agency policy when performing sign language services.

Quality Contract Measures:

This is a performance based contract (PBC) which establishes results-based objectives for the contractor to meet. The quality assurance plan will allow the Agency to review the quality of the work performed and to survey and measure the effectiveness of the interpreting services completed. The quality assurance plan will be used as a tool to improve interpreting services throughout the term of the contract.

(1) Periodically, the contractor will be asked to provide interpreters in situations with less than three day’s notification. The contractor shall be expected to provide an interpreter at the scheduled time and location of the assignment in urgent situations. 

(2) The EPA Project Officer will normally provide at least three days advance notification before Sign Language interpreting services are required. If, upon advance notification, the contractor fails to provide the requested services, the Government will reduce the price of the delivery order by the hourly rate per interpreter for each hour the interpreter is absent. The reduction will be prorated and will not exceed five hours per interpreter.
(3) The interpreter shall make every effort to arrive at scheduled assignments 15 minutes prior to the start of the assignment, concurrent with general interpreting standards. If the contractor fails to arrive, ready to work by the start of the scheduled meeting time, the Government will deduct a half-hour of the hourly rate from the total price of the scheduled meeting. The EPA Contracting Officer may waive this incentive on a case-by-case basis if the contractor provides an adequate explanation of the circumstances surrounding the lateness.

(4) The EPA Project Officer will periodically conduct surveys of EPA employees who have received services using the attached questionnaire (see Attachment 2 entitled “Interpreter Satisfaction Customer Feedback Form”). At least 90% of the surveys completed should have an overall satisfaction rating for the services provided. The survey will take place at least once every six months. EPA will calculate percentages based only on the Interpreter Satisfaction Level portion of the survey. For each 10% increment below the 90% satisfaction level, the Government will deduct $100 from the next invoice submitted under the contract.
ATTACHMENT 2

tc "INTERPRETER SATISFACTION CUSTOMER FEEDBACK FORM"
Interpreter Satisfaction Customer Feedback Form
Your feedback will be helpful in describing what was successful or unsuccessful about the interpreting services. It will be used to improve the quality of future interpreting services. 

Identifying Information 


Name of the interpreter:


Date of the assignment:

Behaviors and Attitudes
The Interpreter:

Yes
No

arrived on time 

Yes
No

was dressed appropriately 

Yes
No

took an appropriate amount of time to gather information about the job

Yes
No

seemed to work well with the other interpreter(s) 

Yes
No

acted in a professional manner 

Yes
No

left the assignment at the appointed time 

Yes
No

seemed motivated to do a good job 

Yes
No

responded appropriately to unexpected events or changes on the job 

Interpreting Skills - Signing
The Interpreter:

Yes
No

signed fluently 

Yes
No

signed at the right pace, not too fast or not too slow

Yes
No

seemed to sign all of the information

Yes
No

indicated who was talking in a group discussion

Yes
No

showed the emotions of the speaker through expressions and sign choice

Yes
No

seemed to understand the spoken information 

Yes
No

politely asked for clarification when necessary

Interpreting Skills - Voicing 
The Interpreter:

Yes
No

seemed to understand the signed information 

Yes
No

seemed to voice all of the information 

Yes
No

conveyed the emotions of the signer through vocal inflections 
Yes
No

asked politely for clarification when necessary 

Yes
No

seemed familiar with the topic and used appropriate vocabulary

Yes
No

seemed able to understand the fingerspelling of the deaf participants 

Interpreter Satisfaction Level
Yes
No

This interpreter provided overall satisfactory service.

Additional comments:

