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Abstract

The purpose of this project is to assess current customer service levels within the
Office of Procurement and make recommendations for improvement. Interviews were
conducted with Contract Administrators and Contractors to evaluate customer service.
The interviews focused on the strengths and weaknesses of the procurement system,
response times to contractor inquiries, and inter-office communication methods.
Recommendations were made to the Procurement Office to revise the procurement

regulations. and provide training for Contract Administrators and Contractors.
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Executive Summary

Montgomery County is a self-governing county located just outside of
Washington DC in Maryland. The County Government provides many services to their
citizens that are simply unheard of in most towns. The people that live there expect that
these services are carried out in a timely and cost-effective manner.

It is the job of the Office of Procurement to distribute goods and services to the
County residents. Every year, the Office spends over 500 million dollars to supply the
county with the products it needs. They must ensure that customer satisfaction remains
high and that contractors get their jobs done satisfactorily and on time.

The Montgomery County Office of Procurement is preparing to evaluate and set
new customer service standards. The goal of this project is to assess the quality of
customer service within the Office of Procurement and make recommendations for
improvement. We focused on four main areas to achieve this goal: major strengths and
weaknesses of the current procurement process, communication methods and response
times to contract disputes.

Interviews were conducted with using department contract administrators and
contractors in order to gather the required information. The using department
interviewees were selected from four different departments: the Department of Public
Works and Transportation, Health and Human Services, the Department of Information
Systems Technology, and the Department of Housing and Community Affairs. We
selected these depar;[ments based on the number of contracts they have each year, the size
of these contracts, and the number of contract administrators within each department.

Our phone interviewees were chosen in a similar fashion.
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We performed content analysis on the transcripts and looked for themes in four
areas: strengths and weaknesses of the current procurement system, response times to
contractor inquiries and communication methods. We identified themes specific to
individual departments as well as themes common to all departments.

Based on our results, we found that the Office of Procurement was doing many
things well. The staff was very knowledgeable in procurement regulations. They were
supportive during contract disputes. Response times to contractor complaints were
considered to be adequate by the contract administrators. The procurement specialists
were always available when the contract administrators needed them. The main strength
of the Procurement Office was its staff.

Although the Office of Procurement had many strengths, we found some areas
that needed improvement. These include inflexible procurement regulations, contract
administrators lack of knowledge on procurement regulations, and procurement
specialist’s lack of understanding of department specific field knowledge.

Recommendations that would help to improve customer service in the Office of
Procurement. We recommended that the Office revise the procurement regulations, train
the contract administrators on procurement regulations, and train the procurement

specialists in department-specific field knowledge.
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Chapter 1 Introduction

Montgomery County is a self-governing county located in Maryland just outside
of Washington DC. A self-governing county is different in many ways from ordinary
cities and towns. Montgomery County has over 855,000 people that depend on it to
~ distribute goods and services. The County Government provides many services to their
citizens that are simply unheard of in most towns. The people that live there expect that
these services are carried out in a timely and cost-effective manner.

It is the job of the Office of Procurement to distribute goods and services to the
County residents. Every year, the Office spends over 500 million dollars to supply the
government with the products it needs. They must ensufe that customer satisfaction
remains high and that contractors get their jobs done satisfactorily and on time.

There are three parties involved in the procurement process: the Procurement
Office, the using departments, and the contractors. Using departments in the County
require goods and services that the contractors provide. The Procurement Office selects
the most cost-effective, reliable contractors to ensure quality goods and services are
delivered to the using departments. The contractors supply the goods and services to the
using departments based on the contract specifications. When a using department is
dissatisfied with a contractor’s performance the Office of Procurement is supposed to be
notified. At this point, the Office must address any problems with the contractor and
decide what actions should be taken.

The procurement process is divided into two parts: the pre-award and post-award
processes. The pre-award process begins when a need for a good or service arises and

lasts until the contract is signed. The post-award process begins when the contract is



signed and lasts until the contract has been completed to the satisfaction of both parties
involved. The pre-award process has a large effect on the post-award process since it
includes all the necessary preparations that lead to the ewarding of a contract. such as
competitive bidd:ng and contractor selection.

The Montgomery County Office of Procurement is preparing to evaluate and set
new customer service standards. To do this, the Office of Procurement must know which
areas need improvement. The goal of this project is to assess the quality of customer
service within the Office of Procurement and make recommendations for improvement.
We focused on four main areas to achieve this goal: major strengths and weaknesses of
the current procurement process, communication methods and response times to contract
disputes. Interviews were conducted with using department contract administrators and
contractors in order to gather the required information. Based on the assessment of these
interviews, recommendations for improvement were made. This project will help ensure
that the Montgomery County continues to receive quality services from the Office of

Procurement in the future.



Chapter 2 Background Information

2.1 The Montgomery County Government

A county government is in charge of managing and administrating public policy
and the affairs of a given county. The goals of county governments are essentially the
same throughout the United States: to enhance the quality of life for its residents by
delivering cost effective goods and services to the public in a timely manner.
Montgomery County is one of the most populous and affluent counties in Maryland. The
county government must supply goods and services to approximately one million people
who have a median household income of over $70,000. Its government is composed of
an Executive branch. a Legislative branch, and a Judicial system. The Executive branch
implements and enforces the County’s laws. The Legislative branch has three main areas
of power: legislation, land use, and budget. The Judicial branch is in charge of resolving
all matters involving civil and criminal law within the County. (Montgomery County

Vision Statement, 1999) The Office of Procurement is under the Executive branch.

2.2 Purpose of a Procurement Office

The Office of Procurement has two main purposes. The first is called the pre-
award process, which begins when a need for a good or service arises and ends when a
contract is signed. During this process. the Office of Procurement will draft a contract
specification, release an invitation for a bid, determine the best contractor for the job, and
get the contract signed. The Office of Procurement assists using departments and
agencies in acquiring quality goods and services for use within the county. Essentially,

the Procurement Office selects contractors who they feel will provide the right products
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or services at the right price. This method of acquiring goods and services for the County
ensures that competitive bidding is utilized which maintains the integrity of procurement
regulations and laws.

The second purpose of the Office of Procurement is to ensure that the
specifications set forth in the contract are met. This is referred to as the post-award
process, which begins when the contract is signed and lasts until its completion. During
the time that a contract is carried out, many problems can arise. The source of the
problem could be either the Montgomery County Government or the contractor. If a
contractor does not fulfill the requirements of the contract. the using department (the
department that is receiving the contractor's goods or services) will notify the
Procurement Office and request assistance. In this case, the Office of Procurement either
provides guidance with the intent of fixing any problems caused by the contract violation
or terminates the contract entirely. (Procurement Regulations, 2000).

Many of the problems that occur in the post-award process can be eliminated by
carefully carrying out the pre-award process. Contractor selection and product/service
specifications are two pre-award elements that play a key role in the outcome of the post-
award process. If a contractor is chosen wisely, chances are the product or service will
successfully be delivered to the using department. On the other hand, poor contractor
selection can lead to many problems in the post-award process.” Likewise, if the
specifications developed in the pre-award process meet the needs of the using department
and are clearly written, there is a higher probability of the post-award process being
successful. Once again, if these specifications are poorly written there is a greater chance

of failure in the post-award process.



2.3 Current Procurement System

The current Montgomery County Government Procurement System is run slightly
different from many comparable systems. One of the major differences is that the
specialists who handle pre-award processes also handle some of the post-award
processes. Thus, the two processes are not completely separated, as they are in most
procurement systems (McNeal. 2000). The current Montgomery County Government
Procurement System also includes a ““bridge contract plan™ and an “open solicitation
clause™. The bridge contract allows for many parts of the pre-award process to be
skipped if the selected contractor has previously been selected through a competitive
bidding process by another government agency. A “bridge™ is used when the same
specifications are required in Montgomery County that exist somewhere else.
Montgomery County can use the same contract with a vendor as long as the contract was
the outcome of fair competitive bidding. The open solicitation clause allows for several
contracts with sev»eral contractors to occur on a continuing basis. Competent contractors
that have met the pre-established qualifications can accept the job without going through
the bidding process.

The contract administrator at the Montgomery County Office of Procurement has
dotted line authority over the using department’s contract administrators. In other words.
he has control of the contracts, but the contract administrators don’t report directly to
him, but instead to their department directors. This chain of authority can lead to
disputes in the post-award process. For example, a contract administrator may be under

pressure from his or her director to finish a job in a certain amount of time. If a problem



arises. the contract administrator may not report it to the Procurement Office. This can
cause even greater problems, which could have been avoided if the Procurement Office
had been notified of the problem quickly.

Another weakness in the system is that the contract administrators are not always
trained in contract resolution. Contract administrators within the using departments are
typically technical experts so that they can provide adequate specifications for the
contracts they handle, but they have little or no formal training in contract administration
or problem resolution. It is also possible that contract administration is not their primary
job. For the most part. the only training they have had in the field of contract
administration is through a short course taken to become familiar with the area. Again,
this can cause problems in the post-award process. An inexperienced contract

administrator may not know how to handle a problem properly.

2.4 Contract Specifications

It is important that a contract gives very clear specifications for a good or service.
Anything that is unclear can lead to conflict during the post-award process. Holding
(1975) says that if a specification lacks necessary parts, the contract may be awarded
even if the bid does not meet the needs of the government. An oversight such as this may
not become apparent until someone notices that the producf does not meet its intended
purpose. At this point, it is up to the contract administrators in the using departments to
fix the problem. If the specification had been written correctly the first time, the problem

in the post-award process might not have occurred.



When the government uses the term “quality™. they mean how well the product
meets contract requirements and not whether or not the product is good or bad.
Unnecessary features should be left out of the specification because they may eliminate
good alternatives. In the Montgomery County procurement process. a using department
creates the specifications for a good or service. The Office of Procurement reviews the
specifications and releases an IFB. Invitation for Bid. or an RFP, Request for Proposal.
When the using department accurately specifies what it requires. the Office of
Procurement can expedite the process of obtaining bids for a contract. A good
specification from a using department will help to eliminate vendors incapable of
performing the required tasks. There are many different types of specifications. The
government can specify a product by brand name or a list of products that it will accept.
It can also ask for samples and select products based on this or even have a custom
product designed. It can even select a product just by specifications and cost. In any
case, the specification must be comprehensive, without a gray area that could allow for

interpretation. (Holding, 1975)

2.4.1 Quality Assurance
Holding (1975) says: “A notable deficiency in many public purchasing systems is
the lack of a centrally administered inspection program.”™ He goes on to say that there are
three basic reasons why a procurement office might thinl; that there is no need for an
organized inspection system. The three reasons are:
e The belief that contractors would not make a non-complete product on purpose.

e The belief that the using departments will take care of this themselves.



e The belief that if the goods and services were poor then the department would
receive many complaints from unhappy citizens.

As the author points out. these beliefs may be misguided. For this reason, he says
that a government quality assurance system is needed. The Montgomery County
Government Office of Procurement does not have a quality inspection program. Instead,
it relies on using department contract administrators and their teams to ensure that the
contractors are doing their jobs. This has proven to be a problem in some instances
because it gives the contract administrators the ability to informally change a contract
without notifying the Office of Procurement and change the contract independently. If
the inspection team were an in-house operation, there would be less chance of the
contract administrators handling contract disputes without the Office of Procurement.
Holding (1975) says that “‘an excellent means of making certain that thorough inspections
will be conducted is to set forth procedures, techniques, and standards, whether in a
separate inspection manual or as part of the purchasing procedures manual.” The author
also believes that the inspection staff should be separate from the purchasing staff to
provide an extra check to make sure the goods or services meet the specifications as
outlined in the contract.

A complaint system, where files are kept on problematic contractors, can be a
useful addition to the procurement process. Holding says that “Instances of
nonconformance with specifications, noncompliance with contractual terms and
conditions, or other types of complaints concerning suppliers’ performance should be
recorded and referred to central purchasing.” (Holding, 1975) Files should be made of

all complaints on all suppliers so that future-purchasing committees can be sure to avoid



bad contractors. This filing system should be available to anyone and will serve as yet
another check to ensure quality assurance. Hdlding says:

“When a certain number of complaints about a supplier have been received within

a certain time, his record should be reviewed and action taken. The actions could

include visiting the supplier to discuss his performance. writing letters that

caution him against continued poor performance, and informing him of the

criteria for removing him from the bidders list.” (Holding, 1975)

He goes on to say that if supplier performance is not up to specification, this
should be grounds for withholding payment until the problem is fixed. The inspection
group should also have some system set up to handle complaints with contractors.
According to Holding (1975). there are two ways that this can be handled. The first way,
which he believes is the best because it has the most quality assurance checks, is to let the
inspectors contact the vendors to fix the problem. The second way is to have the
inspectors contact the purchasing agents and let them deal with the problem. The author
goes on to say “it may be necessary to revise a delivery schedule, cancel a contract, or
initiate a new purchase action.” The downside of the inspection group is the amount of
personnel that it requires. The Office of Procurement does not currently have the funding

or personnel required for a system of this type. (Holding, 1975)

2.5 Decisions Made in Contractor Selection
There are three main decisions procurement offices make when selecting
contractors. First, they must decide whether to utilize one single contractor or several. A

contractor may have exclusive rights to a certain product, which forces the procurement



office to choose that contractor. In another example, one contractor in particular may
have a reputation for supplying outstanding services, far better than its competition.
which may persuade the procurement otfice to choose it over any other contractor. On
the other hand. if 2 variety of supplies are needed for a using department, utilizing a
variety of contractors might be the most cost-effective choice to make. Second. they
must decide either to purchase from a manufacturer or a distributor. Purchasing from a
manufacturer will often be more cost effective. However, the government cannot always
purchase directly from the manufacturer. Sometimes it will be necessary to find a
distributor to provide a good or service. For example, the Montgomery County
Government has accounts with distributors such as the Home Depot and Staples where
they buy office supplies and other goods. Finally, they may decide to purchase goods or
services from a local source or ignore geographical location all together. By selecting a
local source. the government may support the local community because it is doing
business with its citizens. Time factors into this decision as well. A contractor that is
located far from the using department could provide a service at a lower cost, but would
require more time to deliver it than a local contractor. Each of these factors go beyond
selecting a contractor simply because, its products or services are of suitable quality and

cost. (Lewis, 1951)

2.5.1 Choosing a Contractor

As mentioned earlier, contractor selection is a pre-award step that plays a key role
in the outcome of the post-award process. The initial selection of a contractor is very

important. In order to prepare an Invitation for Bid, one needs a written specification,
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product costs, standardized factors. and a timeframe. Duncan and Tignor (2000) talk of
benefits of effective planning. If the using departments can reduce the number or rush
purchases and ensure that adequate materials are on hand at all times, they can increase
the efficiency of Montgomery County and reduce costs. Not having sufficient knowledge
about a vendor can lead to problems. The time spent during this process leads to fewer
conflicts with vendors and contracts in the post-award process. Burt (1984) states “the
right source is one that can provide the right quality of materials or services, on time, at a
reasonable price, and with the services required to create a satisfied customer™. Dr.
Tignor (2000), the director of the Montgomery County Office of Procurement says, “the
aim of any good procurement function is to obtain goods and services of the proper
quality at the best possible prices.” The selection of these goods and services is very
important. Burt (1984) feels that there are three common problems that occur in the
selection process:

e Insufficient attention is given to the screening of possible suppliers.

e Purchasers do not take full advantage of ﬁnknown/unused sources.

e Competitive bidding is not used much in the private sector and overused in the

public sector.

In Burt's (1984) opinion, a procurement rule of thumb is to avoid requesting a bid
or quotation from a specific contractor unless knowledge is available on that contractor’s
qualifications. He believes that purchasing departments should have time to become
acquainted with the contractors before selecting them to be a contract supplier. Burt
(1984) says that visiting the contractor’s facilities allows the buyer to understand what

the contractor is capable of doing. During these meetings, the focus should be on the
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services required and the prospective supplier’s ability to satisfyv these requirements
(Burt, 1984). In Montgomery County. the procurement office does not engage in
personal visits to vendors” facilities. The Office of Procurement does not have the
resources to investigate contractors to this extent. It relies on written quotes and past
experiences with vendors to make decisions.

Corey (1978) states that, “under normal supply and demand conditions. vendor
selection is a matter of choosing from among a number of qualified sources. However, in
periods of shortage. buyers have to put considerable effort into identifying sources and
persuading them to make supply commitments™. Both of the authors, Burt (1984) and
Corey (1978). put emphasis of the pre-award process. Corey (1978) defines, “the process
by which a buyer ultimately arrives at a contract agreement with a seller may be
conceived as a series of cuts. each one narrowing the list of candidates™. Again, Burt
(1984) and Corey (1978) have a similar outlook on the selection process. Both authors
say that companies tend to favor distributors that they have done business with
previously. A common situation Montgomery County encounters is the repeated use of
non-county project managers, consulting firms, and contractors when using departments
engage in mini-contracts. At this time there is no method for monitoring how a contract
administrator allocates smaller contracts for the department. This is because purchase
orders below $5.000 or contracts below $25,000 are not required to go through the Office
of Procurement. As in private industry, networking is sometimes utilized instead of a
fairer bidding approeach. Ultimately this practice makes it difficult for new contractors to
.enter the system. Allowing new vendors to enter the market can add diversity and new

options in products, services, and price. However, bringing in new suppliers involves



uncertainties and administrative costs. The new vendors must be evaluated and
researched to ensure they can meet the goals of the contract. In the identification process.
a list of potential sources is created and after the evaluation process a smaller list of
qualified vendors remains. Corey (1978) recommends that the evaluation stage be
designed to get all of the qualified vendors who satisfy all the necessary criteria. This
would allow the final decision to be based on price alone. In writing for the United
States Supreme Court, Justice Black said:

“Like private individuals and businesses. the Government enjoys the
unrestricted power to produce its own supplies, to determine those with
whom it will deal. and to fix the terms and conditions upon which it will
make needed purchases.™ (Tether, 1977)

This holds true for all governing bodies, including Montgomery County. The
Montgomery County Office of Procurement chooses contractors accordingly, based on

the County’s needs as well as the needs of the using department.

2.5.2 Contractor Relationships

Carlisle and Parker (1989) say: “Cooperation between industrial users and sellers
is a far more powerful strategy for making them both more profitable in the long term
than any adversarial approach yet devised.” The authors believe that Americans are
worried about profits and individuality and not getting the job done as well as possible.
When government agencies engage in contracts involving large monetary commitments

for goods and services an emphasis should be placed on cooperation with contractors. In



the end, this will yield a more satisfactory result for both sides and allow for a higher
level of quality to be attained.

Carlisle and Parker (1989) say that there is a need for more trust in buyer-seller
relationships. Companies are usually interested in short-term projects, which result in less
time for building relationships. Carlisle and Parker believe that there is a direct
correlation between how an organization acts internally and how it acts towards its
suppliers. Organizations are broken down into three phases: Pioneer, Rational/Scientific,
and the Integrated phase between the company and the vendor. Basically, the first phase
is the beginning of the organization. Usually, there is only an idea of what the group
wants to accomplish. The second phase, Rational/Scientific, is when the ideas start to
turn into goals and the organization forms good internal relationships. The third phase is
Integration between the organization and the vendor. Carlisle and Parker (1989) say that
organizations should figure out which phase they are in and try to migrate towards
Integration.

Carlisle and Parker (1989) say that there is a need for an intermediate group, such
as a procurement office, that will take in ideas from executives and buyers. This will
allow both sides to be heard and therefore the group should come up with a good
compromise. An intermediate group would also serve to add new ideas and work out any
problems with the contracts before it is carried out. There is a lot of disagreement on this
topic and many believe that the intermediate groups add an unnecessary bias to the
decision making process. (Carlisle, 1989) An organization should not have cost-minded
buyers make all the decisions. They say “this results in a failure to consider all of the

needs of the implementing groups in the resolution of the issues.” (Carlisle, 1989) The
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closer the relationship between the buyer and seller. the more likely it is that the contract
will be successful. This is especially important during the post-award process because it

will lead to better negotiations and problem solutions.

2.5.3 Government Reputation with Contractors

MacManus (1992) said. “businesses don’t think too highly of government as a
business partner.” Surveys show that the harshest judgement comes from companies that
have never had a contract with the government. MacManus believes that the reasons for
this poor attitude towards government contracts is that it generally takes a long time to be
paid for their services. The government maintains that this is required to ensure that the
job was done right. (MacManus, 1992) The current policy of the Montgomery County
Office of Management and Budget is to pay contractors within a 30-day period of
completion of a contract and Montgomery County agrees to pay interest on the money if
payment is not made on time. Regardless, the government’s (not necessarily
Montgomery County’s) unfavorable image could cause problems during the procurement
process. Companies can be quick to blame the government for any issues that may arise
during this process. Any delays that occur during this process tend to be frowned upon
by vendors, even if they are part of a standard procedure. Thus, it is important for a
government agency to set clear guidelines for their business to minimize trivial

complaints.
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2.5.4 Getting The Most Out Of Contractors

Kelman’s (1990) research shows that industry contracts are usually longer in
duration than government contracts. He said that “two main factors work toward creating
such standard relationships: the incentive for good performance created by the linkage of
past performance with future orders; and the site-specific knowledge that vendors gain
from working for a long time at a customer’s operation.” (Kelman. 1990) Contracts of
shorter duration require that the vendor continue to do a good job because he can easily
be replaced. One of the best ways to get good performance from a contractor is to reward

them with repeat business. (Kelman, 1990)

2.5.5 Contractor Performance

According to Fearon (1993), there are several aspects that government agencies
look at when considering how a contractor will perform. These include:
e Proven track record of obtaining the contract goal at the right price
e Meeting the contract requirements.
o Statistical data that backs up their performance record.
e The ability of the vendor to set priorities and fix problems that may prevent the
contractor from completing the contract successfully.
e Consistency and the ability to improve their product in ways that benefit the
agency.
There are two ways to measure contracfperformance. These are outcomes and
output. Outcome is the way a contractor’s service affected the agency. “Measurement of

outcomes, or results, is used to indicate how effectively awarded contracts assist agencies
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in meeting their program and mission requirements.” (Kestenbaum, 1995) Output is
what was actually produced by the contractor. These are two entirely different things.

Output is the product of the work. and outcome is the result and its effect on the buyer.

2.6 Contract Negotiations and Awards

The Montgomery County Office of Procurement is investigating ways to improve

the post-award process and eliminate or reduce conflicts with contractors. Barlow (1982)

said that one of the most difficult problems confronting a purchasing agent is being
forced to negotiate when an arrangement has gone bad. The reasons for reopening a
negotiated contract usually fall into one of three categories: price, specifications, and
quantity. If problems arise with a vendor. amendments must be made. As mentioned
earlier, a contract can be terminated by legal action against the vendor or efforts can be
made to reevaluate and change the contract with buyer and seller approval.

Contracts are awarded to the bidder who demonstrates that they are able to
produce a quality product of service that meets the contract specification and can offer
the lowest price for goods and services. Therefore, a contract is not always simply
awarded to the absolute lowest bidder. (Holding, 1975) “Guidelines for evaluation and
award should encompass a determination of who submitted the lowest bid, whether the
low bid is responsive, and whether the low bidder is responsible.” (Holding, 1975) To
determine if the low bidder is responsible we must look at several aspects of the
company. These include:

¢ Financial stability

e Production capability

17



e Ability to deliver on time
A contractor may demonstrate these abilities through previous contracts either
with the government or other agencies. Responsiveners. in terms of contract
specification, m:ans that the bid does not have any contradicting terms or calculation

mistakes in it. (Holding 1975)

2.7 Contract Modifications and Terminations

The Office of Procurement works with using departments and vendors to make
amendments to contracts. A contractor, procurement specialist, or a contract
administrator in the using department may request contract modifications. These
modifications help using departments and the county to have projects and services
completed by the vendors. There are two types of orders involved in contract
modifications that do not change the original specification of the contract. These are field
orders and change orders. Field orders are used when unexpected situations arise. For
example, if a major traffic light went out, a field order would be issued so that it could be
fixed immediately. A field order would be appropriate when construction has already
started and can also be used for goods and services. Field orders modify contracts more
quickly than an amendment process and are beneficial for a work in progress where
limited modification is required. They are not allowed if sufficient time is available for
either a change order or contract amendment to be made.

When there is sufficient time, the procurement specialist can authorize a change

order to modify the contract. These changes can include a variety of different things,
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such as an alteration in the delivery time. price or quantity of goods and services in a
contract. They can occur with or without the consent of the contractor.

Finally. contract amendments can be made if a modification is needed that goes
beyond the original scope of the contract. Both the contracting officer and the contractor
need to sign the amendment in order for it to be valid. (Montgomery County
Government. Procurement Regulations, 90-93)

These types of contract modifications, especially field and change orders. can lead
to contract disputes. In the case of field and change orders. where a contractor’s consent
is not necessary, a contractor could claim s/he was never informed of any changes made
to their contract. This is why it is necessary for there to be good communication between
the Office of Procurement and the using department contract administrators as well as
with the contractors themselves.

There are three ways in which a contract may be terminated. The first is by
default. This happens when a contractor materially breaches a contract. The second is
for convenience. This occurs when the county décides that it is in their best interest to
terminate a contract. In the Montgomery County Office of Procurement there are specific
procedures for terminating a contract with a contractor. The Director of the Office of
Procurement is the only person authorized to terminate a contract. (Duncan, 2000)
Finally. a contract may be terminated upon mutual consent of both parties involved. This
type of termination requires the County Attorney’s approval (Montgomery County
Government, Procurement Regulations, 1997).

A contract is terminated for default when a contractor has failed to provide the

goods or services in the specified time or when the contractor has failed to comply with
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the terms and conditions of the contract. Once the using department is aware of the
negligence of the contractor, the department monitors and documents the problem. At
this point the Director of the Office of Procurement is notified of the poor performance.
The using department requests assistance from the Office of Procurement to help fix the
problems at hand. If the problem persists, the department requests termination of the
contract by thg Director and the Office of Procurement. At this point, the Procurement
Office must notify the contractor of its deficiencies and request completion of the
required work within a certain attainable time period. If the contractor is unable to
complete the work. negotiation of liquidated damages is discussed. The office
determines if the county should continue with the contractor, and if not, notifies the
contractor that the contract is terminated for default (Duncan, 2000).

Termination for convenience is used when the County decides that the contracted
goods or services are no longer needed. In this instance the department reviews the
relevant contract and determines that the services are no longer required. The department
is responsible for preparing a report with evidence supporting termination for the Director
of the Office of Procurement. The using department issues payments for outstanding
invoices before the termination.

The Procurement Office sends the contractor the termination letter. Settlement of
outstanding gbods and services is agreed upon, and titles for County belongings are
exchanged. This means that financial obligations are determined and settled between the
parties. The contract is then officially terminated (Duncan 2000).

Termination by mutual consent is used when both parties agree to contract

termination without assigning fault or any compensation to either party. In this case the
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using department receives an approval notice from the Office of Procurement. A report
is then prepared for the Director of the Office of Procurement and outstanding payments
are made. The Procurement Office arranges for the transterring of titles of County

property and the contractor is officially notified of the termination (Duncan, 2000).

2.8 Monitoring Customer Satisfaction

Any business or agency that strives to be successtul must have good customer
relations. Many businesses and agencies have developed a standard for customer service.
The mayor of Washington D.C.. for example. has implemented a minimum standard for
telephone customer service. He requires that all government-employed telephone service
representatives have a basic knowledge of their functions within the agency they work
for, that they remain courteous at all times, and that they return phone calls within 48
hours. (District of Columbia: Mayor’s Office, 2000) Montgomery County recently
implemented an initiative called “Montgomery Measures Up!” This program is an effort
to define what the County is seeking to achieve for the community and then measure the
progress achieved. It reports on the performance of the County and develops new
methods to improve the quality of Montgomery County.

Many businesses and agencies have even gone as far as hiring a third party to
monitor their employee-customer relations. (“The Center for Excellence in Local
Government”, 1988) Methods for monitoring customer service include surveys,
interviews, and the‘ use of a “mystery shopper,” where a person will act as a potential
customer in order to gain information regarding such things as employee courtesy.

Regardless of which method or methods are chosen, the goal remains the same: to
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provide up-to-date information that detects and details any flaws or weaknesses. and

strengths that exist in the business’s system. Evaluating response times to complaints.

quality regarding products or services. and common courtesy when interacting with

customers are good areas to investigate. (Milford. 2000)



Chapter 3 Methodology

The purpose of this project was to identify the strengths and weaknesses in the
current post-award process. Specifically. we investigated customer service standards and
response times to contract disputes. To gather the required information for this project.
we conducted a series of interviews with using department contract administrators as well
as contractors themselves. We took this data and performed content analysis to
determine where the Office of Procurement needs to focus its attention. From this
analysis, we made recommendations that would help to improve customer service issues

and speed up response times to contractor complaints.

3.1 Data Collection

The primary source of information for this project was a series of personal
interviews with using department contract administrators. We chose to use face to face
interviews for several reasons. Personal interviews allow the interviewer to draw the
person out and get them to speak from experience. They also allowed us to watch for
reactions and body language, which helped to show how the interviewee felt. The people
who we interviewed were close to our office, so they were easily accessible. These
interviews were done in a semi-standardized format. This means that there was a list of
predetermined questions but the interviewee was allowed to digress from the question.
This allowed the interviewee to tell us all the information that they could think of and
identify strengths or weaknesses we had not forseen.

The personal interviews had three main goals. The first was to generate a list of

strengths and weaknesses in the current post-award process. We looked for strengths



because this would allow us to tell the Office of Procurement what they were currently
doing well. The list of weaknesses helped us determine what needs to be done in order to
improve customer satisfaction. The second goal of the personal interviews was to collect
data on response times when people contacted the Oftice of Procurement. We wanted to
know how long it took for the contract administrators to obtain a resolution to their
problem after they had contacted the office. We also wanted to know if these times were
adequate and what could be done to improve them. The third goal of the interviews was
to identify the communication methods used by the Office of Procurement and the
contract administrators. We wanted to determine if the using departments could contact a
prrocurement specialist when they needed one. We also wanted to know if the
procurement specialists were able to respond to the inquiry in a timely and .
knowledgeable manner.

The interviews consisted of straightforward questions that did not include risk to
the interviewee. For this reason, we used an informational interview style. The
questions, included below. were open-ended to allow the interviewee to digress from the
topic. The first question in the interview allowed us to understand the interviewee’s
overall impression of the Office of Procurement. This question was used to break the ice
and get the interviewee thinking about procurement. We then moved on to assess
communication between the Office of Procurement and the using department. Response
times were the focus of these questions because they required more thought. Finally, we
asked specifically about the strengths and weaknesses of the current post-award process.
These were the most difficult questions to answer so we asked them at the end of the

interview.
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The first question in our interview was:
Could you give us a few words that would describe your overall impression of the
Olffice of Procurement?
We asked this question because we wanted to get a gencral feel for how contract
administrators felt about the Office of Procurement. It also made a good opening
question because there was no risk in answering and it set the mood of the interview. The
second question jumped right into communication issues:
What are your primary methods of communicating with the Office?
Phone/Email; Fax/Mail/Personal Meetings
The purpose of this question was to introduce the topic of communication between the
Office of Procurement and the Using Department Contract Administrators. It also served
to guide us into the next question:
When you make a complaint about a contractor with the Office of Procurement,

do you usually get an answer to your problem? Is this adequate?

1. Within 24 hours
2. Within I week
3. More than 1 week

This question began our research on response times. After the interviewee answered this
question, we asked if the response times they experienced were adequate. If they were
not, we drew them out and tried to find out what could be done to help them. This led us
to our next two questions, which dealt with response time delays and communication

improvement possibilities:
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In your opinion, what are the main fuctors that cause delays in the post-avvard

procurement process?
This question was designed to find out what the contract administrators felt were causing
delays when theyv had a contract dispute. This provided us with ideas on how to make the
process go more smoothly. The next question was aimed at inter-office communication
and how the Office could make it better. The fifth question was:

What do you feel could aid your efforts to better communicate with the Office of

Procurement?
The goal of this question was to determine the kinds of things the Office of Procurement
could do to help fix any communication problems between the procurement specialists
and the contract administrators. There was some discussion of the need for a “call
center” at the Office of Procurement. and this question might help determine whether or
not a call center would be warranted. After we have determined what kind of
communication and response time problems existed, we moved on to learn about the
contract administrators experiences with contract terminations. The sixth question was:

Have you ever worked with a contract termination? What was your experience

with the Olffice of Procurement during this process?
The aim of this question was to determine what problems a contract administrator might
encounter when they were involved in a contract termination. This is very important
because contract terminations are the most complex and time-consuming portion of the
post-award process. The next two questions were designed to help determine the
strengths and weaknesses of the current procurement system:

What, in your opinion are the major strengths of the current post-award process?

26



What. in your opinion are areas that need improvement with the current posi-

award process?

The final question was the only one in our interview that involved risk:

When a contract dispute arises, when might you not feel comfortable dealing with

the Office of Procurement to try to resolve the problem?

The goal of this question was to get an understanding of why a contract administrator
would try to avoid using the Office of Procurement when dealing with contract disputes.

After creating the interview questions, we pre-tested them on three different
audiences. The first pretest was conducted on a Procurement Manager in the Office of
Procurement. This helped us make sure the questions were worded in a straightforward
way and that the interviewee could easily understand them. The next pretest was
conducted on a respondent. This helped us determine how an actual interviewee would
handle our questions. The final pretest was conducted on our sponsor. This final pretest
ensured that we had effectively worded the interview and that all questions could be
easily understood by anyone who took it. It also checked the validity of the questions
and ensured that the correct inforniation would be gathered. After each pretest we
redrafted the questions before testing again.

Now that we had determined the questions for our interviews and pre-tested them
in the field, we needed to decide what our frame would be. We used stratified sampling
to determine the specific people to interview. To do this, we first separated the
population (using departments) into sub-groups. For this project, we wanted to interview
departments that were heavily involved with the Office of Procurement. We chose three

criteria to separate the departments. We first looked at the number of contract



administrators in each department (Figure 4.1). This is very important because it gives an
idea of how many contracts the department deals with and also the complexity of the
contracts. The second criterion was the total number of contracts that each department
handles (Figure 4.2). This is important because we wanted to select sub-groups that were
actively involved with the Office of Procurement. The third criterion used to select the
specific sub-groups of the population was the number of contracts that were completed in
the past vear and cost above $100.000 (Figure 4.3). We wanted the number of contracts
above $100.000 because this would tell us how many contracts the department dealt with
that were in the area where customer service issues were bound to turn up. Contracts
with values under $100,000 are usually purchase orders and are not likely to cause

customer service 1Ssues.
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We collected data pertaining to our criteria on each sub-group of the population
and plotted it. This showed five departments that were always in the top six in each of
our criteria. The departments were:

e Health and Human Services

e Public Works and Transportation

¢ Information Systems and Technology

e Housing and Community Affairs

e Recreation

We decided to eliminate the recreation department because many of its contracts
were personnel related. Contracts for personnel rarely involve disputes in the post-award
procurement process. This is because the contract is for payroll purposes.

With the specific departments selected, we chose specific administrators to
interview from the list of candidates. Again. we decided upon some criteria that each
person needed to fit. The first criterion was that they needed to have active contracts
with the Office of Procurement. The reason was that we wanted their experiences to be
fresh in their mind. We also wanted them to know how the Office is currently working.
The second criterion was that they should have at least two years of experience in
working with contracts and the Office of Procurerﬁent, We felt that this was the
minimum amount of time that a person would need in order to have a full understanding
of how the Office worked and its strengths and weaknesses. The third criterion was that
the people should have worked with a contract termination. The reason was that we
needed people who have had experience with dispute situations and how the Office of

Procurement handled them. Due to the time constraints of this project, it was impossible
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for us to investigate each of the 120 contract administrators. The best way for us to
obtain the information we needed was through the buvers that worked with the contract
administrators. In order to reduce any bias. we asked the director to assure the
procurement specialists that our findings would not discuss specific people but rather the
office as a whole.

The information we were looking for is qualitative. We wished to learn how
people feel the Office of Procurement was doing in the areas of customer service and
response times. We wanted to know what could be done to improve customer relations
and response times to complaints. The director of the office collects quantitative data on
a yearly basis. so it is not necessary that we find this information. There are 120 total
contract administrators. We interviewed 10% of this number, or 12 people. We chose
the number of contract administrators to interview in each department based on the
number of contract administrators in that department. For this reason, we interviewed
seven people from public works and transportation, two from health and human services,
two from information systems and technology, and one from housing and community
affairs personnel.

After selecting the specific people to interview, we first sent them a memorandum
by mail. This note was signed by our office director and gave a brief overview of the
project and our purpose in interviewing them. We followed up with a phone call to setup
an interview time. During the phone call, we introduced ourselves, gave a brief summary
of the project, and asked if we could schedule an interview. The script for this pﬁone call
can be found in Appendix F. We also notified them that the interview should last

between 15 to 30 minutes, depending on how much they had to say.



The interviews were conducted in the same manner for each person. First. we
introduced ourselves and explained a little about the project. We then started asking our
questions. We tried to draw them out when the need arose but we did not deviate from
the questions to ask new ones so that there was consistency between interviews. We
believed that people that work in government might be afraid to be recorded on tape, so
we decided to hand transcribe each interview. We did not want them to be afraid to
answer our questions. Two out of the three of us attended each interview. One facilitated
by asking the questions and the other helped to draw the person out while taking notes.
We transcribed the interviews immediately so that we did not forget what the person said.

The personal interviews will provide the basis for our recommendations to the
Office of Procurement. To supplement our data. we also interviewed contractors that
worked for the Montgomery County Government. This provided us with two different
aspects of customer service in the Office of Procurement.

The secondary source of information for this project was phone interviews with
contractors. This allowed us to see customer service from the perspective of the
contractor as well as the using departments. We chose to use phone interviews for
several reasons. The Office of Procurement needed to understand how contractors felt
about the Office of Procurement and what they believed it could do better. A semi-
standardized interview was the best way to do this because it allowed the interviewee to
digress from our questions if they had something to add. We chose a phone interview ’
over a personal interview because the contractors were not all easily accessible. Due to
the time constraints of a phone interview, we were able to conduct more of them, which

allowed us to get input from a larger variety of contractors.
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The goals of the phone interview were very similar to the personal interviews.
However. due to the limited time that we were able to speak on the phone. the goals were
more focused. The first goal of our phone interviews was to gain insight on the
contractors perspective regarding weaknesses in the current procurement system. The
second goal was to determine what could be done to improve the customer service needs
of the contractors. The third goal of the phone interviews was to answer some
quantitative questions for the “Montgomery Measures Up!™ program. These questions
could be used by the Office of Procurement in the future to determine the number of
complaints from contractors regarding contract administrator support.
The phone interviews consisted of straightforward questions that involved no risk
for the respondent. For this reason, we used an informational style interview. The
questions were open-ended to allow the interviewee to digress from the topic. The
interview contained three open-ended questions and two five-point Likert questions.
The first question was:
What, if any, are the major problems that you have encountered with the Olffice of
Procurement after a contract has been awarded?
The purpose of this question was to generate a list of major problems with the current
post-award procurement system. The answers to this question supported the personal
interview responses while contributing a new perspective to the results. The second
question was:

What is the average response time you experience when dealing with the Office of

Procurement? Is this adequate?
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The purpose of this question was to gain insight on response times contractors received
from the Office. It allowed the contractor to tell us if the times were sufficient The third
and final open-ended question of the phone interview was:

Cun you recommend some things that the Office could do to better serve your

needs?

This question provided an opportunity for the contractors to suggest to the Office of
Procurement recommendations that would lead to better service.

The final two questions were designed to get qualitative answers for the
“Montgomery Measures Up” program. These questions were used to identify the level of
customer service support at the Office of Procurement and the support that contractors
received from contract administrators. To answer these questions, we used a five-point
Likert scale with 1 being poor and 5 being excellent.

On a scale of 1 (worst) to 5 (best), how would you rate the:

Quality of customer service at the Office of Procurement

Poor Fair Good Very Good  Excellent

1 2 3 4 5

Support from contract administrators after a contract has been signed

Poor Fuair Good Very Good Excellent

1 2 3 4 5
After we created the interview questions, we pre-tested them on three different
audiences. The first pretest was conducted on a Procurement Manager in the Office of
Procurement. This helped us make sure the questions were worded in a straightforward
way and that the interviewee could easily understand them. The next pretest was

conducted on a contractor. This helped us determine how an actual interviewee would



handle our questions. The final pretest was conducted on our sponsor. This final pretest
ensured that we had etfectively worded the interview and that all questions could be
easily understood by anvone who took it. It also checked the validity of the questions
and ensured that the correct information would be gathered. After each pretest we
redrafted the questions with our corrections before testing again.

In order to be able to compare our personal and phone interviews. we decided to
interview contractors that worked for the same four departments used in our contract
administrator interviews. We also decided to use contractors that had completed a
contract in the past year and that had contracts valued at greater than $100,000.
Choosing contracts within the last year yielded contractors that have had recent
experience with the Office of Procurement. We also wanted contracts of high value
because this was where the most customer service issues occured. In order to select
individual contractors to interview, we gathered information on all the contractors that
met our criteria and sorted them by department. Due to the length of our phone
interviews. we decided that we could interview oﬁe contractor for every contract
administrator that we interviewed. Here is the breakdown of interviews by department:

e Department of Public Works and Transportation — 7

e Department of Health and Human Services — 2

e Department of Information Systems and Telecommunications — 2

e Department of Housing and Community Affairs — 1

Based on these numbers. we selected the appropriate number of contractors from
our department groupings. To select the specific people, we took the total number of

contractors that met our criteria in each department and divided it by the number of



contractors that we wanted. We shall refer to this number as x. We then selected every
x™ contractor from our list. If we were unable to contact a contractor. we went to the next
contractor on the list.

The phone interview began with a brief introduction and statement of our project.
We didn’t have to get by any gatekeepers because we had direct contact numbers that the
procurement specialists used to contact the contractors. After the short description of our
project. we asked if they had three minutes to answer some quick questions. If they said
no. we asked if there was a time that we could call back when they would be available to
talk. The final script for this phone call can be found in the Appendix B. The interviews
lasted between three and seven minutes.

The first half of the phone interview was used to gather qualitative information.
The phone interviews helped us gain an understanding of what the Office of Procurement
could do to help the contractors work more effectively. This provided an overall picture
of how the contractors felt about customer service within the Office of Procurement. The
second half of the phone interview was designed to answer quantitative information
needed for the Montgomery Measures Up! guide. In the future. this interview could be
done as a final step after a contractor had completed his/her work, or just before a

contract was terminated.

3.2 Content Analysis
After our data collection was completed. we performed content analysis on the
interview transcriptions. Based on the goals of this project, we chose to look for four

main themes when performing content analysis. These themes were:



1. Strengths of the current procurement system

o

Weaknesses of the current procurement system

(8]

Response times to contract disputes

4. Communication

In order to determine common themes among the departments. we first analyzed
all of the interviews as a whole. looking for recurring themes between the departments.
We also analyzed department specific problems to see if there was a common cause.
After analyzing the departments as a whole. we analyzed the transcripts by department.
This was done to determine department specific problems that our contract administrators
had experienced.

We analyzed all twelve of the contractor phone interviews collectively. The
phone conversations were brief and to the point. The responses had to be questioned for
validity because that some of the answers didn’t correspond to the question asked. The
answers relevant to the problems that respondents had with Procurement were
incorporated in the results section. We also used the quantitative data gathered from the
last two questions of the phone interviews to compile results, which were entered in the
Montgomery Measures Up! guide. Collectively the phone interview provided
information to make recommendations on how to contact vendors in the future with these
questions.

Once preliminary assessments were made concerning the problems encountered
with the procuremént system, the director of the Office of Procurement was informed of
our findings. The reason was to gain feedback from within the office and to see if our

recommendations would be appropriate for the Office of Procurement. We did this in the



form of a personal meeting. During this meeting. we showed our proposed
recommendations and asked for any comments or additions that the director might have
that would make her work easier. The Director’s recommendations were incorporated
into our report.

Based on the results of our content analysis and input from the Director of the
Office of Procurement, we determined recommendations to improve upon the current
customer service levels within the Oftice of Procurement. These results were presented

to the Office of Procurement in our final report.
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Chapter 4 Results and Discussion

The purpose of this section is to discuss and analyze the results of our interviews.
To determine which characteristics were common to all using departments. we began our
content analysis by identifying common themes in the interviews. We then focused on
each individual department. This allowed us to determine department specific themes.
We focused our content analysis in four areas:

o Strengths of the current procurement system

o Weaknesses of the current procurement system

e Response times to contractor complaints

e (Communication methods

4.1 Common Themes

To determine common themes among the using departments, we analyzed all
twelve interview transcripts, looking for recurring themes. We also analyzed the sources
of department-specific problems to determine if there was a common problem that each
department shared. We discovered that the using departments shared several common

characteristics.

Strengths of the Current Procurement S ystem

The main strength of the Office of Procurement is its staff. When asked t'o
identify major strengths of the current procurement systém, our respondents said, “The
staff. They are responsive to our needs and they really know what they’re doing” and

“They (buyers) are quick to respond and are very clear on what needs’to be done.” The



procurement specialists were repeatedly described as being “knowledgeable . “caring ™

and “quick to respond .
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Figure 4.1 Strengths of the Current Procurement System

As shown in Figure 4.1, all twelve of our interviewees reported that the procurement
specialists were responsive when answering their questions. All of our respondents also
said that the staff had an excellent knowledge of the procurement regulations and how .
procurement worked. In fact, no negative comments were made regarding the personnel.
According to Figure 4.1, another strength of the current procurement system is the

availability of its staff. Eleven out of twelve of out interviewees felt that the staff was
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always there when they needed support. The respondents also said that inter-office
communication was excellent. Eleven out of twelve respondents said that they rarely. if

ever, had to wait to speak with a procurement specialist.

Weaknesses of the Current Procuremeht System

When we asked to identify major areas that needed improvement in the current
procurement system. we found that many of the weaknesses were department specific.
This was due to the fact that each department has its own special needs and deals with its
own types of contracts. However. this did not mean that the problems were unrelated.
Many of these weaknesses could be linked to a common problem. We found three

specific areas where problems tended to overlap:
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. Figure 4.2 Weaknesses in the Current Procurement System
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e Inflexible Procurement Regulations

e Lack of Training for Contract Administrators on Procurement Regulations

e Lack of Training for Procurement Specialis:s in Department Specific Fields

As can be seen in Figure 4.2, eight out of twelve interviewees felt that the
procurement regulations were not flexible enough to meet the needs of their department.
For example. a Health and Human Services respondent said. “The regulations are geared
more towards widgets and products and we are in the business of supplying services to
our patients.” A Department of Public Works and Transportation respondent said. "4
broader interpreiation of the law is necessary to serve the needs of each individual
department. " It is clear that the interviewees felt that the Procurement Regulations could
be changed to improve department flexibility.

Another area that our interviewees felt needed improvement was training for
contract administrators on procurement regulations. Figure 4.2 shows that ten out of
twelve of our respondents would like to see more training on procurement regulations.
One interviewee wrote, “Contracts are intentionally written with a gray area in them so
we can take care of certain small problems without the aid of the buyer.” This could
show that there has been a lack of understanding on how procurement works. Several of
our interviewees wanted to see training specific to certain topics in procurement
regulations. Specific topics that were mentioned by our respondents include contract
amendments and terminations. The interviewees said that the training seminars have
covered only the very basic topics and often gave too much information to comprehend at

once.

42



Some of our respondents wanted to see more help or support when writing
contracts. They said that the process of writing a contract would be less painful if thev
had more assistance from the Office of Procurement. Many times, the contract
administrators had written a contract that they felt followed the current regulations. but in
reality this was not the case. This problem could be eliminated if the contract
administrators were more familiar with procurement regulations.

In addition to training for contract administrators on procurement regulations. the
interviewees also felt that the procurement specialists could use some training in specific
department-related fields. Comments such as “Buyers should be more educated in
contract lanw, and Maryland construction law ™ were found in the interview transcripts.
Our respondents felt that it would be very beneficial to have the procurement specialists
go through training on department related topics. For example. the Department of Public
Works and Transportation would like the procurement specialists to have training on the
way contractors work. This type of training would be beneficial to the Office of
Procurement because it would help the procuremént specialists understand. It would also
lead to less delay when the procurement office is reviewing contract disputes because
they would have a working knowledge on how the department works.

Another widespread complaint was that the current structure of the Procurement
Office does not give buyers enough authority. This causes delays in the process when
multiple signatures are needed to complete or amend a contract. Checks and balances are
a necessity when dealing with contracts of large monetary value and less experienced
buyers. Using departments would prefer a more streamlined system. It’s understandable

why such requests would be voiced, to expedite the writing of contracts and speed up the
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amendment process. However, this may not be possible because the existing system was

implemented to protect the integrity of the procurement system.

Response Times to Contractor Complaints

A response time is the time it takes for the Office of Procurement to respond to a
dispute and provide assistance in finding a solution. According to our interviewees.
response times to contractor complaints were very good. As can be seen from Figure 4.5.
ten out of twelve of our respondents said that they received either a resolution to their
problem or confirmation that it was being looked into within 24 hours. All twelve of our
interviewees said that the Office of Procurement responded to their inquiries in an
adequate amount of time. In fact, there were no complaints regarding response times.
The using department contract administrators also mentioned that when there was a
delay, they understood that the Office of Procurement was doing its best to get a solution
to the problem. They also realized that the Office of Procurement was not always to
blame for delays they might experience. A lot of the delays were due to contractor non-
responsiveness and the need for approvals from the County Attorneys Office. The blame

for delay was never placed on the Office of Procurement.
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Question — When you make a complaint about a contractor with the Office of

Procurement, how long does it usually take to get an answer to your problem?

Number of 5 '
Respondents

w2

7

Within 24 Hours Within 1 Week More than 1 Week
Average Response Times To Questions

Figure 4.2 Average Response Time to Contractor Inquiries

Communication Methods

Communication was another strength in the Office of Procurement. All twelve of
our respondents had no problems contacting the office. The contract administrators said
that if they were unable to get into contact with their procurement specialist, their call
was always returned promptly. The main form of communication between the oftices

was the telephone. In fact, all twelve interviewees said this was their method of choice.
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Several respondents said that email was too impersonal for procurement matters.
Another strength of the Office of Procurement was its location. The building is located
near the contract administrator offices. This has made it very convenient for the contract
administrators to meet with procurement personnel in person. In fact, 10 out of 12
interviewees mentioned that they occasionally met in the office. This was good because
it allowed the procurement specialists to meet in person with the contract administrators.

This helped to build trust, which was important for the process to run smoothly.

Discussion

Based on these results, we can see that the Office of Procurement is doing a good
job maintaining a high level of customer satisfaction. For the most part. the contract
administrators were very satisfied with the procurement staff, inter-office
communication, and response times to their complaints. They felt that the main areas that
needed improvement were:

o Flexi‘bility of procurement regulations

e Training for the buyers on department specific knowledge

e Training for contract administrators on procurement regulations

e Procurement Office Structure
Now that we have analyzed the transcripts for common themes between departments, we
will now examine each department separately, looking for department specific

characteristics.
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4.2 Department of Public Works and Trahsportation

The Department of Public Works and Transportation (DPWT) is the largest of the
four departments interviewed. This department has more contract administrators and
contracts than any other using department in Montgomery County. The majority of their
contracts are with construction contractors who build and maintain roadways and public
buildings. These contracts are usually awarded to the lowest-bidder and are typically
long-term projects. The following results are based on content analysis performed on the
transcripts from seven contract administrators in the Department of Public Works and

Transportation. There are 41 contract administrators in the department.

Strengths of the Current Procurement System

Many of the DPWT interviewees mentioned that there was a sense of trust
between the contract administrators and the procurement specialist they work with. Trust
was mentioned in four out of the seven interviews as being a major strength. One
respondent said, “When I make a contract recommendation to her, she goes for it. This is
because of the relationship we have. She knows that when I make a recommendation, I
have done my homework to make sure the contractor checks out.” This shows the level
of trust between the buyers and contract administrators in this department. The
procurement specialists experience and attention to detail was also praised. and many
interviewees noted that the buyers were able to understand their needs. [h summary, the
DPWT interviewees felt that the main strength of the Office of Procurement was. its staff

and their trust in the contract administrators.
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Weaknesses of the Current Procurement System

Five out of seven DPWT contract administrators felt that they needed a more in-
depth knowledge of procurement regulations. They mentioned that specific training on
topics such as contract terminations and contract amendments would be helpful to them.
The contract administrators realized that the Office of Procurement has held biannual
training seminars on procurement regulations, but felt that only covered the basics of the
procurement process.

The interviewees felt that the procurement specialists did not have enough
knowledge of the way contractors worked. One respondent suggested “buyers be more
educated in contract law, and Maryland construction law. " Buyers need to understand
some of the problems specific to construction contracts. Five DPWT interviewees stated
that they never felt uncomfortable dealing with the Office of Procurement if a contract
problem arose. However, two interviewees admitted that they might occasionally avoid
contacting the Office With a problem if they felt that the buyers might not completely
understand the situation. One interviewee explained that sometimes he might be able to
resolve a problem or close a deal quickly due to his extensive knowledge of the field.
Another interviewee explained that contracts were written with a gray area to allow for
certain discretionary problems to be solved without the Procurement Office’s aid. These
examples demonstrated a need for buyer training in the DPWT’s field of work. The
contract administrators also admit that their lack of knowledge in Procurement
Regulations contributes to this problem.

Another theme found in our interviews was that the distribution of power within

the Office of Procurement could cause unnecessary delays in the procurement process.
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According to the DPWT contract administrators. this distribution of authority does not
allow the buyers to make important decisions about the contracts they are working with.
This can lead to delays in the contract approval process because the managers will need
time to get familiar with the contract details. Although the interviewees did feel that
some management intervention was necessary, they claimed that the buyers should be

able to handle more tasks without approval.

Response Times to Contractor Complaints

Due to their involvement with construction contracts, the DPWT contracts tend to
take longer to approve than most others. The DPWT contract administrators said that the
contractors or the number of people that must approve the amendments caused many of
the delays in the procurement process. Similar to the other departments, the DPWT

contract administrators felt that the response times to their questions were adequate.

Communication Methods

The DPWT respondents felt the Office of Procurement needed to keep the using
departments informed of any changes that they were making to the procurement
regulations. Three of our interviewees mentioned that they were in the middle of writing
a contract specification and were not informed of the changes until after they had
submitted the documents. Due to this miscommunication, the contract administrator had

to rewrite the specifications to fit the new procurement regulations.
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Discussion

The Department of Public Works and Transportation is pleased with the
performance of Office of Procurement. As mentioned earlier. time is critical for this
department, and ~ large portion of the DPWT's praise for Procurement focused on
response times. However, problems have occurred due to the buyer’s lack of knowledge

in construction and lack of decision-making power.

4.3 Department of Health and Human Services

Two contract administrators were interviewed in Health and Human Services.
There was a total of seven contract administrators in this department The transcripts
were analvzed based on content. The Department of Health and Human Services is a
service-oriented department that funds and provides health care services for the citizens
of Montgomery County. The majority of their contracts are for professional services,
which do not always coincide with the rigid procurement regulations. Their needs are
very different from departments that purchase goods. For example, a purchase order for
printer paper is more straightforward than a medical service contracted for health care
patients. The competency and reputation of a vendor is much more important when
professional services are being purchased. Buyers in procurement should be aware of
these situations to assist the Department of Health and Human Services. These contracts

can not always be handled in a lowest bid manner.
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Strengths of the Current Procurement System

The department of Health and Human Services described the Office of
Procurement as being sensitive to their needs. One respondent said. “7he buyer that e
have novw understands the needs of the Department of Health and Human Services.
There is also a great deal of trust between myself and the buyer, which helps to build
relationships with the Office of Procurement.” 1f a confusing, difficult or unusual
circumstance arose. the Office would make an extra effort to resolve the situation. When
a buyer was not completely educated on a specific topic or service. they were willing to
learn and easily trained. This eagerness to learn was attributed to the buyers” overall
interest in Health and Human Services. This enthusiasm of the Office of Procurement to
better understand the Department of Health and Human Services is beneficial to the

contract administrators in this using department.

Weaknesses of the Current Procurement System

A Weakness identified in the interviews \A;as the Office of Procurement’s
reluctance to terminate a contract for default. They would rather terminate a contract for’
mutual consent. even when the contractor was at fault. It was said in an interview that in
some instances where the vendor was defaulting on a contract, failing to provide the
goods and services it was expected, Procurement was more concerned with vendors
taking legal action against the County rather than resolving the issue for the department.
If a vendor thought the County terminated a contract unfairly they might sue the County.
For this reason the Office of Procurement would opt to terminate for convenience to

preserve a relationship with the vendor, and in the long term the using department



suffered. A negligent vendor was still allowed to bid on contracts in the County and they
didn’t have a default termination on their record. This lack of pursuing termination might
also result from the using department’s failure to monitor contraétor’s performance.

Using departments experienced inconsistent responses to questions regarding
procurement regulation from Procurement personnel. If different buyers were questioned
on a topic, different answers were sometimes given. The Contract Administrators relied
on answers from Procurement to guide and provide accurate information relating to the
contract process. Inconsistencies reduced trust building and have made interactions
between procurement and HHS more difticult.

Another weakness cited was that they had neglected to eliminate irresponsible
contractors before the negotiation process. A recent example was provided by the one
interviewee. where clearly written contract specifications were made available to vendors
in the form a Request for Proposal (RFP) by Procurement. When the contractors returned
the proposals, three out of the seven received were incomplete. This demonstrated the
contractor’s irresponsibility and non-responsiveness. However, the Procurement Office
insisted on negotiating with these contractors. This practice was a burden for the using .
department because they still had to negotiate with vendors that had not completed the
first step to bid on a contract.

Bridgé contracts (using a previously approved contract to acquire goods and
services) were mentioned in the interviews. It was necessary to write an entirely new
contract to take advantage of the bridge contract instead of simply using a purchase order.
The added task of requiring a contract to be written in order to employ an existing

contract was cumbersome and inefficient. During the conversation. the respondent said



how easy it was to write a purchase order and noted that this would be an easier way to
utilize a bridge contract.

Yet another complaint was that the Procurement Office did not take a role in
contracts that supplied goods to the whole community. For example. every time medical
supplies were needed a new contract must be written. Popular commodity codes are used
when a good or service is needed by a large majority of using departments in the County.
One respondent thought they were not being monitored and utilized for countywide
contracts with countywide usage. In this instance. it would be helpful if medical supplies
were obtained in a similar manner as paper. Many departments such as. Fire. Police.
Department of Correction, and Health and Human Services use medical supplies. It was
felt that making these supplies available throughout the County without a new contract
would be logical.

The maximum threshold allowed for a purchase order for services is $25.000.
This type of purchase order still requires at léast five competitive bids. Health and
Human Services said that with the cost of goods and services increasing, more power
should be allocated to the department. As long as the contract was bid competitively a
higher limit for purchase orders would allow for less time dedicated to writing contracts.

A problem Health and Human Services had was writing a contract to award
grants. The money was granted by the Federal Government to distribute to organizations
in the County. Currently there is no difference between grants and contracts. Contracts
require insurance, so if a grant is written in the form of a contract some of the grant
money that should be going to the organization is spent on insurance. The money was

given to the County with the expectation of distributing it to worthy organizations. The
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need to write a contract to distribute federally granted money was viewed a waste of time
and money.

Training more specific towards departments would help the department of Health
and Human Services. The semi-annual seminars that Procurement offered were not in
depth. They dealt with an overview of the procurement process and were not department
specific. The consensus among contract administrators in HHS was the services they
provided were different from those of other departments. who purchased more tangible
products. An education process for contract administrators specific to health and human
services were desired. The interviewees felt this would improve the relationships and
interactions with contractors. A certification process for contract administrators was also
mentioned and appeared to be desirable among respondents. Although the Office of
Procurement had provided training directly for HHS. it was possible that with employee

turnover, the interviewees did not participate.
Response Times to Contractor Complaints

The two respondents said that. response times for solutions to contract disputes
depended on the amount of preparation the using department did before the complaint
was relayed to procurement. Workload was given as a reason for delays in procurement,

as well as the need for a supervisor to approve large contract.



Communication Methods

The department of Health and Human Services uses the phone and email as the
primary sources of communication. A respondent said if needed, the Office of
Procurement was always available to meet to discuss contract parameters. However,
communication has also been a large part of wasted hours for Health and Human
Services. HHS thought that the Office did not keep the department updated with the new

laws and procurement regulations.

Discussion

The Department of Health and Human Services was pleased with the personalized
attention it received from the Office of Procurement. However, as discussed earlier there
were several weaknesses that the department described in our interviews. Most of the
complaints pertained to Procurement Regulations, and not with the buyer/department
relationship. A few negative comments did reflect on buyer knowledge and
consistency, but the interviewees were also aware of the willingness of buyers to educate
themselves in health and human services. It was made clear that the Department of
Health and Human Services was unlike the other using departments and, therefore, might

need different methods of dealing with Procurement.

4.4 Department of Information Systems and Telecommunications
The Department of Information Systems and Telecommunications (DIST) is
responsible for all county related use of computers, networks, and telephones. They

require the Office of Procurement be familiar with the latest technologies. We



interviewed two contract administrators from the Department of Information Systems and

Telecommunications. Twenty-four contract administrators work for this department.

Strengths of the Current Procurement System

The Department of Information Systems and Telecommunications interviewees
had a good working relationship with the Office of Procurement’s buyers. Specifically.
they described the staff as being knowledgeable. supportive and responsive to their needs.
If they had a problem or complaint. the Office of Procurement always responded in a
timely manner. According to our respondents, the strength of the Office of Procurement

-

was its personnel.

Weaknesses of the Current Procurement System

The DIST interviewees cited a few weaknesses within the Procurement Office.
Specifically, they agreed that the procurement specialists could benefit from training in
the using department’s field of work. This is especially important for the DIST
department due to its involvement with rapidly changing technology. Without the proper
background, it became difficult for the buyer to understand terms and concepts found in
‘the contract specifications. If the procurement specialists were to receive training in this
field, there would be less confusion and a more timely resolution of problems.

The contract administrators also complained about the Office’s lack of support in
a recent termination. The using department was not sure whom they should pay since the
contracted firm no longer existed. The Procurement Office advised the using department

to consult the County Attorney instead of resolving this matter with the County Attorney
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itself. This caused the termination process to drag on for an extended length of time.
The interviewee felt that the Procurement Office “bounces everything back to the using
departments™ and that they could be more supportive in confusing situations such as this
one.

One respondent commented, “The procurement office is protest-phobic. They will
do anything to avoid protest with a vendor. This is not beneficial to the county. They
over-think everyvthing. " This is similar to the HHS complaint that the Oftice of
Procurement was too worried about lawsuits when working with contract terminations.
The DIST interviewee explained that the Office of Procurement only hurts the County by
avoiding needed protests.

Our respondents also mentioned that the chain of command within the Office
slowed down the procurement process. This was further proof that there was a concern
among using departments on problems related to the Procurement Office’s hierarchy.
This could be caused by one of two things. Either the procurement specialists did not
have enough department specific knowledge to answer the using department’s questions
or the managers in the Procurement Office did not have the ability to allow the
procurement specialists to solve problems on their own due to the procurement

regulations.

Response Times to Contractor Complaints
The DIST interviewees agreed that the buyers did an excellent job in responding
to complaints and questions. Occasionally, one interviewee explained, delays were

caused when the Office of Procurement over-analyzed an issue. This over-analysis, he



continued, was a result of trying to conduct fair bidding and ultimately was caused by the
fear of protests. This is not to say that the DIST was overwhelmingly dissatisfied with
response times. They described the Office of Procurement as being “very responsive.”
One interviewee said “I'm very happy with the response times. If [ have an issue or a
question about something I'll cither get it answered right away or I'll hear back from

them ASAP.”

Communication Methods

The DIST respondents seemed to have no trouble getting in touch with a buyer at
the Office of Procurement. There were no major complaints about the Office of
Procurement regarding understanding either. They did point out that the training
seminars the Office of Procurement held for the using departments were too broad and
too much information was delivered to them at once. It would be better, they said. if the
Office of Procurement could break these down and only focused on one or two topics at a
time. They also believed that more trust in them was needed. As they put it: “we know
what we need and they always question us.” Finally, the buyers sometimes lacked
enough knowledge of the using department’s field of work, which occasionally causes
delays. They agreed that training for the buyers would probably help improve
communications. As one interviewee put it. the buyers were knowledgeable about the
things they were buying, but they could not know everything without actually getting into

the field.
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Discussion

The DIST interviewees agreed that the Procurement Office’s personnel were
responsive and helpful. but lacked a sufficient understanding of the technical industry.
This could lead to communication problems and delays. Also. the interviewees disliked
the current hierarchy in the Office. Too many signatures were needed in some instances.
which caused delays. But they were happy with the buyers and felt the Office of

Procurement was doing a good job.

4.5 Department of Housing and Community Affairs

The Department of Housing and Community Affairs is responsible for
maintaining residential and commercial areas. The contracts from this department are
similar to those in the DPWT, dealing with construction. Some of the other areas the
DHCA works with are community outreach programs that involve assisting community
members with housing, distributing grants, and p;roviding services for businesses. One

person was interviewed from this department’s six contract administrators.

Strengths of the Current Procurement System

The interviewee from the Department of Housing and Community Affairs was
satisfied with the service from Procurement. The word “responsive” was used
throughout the interview. He felt that the procurement specialist was always able to
provide accurate answers to his questions. He had no problems communicating, and was

never reluctant to speak with a procurement specialist. The respondent stated that



Procurement was very knowledgeable on the legal aspects of contract negotiations and
contract disputes. The support during contract terminations and modifications to ongoing

contracts was a strength the Office of Procurement Possesses.

Weaknesses of the Current Procurement System

The interviewee from this department could not recommend any improvements
that the Office of Procurement could do to serve his needs better. He is completely
satisfied with the current system. and the service received from the Office. The lack of
problems discussed by this respondent could be attributed to the quality of vendors
working with this departmeﬁt. Apparently discrepancies between the DHCA and

contractors have always been resolved in the field with this respondent.

Response Times to Contractor Complaints

The interviewee was very happy with the response times he experienced when
making a complaint with the Office of Procurement. He was aware of how long it took to
work with contracts and felt that the response times were adequate under the current

circumstances in the system.

Communication Methods
The interviewee’s main form of communication with the Office of Procurement
was the telephone.” He noted that an occasional face-to-face meeting was necessary to

clarify a contract with the Office of Procurement in the preliminary stages of contracting.
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It had never been difficult for the interviewee to contact the Office at any stage of the

procurement process.

Discussion

After reading the Department of Housing and Community Affairs transcription.
one might think that the Oftice of Procurement was perfect. However. the types of
contracts that this department dealt with are not usually as technical and demanding as
some of the other departments. Due to these facts. we conclude that this department did
not have many problems with the Office of Procurement because they did not have many
contract disputes or problems. The process is straightforward and. therefore. relatively
problem free. Our respondent also emphasized the good relationships he had with his
contractors along with the contract administrator’s ability to resolve problems on the job
without assistance from the Office of Procurement. The results from this department
ditfer from those of the other three departmerﬁs investigated. However, as a measure of
customer service this illustrates the differences among departments in Montgomery

County.

4.6 Contractor Phone Interview Results

The intent of our phone interviews with contractors was to compliment or add to
the results from the personal interviews. Unfortunately, the phone interviews fell short of
our expectations. Even though we took great care to word questions in an open ended

and straightforward manner, respondents still replied with curt disinterested responses.

61



Interpreting qualitative data consisting mostly of monosyllabic answers was difficult. and
inconclusive. A few contractors provided information that coincided with data we
collected from the using departments. Two of the questions we asked provided us with
quantitative data to use in the Montgomery County Program Measures guide. However.
the validity of the answers must be questioned when analyzing the data received from the
contractor interviews due to the poor responses.

The first question in the interview was designed to determine weaknesses in the
procurement office after a contract has been awarded. There were no negative responses
to this question. Many respondents replied with a one-word answer or short phrase, such
as “Yes™, “Nope ". or “Sure . Attempts to draw the interviewee out to elaborate on their
answer were not effective. One of the interviewees said that he interacted more often
with the using department and not as much with the Office of Procurement. This might
also be true for other respondents. This could be another reason why they were not
interested in answering our questions.

The secoﬁd question focused on response times the contractor received from the
Office of Procurement. The question was:

When contacting the Office of Procurement with a question or problem, how long

does it usually take to get a response? Is this satisfactory?

All twelve interviewees said that the response times were very good. However, in some
cases the answers to this question didn’t even correspond to the question asked. For
example, the responses to the second question were, “Sure”, and “Quick”. These answers
led us to believe that the person was not paying close attention to what was being asked.

Two of the answers we received were. “Yes.” We can conclude that they were referring
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to the second part of the question, and chose to ignore the first part. No one gave a
numerical answer in hours, days. or weeks. Based on the responses to this question, we
concluded that the people we interviewed were content with the response times they
received.

The third question in the contractor phone interviews was designed to allow the
respondent to give recommendations to the Office of Procurement on how to improve
customer service. Seven people said they had no recommendations. Three interviewees
praised the office’s efforts to assist vendors. One interviewee said. “Montgomery County
is leaps and bounds ahead of other counties in Procurement. They do a great job. "

One respondent made legitimate complaint. This particular respondent had been
operating a grant program for the past 10 years, and he was not pleased that he must write
a contract to distribute grants to organizations.

The final two questions were created to answer some quantitative questions for
the Montgomery County Program Measures guide. They were in the form of a lichert
scale. Both questions asked the interviewee to give a numerical rating on a scale of |
(worst) to 5 (best). The first question was related to the customer service provided by the
Office of Procurement. The second question dealt with support given by contract
administrators in the using departmerﬁs. All twelve of our respondents rated these
questions as either a four or five, which is above average on the scale.

The results of the contractor phone interviews are more beneficial for future
reference than for the evaluation of weaknesses in the current Procurement syétem.
These results forebode the reengineering of methods to be used for future assessment of

the customer satisfaction of contractors that work for Montgomery County.
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Chapter 5 Conclusions

This project investigated and assessed customer service at the Montgomery

County Office of Procurement by interviewing Contract Administrators and Contractors.

Based on our analysis of the interview results, the following are our conclusions:

[.  Strengths

1.

o

[O9]

4.

The main strength of the Office of Procurement is its staff.
The staff is very knowledgeable in procurement regulations.
The staff is supportive during contract disputes.

The procurement specialists are always available when needed.

II. Weaknesses

o

(U8]

Procurement regulations are inflexible.

Contract Administrators lack of knowledge on procurement
regulations.

Procurement specialists lack of understanding of department-specific-

field knowledge.
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Chapter 6 Recommendations

The purpose of this section is to make recommendations, based on our results, to

improve the customer service and support in the Montgomery County Office of
Procurement. Based on our interview results, we recommend that the Office of
Procurement should:
¢ Revise the Current Procurement Regulations
One of the largest problem areas within procurement, according to our
interviewees, is that the procurement regulations are not flexible enough to meet
the specific needs of each department. The regulations need to be able to handle
services with the same ease that they do products. They also need to allow for
grants and special federally mandated purchases to be awarded without the need
for a contract.
e Train Contract Administrators on Procurement Regulations

Currently, the Office of Procurement offers a biannual training seminar to all

contract administrators. Many of our respondents felt that this was inadequate for

their needs. The existing overview courses should be followed by courses on

more specific topics in the procurement regulations. These topics include but are

not limited to:
e Contract Negotiations
¢ Contract Amendments
e Contract Disputes

e Specification Writing
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Administer a Survey to Determine the specific topics that Contract
Administrators need to learn

This survey would ask the contract administrators to rate their knowledge in
each of the different procurement areas. The Office of Procurement and the
County Attorney’s Office could then work together to design courses around
these topics. With this training, the using department contract administrators
would be much better able to handle contract disputes and negotiations.
Train Procurement Specialists on Department-Specific Field Knowledge
Procurement specialists should receive training in their respective using
department’s field of work. This training would allow the procurement
specialists to better understand the contracts they deal with. It will also lead
to improved communication between the procurement specialists and the
using department contract administrators.

Review Implementation of the Contractor Phone Interviews

In the future when the Office of Procurement assesses the customer service
satisfaction of contractors, we recommend they do not replicate the
methodology used for the phone interviews in this project. It is apparent from
our results that phone interviews are not the best way to accomplish this task.
When the Office of Procurement is addressing yearly program measures
during the budget process, an online survey might suit their needs better. The
survey could consist of questions with a Likert scale format. We recommend
the sufvey is brief, consisting of five to ten questions, with a section at the end

for other comments, and some open-ended questions regarding strengths and
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weaknesses of the Procurement Office. The Office of Procurement could
inform the vendors of the survey through email, when available, and with

mailings.
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Appendix A Contract Administrator Interview Questions

Introduction:

The purpose of this interview is to determine the customer service satisfaction levels for

the Post Award Procurement process.

Interview Questions:
1) Could you give us a few words that would describe your overall impression of the
Office of Procurement?
2) What are your primary methods of communicating with the office?
Phone/Email/Fax/Mail
3) When you make a complaint about a contractor with the Office of Procurement, do
you usually get an answer to your problem:
a) Within 24 hours
b) Within 1 week
¢) More than 1 week
4) In your opinion, what are the main factors that cause delays in the post award
procurement process?
5) What do you feel could aid your efforts to better communicate with the Office of
Procurement?
6) Have you evef worked with a contract termination? What was your experience with
the Office of Procurement during this process?

7) What, in your opinion are the major strengths of the current post award process?
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8) What, in your opinion are areas that need improvement with the current post award

process?

9) When a contract problem arises, when might you not feel comfortable dealing with

the Office of Procurement to try to resolve the problem?
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Appendix B Contractor Phone Interview Questions

Introduction:

Hello this is . I’'m working with The Montgomery County

Government to evaluate contractor relations with the Office of Procurement. I would like
to ask you a few brief survey questions regarding customer service at the Office of
Procurement? (No Time?) Is there a time that we could call back that would be better for

you?

Interview Questions:

1) What, if any, are the major problems that you have encountered with the Office of
Procurement after a contract has been awarded?

2) When contacting the Office of Procurement what would be a typical response time
you encounter, and is this satisfactory?

3) Can you recommend some things that the Office could do to better serve your needs?

On a scale of 1 (worst) to 5 (best), how would you rate the:
Quality of customer service at the Office of Procurement
1 2 3 4 5
Support from contract administrators after a contract has been signed

1 2 3 4 5
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Appendix C Contract Administrator Interview Transcripts

Contract Administrator Interview

Interview Information:

November 9, 2000 10:00 am

Department of Public Works and Transportation

Interview Transcription:
1) Could you give us a few words that would describe your overall impression of the

Office of Procurement?

Well, over the years the Office of Procurement has become much more customer
friendly. They are much more understanding to the people in my department and
field. It took them a long time to think in the Way of a contractor, and they are still
not all the way there. But is it much better than before. They need to realize that
there is a difference between types of contracts. [ work with contractors and I know
their style well. There is a difference between buying some pencils and constructing
a road. This needs to be addressed by the system.

2) What are your primary methods of communicating with the office?

Phone/Email/Fax/Mail

I use both phone and email but my primary way of contacting the Office of

Procurement is by phone. It is just much easier to use the phone because I can put it
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4)

on speaker phone while I rummage through-my files to find things. Email is too
impersonal and I have to know what I am going to say before. It requires too much
planning.

Are there ever times when you can’t get a hold of the Office. Are the phones busy or
is the office closed when you need them.

Yes, this does happen occasionally. Not often though. The people who work in the
office, especially my primary buyer are very responsive. If they are not there to take
my call, they call me back as soon as they can. I am never left in the dark.

When you make a complaint about a contractor with the Office of Procurement, do
you usually get an answer to your problem:

a) Within 24 hours

b) Within 1 week

¢) More than 1 week?

This really depends on the situation. It depena’s on the complexity of the problem and
the amount of research that they will need to do to fully understand it. In
construction, I have many different needs. I deal with both contractors and enlisting
the services of consultant engineers and subcontractors. The Office of Procurement
is very responsive to my needs.

Was this an adequate amount of time?

Yes, oh yes. It was very fast.

In your opinion, what are the main factors that cause delays in the post award

procurement process?
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5)

6)

[ think that the Office of Procurement does the best they can in responding to my
contractor complaints. The problem lies when the contract has to go elsewhere to be
approved. The County Attorney’s office does not know much about construction
contracts. This is where the complication and wasted time occur. They need to be
more informed and knowledgeable in this area.

What do you feel could aid your efforts to better communicate with the Office of
Procurement?

Again, 1 don't feel there is a problem with communication between the office and
myself.

Do you feel that the Office should be open later or have more people to answer the
phones/your questions?

No, everything on my end is very good. I don’t have many problems contacting them
and they are very quick to return my calls.

Have you ever worked with a contract termination? What was your experience with
the Office of Procurement during this process?

Yes. My experience with the Office of Procurement during these matters is that they
handled the problem in an expeditious way. They were very quick to give a response
and resolution to the problem. This is another place where the County Attorney holds
up the process. I have worked in construction, design, and project management so [
get 1o see these things from all sides. [ know what is going on from each view point.
The Office of Procurement is not construction oriented. They are more worried about

legal nuances.
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8)

Do you feel that the buyers could benefit from some informal training pertaining to
construction and how consultants work?
YES, oh yes. Ithink it would be wonderful if they were able to get some real world
experience as to how contractors really work. You see, the speed with which these
problems are fixed is very important. If we make the wrong decision, it could cost us
a lot of money.
What, in your opinion are the major strengths of the current post award process?
The buyer that I work with now works very quickly. She has a lot of confidence in me.
When [ make a contract recommendation to her, she goes for it. This is because of
the relationship that we have. She knows that when I make a recommendation, |
have done my homework to make sure the contractor checks out.
What, in your opinion are areas that need improvement with the current post award
process?
When you are contracting a big job, timing is everything. If a contractor gives a bid,
the longer you wait, the more chance there is for market fluctuations to occur. If you
tell them ok, you can start the next day, you will get a good rate or a large discount.
However, if you wait and think about it for a while, you are going to pay much much
more. There profit margin is largely what determines there price. If they have to
keep their people working while the Office of Procurement is dealing with a dispute,
this is going to cost us money. This is all about bonding and bonding is dollars.

[ feel that there is a problem with the heirarchy within the Olffice of Procurement.
The folks at the front line can’t make a decision for themselves. Many times they

need to go ask their supervisor who knows even less about the topic of construction
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and contractors. This is very frustrating. [ think it is true that they need some
guidance in these matters, but I think they need some more say. Again, it all comes
down to experience.

Do you receive any training from the Office of Procurement. Do you feel that it is
adequate?

Yes, we receive some basic annual training. 1 think it is adequate, although it does
not go into topics such as contract termination and things like this. I think we hassle
them more than they hassle us. This is a cooperative relationship and we need (o
make it work. They help us out in these matters when we don’t know how something
works or the procedure to do something.

When a contract problem arises, when might you not feel comfortable dealing with
the Office of Procurement to try to resolve the problem?

Yes, there are times when this might occur. This might occur when I feel that the
Office would not understand the situation that I am in because of their lack of
training in construction. I don’t want to make it seem like [ am doing anything
immoral or illegal. My office has some goals: get the job done, save the county
money, and work in an efficient and effective way. We are a self-supporting agency —
we raise money through the parking system. If a contractor offers to do a side job for
$50,000 that is still within the bounds of the contract, I might let him do it without
going through the Office of Procurement. I know that the Office of Procurement
would end up trying to contract the job out and it would end up costing five times this
price. Until there is enough flexibility in the system, things like this may continue to

happen. For example, I am working on a case now where the contractor bid on a
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contract without seeing the amendment that was made to it. I called him and faxed it
over to him before he had to deal with the Office of Procurement. I know that he will
tell me the truth and tell the office some random bullshit so he can raise the price.

But they called me and told me to let them take care of, so I let them.
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Contract Administrator Interview

Interview Information:

November 16, 2000 1:00 pm

Department of Public Works and Transportation

Interview Transcription:

1y

2)

Could you give us a few words that would describe your overall impression of the
Office of Procurement?

Outstanding customer service. At the buyer level very responsive and accessible.
When the proofing of contract is needed to cut down time they will invite us over to
clarify the contract and bring everyone up to speed. For instance one time in late
December the funding of a contract was about to expire. The actual contract was still
good, but we needed more money for the job. One of the buyers dropped everything
so that we could make the necessary changes to the contract to get more money for
the job. Something that usually takes a couple of weeks was done in time for
Christmas.

What are your primary methods of communicating with the office?
Phone/Email/Fax/Mail

Email, face to face, voicemail, are used equally, about 33% each. Face to face is the

most helpful.
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3)

4)

J)

6)

When you make a complaint about a contractor with the Office of Procurement. do
you usually get an answer to your problem:

a) Within 24 hours

b) Within 1 week

¢) More than 1 week?

Our claims and disputes go to Art. He is very responsive. When a vendor makes a
claim we decide if we agree or disagree with the claim. If we disagree there is a
dispute, if we agree with the claim than a change order is requested. I receive very
personal service from Art.

In your opinion, what are the main factors that cause delays in the post award
procurement process?

Few of our disputes reach the office of procurement. [ would venture to say that the
delays are with the contractors. The procurement office is prelty efficient.

What do you feel could aid your efforts to better communicate with the Office of
Procurement?

SAME BUILDING. We do so much contracting that it would be very convenient if
procurement was available within the same building when writing contracts and for
working out disputes. This is just my opinion.

Have you ever worked with a contract termination? What was your experience with
the Office of Procurement during this process?

Dealing with a termination is never a pleasant experience. The County Attorney had

more to do than procurement did. There was a lot of confusion with the bonding
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8)

9

company of the deal, not the contractor. In result something entered in a takeover
order trying to minimize S for finishing the job.

What, in your opinion are the major strengths of the current post award process?
Experience and Accessibility. Promptly return messages. They are open to contract
ideas.

What, in your opinion are areas that need improvement with the current post award
process?

Buyers more educated in contract law, and Maryland construction law.

Training: the seminars are adequate. On the training note [ want to say that I am
always encouraging my guys to know the procurement laws. It is a waste of time if
one of them has a question to ask procurement that they could answer themselves if
they read the regulations.

When a contract problem arises, when might you not feel comfortable dealing with
the Office of Procurement to try to resolve the problem?

Never. We issue field orders with regularity to the director. A field order is the best
thing for us most of the time. To respond in a timely manner and change something.
To respond in a timely manner and change something with out a change order that
take weeks to get completed. There is no unilateral recommendation to procurement
to terminate for cause or for convenience. We usually make a recommendation to
procurement on what would be the best possible way to terminate under the
circumstances.

Recommendations.: using departments need to be educated on procurement laws.
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Contract Administrator Interview

Interview Information:

November 9, 2000 1:30 pm

Department of Public Works and Transportation

Interview Transcription:

1) Could you give us a few words that would describe your overall impression of the
Office of Procurement?
They are an effective organizalioﬁ that performs a necesary deed.

2) What are your primary methods of communicating with the office?
Phone/Email/Fax/Mail
Usually I'll call them but I also use email for general questions and IFBs. And if |
need to talk to them about something larger and more important I'll talk to them face
to face.

3) When you make a complaint about a contractor with the Office of Procurement, do
you usually get an answer to your problem:
a) Within 24 hours
b) Within 1 week

¢) More than 1 week?
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S)

6)

7)

8)

They are very responsive and usually get back to me well within time limits: usually
within a day. Formal steps can be time consuming, but this isn't the fault of the
Procurement Office since time is needed to review an issue and people may be
involved from outside the Olffice of Procurement.

In your opinion, what are the main factors that cause delays in the post award
procurement process?

Typically they are caused by the contractor. The County attorney can also cause
delays.

What do you feel could aid your efforts to better communicate with the Office of
Procurement?

[ think things are fine the way they are. Like I said, I usually get a very quick
response from them and they're easy to get in touch with.

Have you ever worked with a contract termination? What was your experience with
the Office of Procurement during this process?

Luckily I haven't.

What, in your opinion are the major strengths of the current post award process?
Their documentation is excellent. They follow the law very closely - they're very "by
the book." They are available and they're consistent in their decisions.

What, in your opinion are areas that need improvement with the current post award
process?

Most of the procurements can take a while to get executed - like maybe 3 months or

so, but sometimes we need to get things rolling afier only 2 to 4 weeks. Over the
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9)

vears the Olffice of Procurement has helped us out with this problem and the process
has improved.

When a contract problem arises, when might you not feel comfortable dealing with
the Office of Procurement to try to resolve the problem?

Contracts are intentionally written with a gray area in them so we can take care of
certain small problems without the aid of the Procurement Olffice, so if a problem is
in this realm of "discretionary"” I wouldn't feel comfortable dealing with the

Procurement Office.

10) If the buyers in the Procurement Office had some sort of formal training in your area

of work do you think this would help?

[ think it would be great if they allowed their staff to observe what we do, but
unfortunately that type of thing isn't promoted. [ think that could eliminate a lot of
problems. For example, the Procurement Olffice is required to give vendors an equal
chance at getting a bid, so for us that means that one year we might buy from one
company and the next year we might be buying the same thing from a different
company and so on. Generic specifications are written intentionally so they include
as many vendors as possible. We run into problems when something we bought a
year ago from one company breaks down and we need to buy parts for it even though
we're working with a different company this year. This forces us to work with many
vendors at the same time and as a result our inventory is bigger than we need it to be.
[ think these types of problems might be cleared up if the buyers had some basic

training in our department.
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Contract Administrator Interview

Interview Information:

November 13, 2000 9:30 am

Department of Public Works and Transportation

Interview Transcription:

1)

2)

3)

Could you give us a few words that would describe your overall impression of the
Office of Procurement?
I receive excellent service from the buyer that I deal with at the office of procurement.

They are very dedicated to customer service. Whenever I need a requisition with a

fast turnaround time for appraisals they are very quick to complete them in the

necessary time. We always select the lowest bid, and sometimes there is a time
restraint.

What are your primary methods of communicating with the office?
Phone/Email/Fax/Mail

Phone. I'm not very good with email. [ have a difficult time with it. Sometimes I will
visit across the street to deliver something or pick something up just to expedite the
process. So there is face to face contact as well.

When you make a complaint about a contractor with the Office of Procurement, do

you usually get an answer to your problem:



4)

5)

6)

a) Within 24 hours

b) Within 1 week

¢) More than 1 week?

[ have not had any formal complaints in regard to contractors. There are some
contractors that we have that do a less than satisfactory job, but they will be reviewed
next time we choose the new appraisers for the next three years the responsiveness of
the vendors will be discussed. [ make note of the timliness of there performance and
bring it up when they are chosen again. More than likely they won't be picked again.
In your opinion, what are the main factors that cause delays in the post award
procurement process?

[ don't have a problem getting responses from the office. When [ need vendor
numbers the person at the front desk is very quick to retrieve them for me. I will
usually fax over the request and within a couple of hours I have the numbers.

What do you feel could aid your efforts to better communicate with the Office of
Procurement?

Nothing.

Have you ever worked with a contract termination? What was your experience with
the Office of Procurement during this process?

I have only been here for two years, and I have never had to deal with a contract
termination. [ can't speak for the person that was here before me, but I have not been

in that kind of situation with a contractor.

7) What, in your opinion are the major strengths of the current post award process?
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8) What, in your opinion are areas that need improvement with the current post award

9)

process?

In response to contract administrator training we do go over to procurement and
receive training in procurement areas. However the sessions are loaded with
information and for someone that doesn't know the process very well it can be
overwhelming. Most of the time you will leave with an abundance of information and
won't completely understand what it all means until you do work and learn on your
own. More specific training to areas would be beneficial instead of large crash
courses.

When a contract problem arises, when might you not feel comfortable dealing with
the Office of Procurement to try to resolve the problem?

The buyers in procurement are understanding and I always feel comfortable dealing

with them.
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Contract Administrator Interview

Interview Information:

November 13, 2000 1:00 pm

Department of Public Works and Transportation

Interview Transcription:

1)

2)

Could you give us a few words that would describe your overall impression of the
Office of Procurement?

Well, in recent times, the outlook has been very favorable. I have been working with
the county for 21 years now. Back in 1984, it would have taken three to four months
Jjust to get a contract amendment, nevermind getting an actual contract signed. Now
it takes just six to eight weeks to get a contract. The whole process is much smoother
than before. [ can get a contract amendment in just a couple weeks to a month now.
Sometimes even quicker if it is urgent.

What are your primary methods of communicating with the office?
Phone/Email/Fax/Mail

I mainly use the phone.

Are there ever times when you can’t get a hold of the Office. Are the phones busy or

is the office closed when you need them.
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4)

S)

No, I never have a problem. If the person I am trying to reach is on the phone, I just
leave a message. They get back to me as soon as they can, usually by the end of the
day.

When you make a complaint about a contractor with the Office of Procurement, do
you usually get an answer to your problem:

a) Within 24 hours

b) Within 1 week

¢) More than 1 week?

I almost always get a response back in just one to two days. This is very adequate. |
don't have a problem with these response times at all. They are very responsive.

In your opinion, what are the main factors that cause delays in the post award
procurement process?

[ think that the main thing that takes a lot of time is their review of the contract.
Obviously they won't be familiar with a contract until they have read it, and this is
necessary for the whole process to work. I also understand that they are very short
staffed and are backed up with other contracis.

What do you feel could aid yowt‘lr efforts to better communicate with the Office of
Procurement?

Idon't really see a problem with the communication between my office and the Olffice
of Procurement. My buyer is very good about getting back to me in a timely manner.
Do you feel that the Office should be open later or have more people to answer the
phones/your questions?

No, as I said, I have never had a problem getting a hold of the Olffice.
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6)

7)

8)

Have you ever worked with a contract termination? What was your experience with
the Office of Procurement during this process?

Yes, I have worked with a contract termination before. The office was very
supportive. They backed me up the whole way. [ needed to let go of a sub of a
contractor. The guy was not doing his job right. I needed the survey done and he
was not cutting it. Once the office of procurement realized that the subcontracter was
at fault they were behind me all the way. [worked with procurement to get the
contract terminated.

What, in your opinion are the major strengths of the current post award process?

I like the buyer that I work with now. I also like the fact that I get to deal with just
one person down there. It makes life a lot easier. And they understand my needs and

I have built up trust with them which aids the whole process. Procurement is more

focused when dealing with a limited amount of people.

What, in your opinion are areas that need improvement with the current post award
process?

The buyers need to understand that there are lots of different issues and reasons for
contracts. There is a lot of terminology and definitions that they either need to
understand or trust me to understand them. [ think that sometimes they have a
narrow mind and only think about the legal aspect. I also wish that they would help
me write the contracts in the first place so I don't have to spend all my time trying to
make it the way that they want it. The new contracts do not allow for additional task
orders to be added with out a task order. These take 3-4 weeks each. This is not

practical and really hinders getting jobs done. A broader interpretation of the laws is
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necessary to serve the needs of each individual department. Another problem is there
are 34 steps needed to build a road. These steps have been in place since '84. Now
all of the sudden procurement wants to change them.

Do you feel that the buyers could benefit from some informal training pertaining to
construction and how consultants work?

Yes, this would be very helpful. I would definitely help them to understand where |
am coming from and hopefully help make the whole process faster.

Do you receive any training from the Office of Procurement. Do you feel that it is
adequate?

Yes, periodically they will offer training. I think that it is adequate but I can see
where some people might benefit from more specific training on topics such as
Contract Termination.

When a contract problem arises, when might you not feel comfortable dealing with
the Office of Procurement to try to resolve the problem?

[ always feel comfortable dealing with the Office of Procurement with contract issues.
They are always there to help me out. 1 try to call them right when I have a problem

and they help work it out with me.

89



Contract Administrators Interview

Interview Information:

November 14, 2000 9:00 AM

Department of Public Works and Transportation

Interview Transcription:

D

2)

3)

Could you give us a few words that would describe your overall impression of the
Office of Procurement?

I'm very happy with the service...very pleased. They are prompt and knowledgeable.
T usually get a response within 2 days. That is a good response for contract
approvals.

What are your primary methods of communicating with the office?
Phone/Email/Fax/Mail

Phone, email, fax, personal meetings...basically everything. 1'd say I call them more
than anything else though. They re pretty easy to get in touch with. If I need
something urgently, I just take a walk over there and meet with my buyer. It’s nice to
have them so close by. I have been working with the Office of Procurement for 15
years now.

When you make a complaint about a contractor with the Office of Procurement, do

you usually get an answer to your problem:
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6)

a) Within 24 hours

b) Within 1 week

¢) More than 1 week?

I'd say no more than a week. I mean some things take a minute or so if it'’s jusit a
quick question on something, but other things take some time. But I would say that |
always get an answer within a reasonable amount of time. 1 feel that their response
times are adequate for my needs.

In your opinion, what are the main factors that cause delays in the post award
procurement process?

Hmmm, well, vacations can get in the way of things. If someone is away for a week
or so that always slows things down. [would say that the process itself can be slow
at times, like if you need to get multiple signatures for something.

What do you feel could aid your efforts to better communicate with the Office of
Procurement?

[ think things are good the way they are now. I can always get in touch with them

rfght away, and if I really need to I can always just walk over to the Office. If I can’t

get a hold of my buyer, I just email her or leave a message and she gets back 1o my
pretty quick.

Have you ever worked with a contract termination? What was your experience with
the Office of Procurement during this process?

Yes I have. I have had problems with contracts before, and the Procurement people
were very helpful and things got cleared up right away. It was no problem at all.

The Office of Procurement told me exactly what I needed to do, like keep a memo of
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7)

8)

my problems with the contractor. They supported me, so you could say my
experience was a good one. They provided very good support and 1 felt that they
were there to back me up if I needed it.

What, in your opinion are the major strengths of the current post award process?

They are efficient and they do a good job advertising projects. They always get my
advertisements out on time. They also do a good job getting good contractors (o
work for me.

What. in your opinion are areas that need improvement with the current post award
process?

They need to keep us informed of changes made to the procurement regulations.
Sometimes we think we are following the regulations but the procurement office won't
let us know that they changed the ‘regulations until after they see our request for
proposals. Procurement regulations are constantly changing and I just wish that they
would keep us better informed on this.

Does the Procurement Office provide you with adequate training?

Yes, I think they do. About every two to three months there is an announcement made
about the seminars. They are not mandatory though.

Do you think that the seminars should be targeted at specific topics? Would this help
you understand procurement processes better?

Yes, this may help. Something like a conference for regulation changes would be
good I think.

Do you think it would help if the buyers were trained in your area of work?
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[ think it would be a good idea to train the buyers, yes. That would help put us all on
the same page. [ think it would eliminate some of the delays and confusion between
us and the buyers.

When a contract problem arises, when might you not feel comfortable dealing with
the Office of Procurement to try to resolve the problem?

I call them right away. Idon't think I've ever felt uncomfortable doing this. If [ need

some guidance, I don't hesitate to call.



Contract Administrator Interview

Interview Information:

November 14, 2000 1:30 pm

Department of Public Works and Transportation

Interview Transcription:

1)

2)

Could you give us a few words that would describe your overall impression of the
Office of Procurement?

I am very satisfied with the service I receive from the office of procurement.

What are your primary methods of communicating with the office?
Phone/Email/Fax/Mail

Oh yeah, the telephone. See where I work there is d lot of documentation needed. 1
send memos to the procurement office. But [ use the telephone a lot. And then I use
memos sometimes to talk to them later in the contract process.

When you make a complaint about a contractor with the Office of Procurement, do
you usually get an answer to your problem:

a) Within 24 hours

b) Within 1 week

¢) More than 1 week?
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3)

Oh Yeah, I'm satisfied with the response times, yeah. If I have a question they [l
answer it right away, or if some issue comes up they 'll respond within a couple of
days, which is perfectly fine. Usually I'll get through to them on the first try, but if I
leave a message they get back to me right away.

In your opinion, what are the main factors that cause delays in the post award
procurement process?

Oh yeah, a lot of the delays occur because we need so many signatures to complete a
contract. [ mean we are dealing with a lot of money here. The delays happen when
maybe a buyer needs to get a supervisor’s signature. I think if the buyers had more
power in certain situations in the contract process it would be fuster. And sometimes
it takes awhile to review the legal issues involved with a certain contract if a problem
comes up. That can take time as well.

What do you feel could aid your efforts to better communicate with the Office of
Procurement?

Reduce paper work. Government requires to many laws and signatures to complete
anything. We try to educate them on principles that are related to what we do as civil
engineers. If they knew more about construction it would be beneficial to the process.
Do yoﬁ think it would help if the buyers were trained in the technical aspect of the
contracts they deal with?

Oh yeah. 1 think this would help a lot. That’s a pretty good idea. Sometimes the
buyers don’t really understand where we 're coming from and make suggestions that

might not be too good. I think that would help reduce this problem.
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6) Have you ever worked with a contract termination? What was your experience with

7

8)

the Office of Procurement during this process?

One time [ had a situation with a consultant that was suppose to be organizing a job
for our department. He was not managing the construction correctly. There was a
subcontractor under the consultant that was performing okay. We had to work with
procurement to figure out w‘hat steps were going to be taking against the consultant.
Procurement was informative about the legal aspects to take in this situation.

What, in your opinion are the major strengths of the current post award process?

The major strengths are that they are highly committed to their job and are
experienced. Knowledgeable comes to mind, and the person I deal with has u great
turn around time. With the process? Procurement keeps me well informed about the
changes in laws. They have seminars to help train in contract administration.
Another thing is when we were talking about dealing with people is the cost annalist
had a background in construction so it wds easy dealing with him. He didn’t question
the cost as much cause he knew it was necessary.

What, in your opinion are areas that need improvement with the current post award
process?

From an engineering point of view if a contractor is not performing we would just
document it and get rid of them.  On the other hand procurement has to follow all
laws even if the contractor is at fault to be fair. The laws aren’t bad but more
discretion could be used when ’dealing with bad contractors. If proper documentation
is available and the county didn’t do anything wrong then they should terminate more

easily.
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9) When a contract problem arises, when might you not feel comfortable dealing with
the Office of Procurement to try to resolve the problem?
No. we have open dealings with the office of procurement. If you don't get them
involved early then it can be bad. The longer you wait to tell procurement the bigger

the problem gets. Procurement informs me of the legal issues with problems.
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Contract Administrator Interview

Interview Information:

November 20. 2000 9:00 am

Department of Health and Human Services

Interview Transcription:

1)

2)

Could you give us a few words that would describe your overall impression of the
Office of Procure.tment?

Good Quite good.

What are your primary methods of communicating with the office?
Phone/Email/Fax/Mail

Historically we would only use the phone, but now email is very convenient, for minor
interactions.

When you make a complaint about a contractor with the Office of Procurement, do
you usually get an answer to your problem:

a) Within 24 hours

b) Within 1 week

¢) More than 1 week?
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5)

6)

7)

Luckily we don't have too many complaints with contractors. Mainly I would say this
is because the contracts we deal with are professional services. I usually receive a
response (o inquires with in a week.

In your opinion, what are the main factors that cause delays in the post award
procurement process?

Considering that the office of procurement deals with all of the contracts and using
departments in the county, pure volume and work load ywould slow the process.

What do you feel could aid your efforts to better communicate with the Office of
Procurement?

The training in the last 4-3 years has been better. There has been some staff
turnover. [ don’t know what the experience level is or what previous experience these
buyers have in procurement. [ find what we are spending time (raining them. Also in
the past there was a problem with them closing at 4.30, but we have learned 1o work
with this and it isn’t a problem now.

Have you ever worked with a contract termination? What was your experience with
the Office of Procurement during this process?

Yes I have dealt with a termination, but it was a long time ago. My dealings with the
office were good. They supported us all the way and it was taken care of in a timely
manner.

What, in your opinion are the major strengths of the current post award process?

In health and human services we feel like we are the stepchild. We deal with

professional services, and the leadership at the office of procurement is outstanding.
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The leadership is communicated to the staff and buyers. The buyer has an interest in
HHS. This allows for training and informing them of our needs much more easily.
What, in your opinion are areas that need improvement with the current post award
process?

There are too many layers in the hierarchy. This is slowing the process. Also there is
too much scrutiny of the contracts. We know what we need. Trust? Understanding
that it is hard to tailor to a big county I say the training of buyers is adequate.
However is would be good to gain more depth in training. [ know if we needed
something special they would get it for us.

When a contract problem arises, when might you not feel comfortable dealing with
the Office of Procurement to try to resolve the problem?

I'wouldn't be ucomfortable. We have an understanding that we try to follow in this
office. “‘come clean and lay all the cards out on the table.” If someone messed up let

it be known so that the problem can be solved more quickly and before it gets worse.
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Contract Administrator Interview

Interview Information:

November 8, 2000 10:00 am

Department of Health and Human Services

Interview Transcription:

1) ‘vCould you give us a few words that would describe your overall impression of the
Office of Procurement?
Maybe we should give a preface to our answers. We are very fortunate to have a
buyer in the Office of Procurement that is sensitive to our needs. Heath and Human
Services needs professional services and we are very pleased with the responsiveness
of the office of procurement, and its understanding of the needs of our department.
We consider ourselves lucky to have her. This department is unique because we have
a system of centralizing contracts, compared to other departments. In the past, it has
been difficult to deal with the Office of Procurement because the buyer did not
understand where we were coming from. The buyer that we have now understands
the needs of the Department of Health and Human Services. There is also a great
deal of trust between myself and the buyer, which helps to build relationships with the
Office of Procurement. The buyer must be sensitive and educated in Health and

Human Services, to serve this department the best.
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2) What are your primary methods of communicating with the office?
Phone/Email/Fax/Mail
We basically use all the methods. Phone and email are the primary methods but if
there is a need, we get together and meet. In the past we have met with Dr. Tignor at
the Office of Procurement to discuss contract issues. We generally do this when it is
necessary to debate a topic or get a point across. Again, we are very fortunate in that
we are one of the few departments that have a centralized contract administration
division. Our sole job is to work with the contracts for our department. This is a
luxury that many departments do not have. Muany other contract administrators have
lots of other tasks that they must handle and therefore procurement is not always the
first thing on their mind. Here, we only work with contracts and therefore we are
very familiar with how the procurement system works and what needs to be done to
handle contract disputes. We believe that there needs to be a lot of trust between the
buyers and the using department contract administrators. They also need to be
familiar with the Department of Health and Human Services. In the past, the
procurement specialists have been unknowledgeable in this field. They have
consistently tried to second guess our information and recommendations.

3) When you make a complaint about a contractor with the Office of Procurement, do
you usually get an answer to your problem:
a) Within 24 hours
b) Within 1 week

¢) More than 1 week?
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This really depends on how much preparation takes place before the complaint is
issued with the Office of Procurement. For example, [ can think of a recent situation
that we were involved in. [n this department, we document everything that we can.
We have to partly because of the legality of our contracts. In this particular case, we
were having a problem with a contractor. We had our people document all of our
problems because you can't just terminate a contract because we don 't like Joe
Contractor. It took us approximately six months to document the case. We did this
all before going to procurement with the problem. Afier we submitied the complaint
with the Office of Procurement, we had a resolution just two weeks later. This
contract was terminated by mutual consent. The Office of Procurement typically is
afraid of law suits and won 't usually terminate contracts for vendor default, so by
terminating by mutual consent the vendor is less likely to take recourse against the
county. The Office of Procurement should just terminate the contract for default, who
cares if someone sues, they get sued all the time, that is what county attorneys are for.
So, even if a contract should be terminated by default, you still terminate it by mutual
c»onsent‘.>

Yes. ‘We are véry worried about lawsuits and this sort of ends the contract with
everyone being happy.

Was this an adequate amount of time?

Yes, very adequate. It was an exceptional turn around time. Again, this really
depends on the amount of preparation that goes into the documentation. If a contract
administrator does not document their problems with the contractor, it becomes much

more difficult for the Office of Procurement because they must do their own research.
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This is what takes a lot of time and can cause delays in resolution of some contract
termination cases.

In your opinion, what are the main factors that cause delays in the post award
procurement process?

Again, documentation of the problem is the key here. Without it, there are going to
be delays for several reasons. The procurement specialist who is working on the case
is going to need to do a lot of research on the complaint. 1t is likely that they will
also need to familiarize thémselves with the contract.

What do you feel could aid your efforts to better communicate with the Office of
Procurement?

Communication is a very big thing for us. It has been the cause of numerous wasted
hours on our part when we thought we were doing what was needed. The Olffice of
Procurement needs to keep us up to date with changes. We need to be notified as the
changes occur or we will not be able to réspond quickly. When the laws change or
the procurement regulations change, we need to be notified immediately. For
example, we had an incident this spring involving this issue. We had a whole board
of REP’s on our board that could not get through procurement. The reason was
because Procurement changed the format of the RFP but did not inform us about it.
We had made several recommendations to them, some even grammatical, that were
not addressed in the new format. We ended up writing the RFP both ways because
the Office of Procurement would not make up their mind. The RFP’s were held up
for over a month because of this issue. Communication is key to avoiding this kind of

setback in the future. Another thing that we don't like is that there is no
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standardization on issues. Every buyer does things differently. We will get an
answer on an issue one time and the next time there will be a totally different
response. We need some consistency on the answer we receive so that we know what
to expect when the issue arises in the future. As is stands now, the answers we get are
subjective to the buyer and their thoughts.

Have you ever worked with a contract termination? What was your experience with
the Office of Procurement during this process?

Yes, as I said before, we just finished a contract termination situation with the Olffice
of Procurement. The way we look at these situations is that we want to give the
contractor the benefit of the doubt. We need to have a middle ground between
ourselves and the vendor. We like to set up meetings with the contractor to discuss
the problems that we are experiencing. We make sure that they understand where we
are coming from and we give them some time to fix it on their own. Give them every
opportunity to fix the problems that they are having before we proceed to inform the
Office of Procurement in which case they will begin the process for contract
termination.

What, in your opinion are the major strengths of the current post award process?

We must say that we have seen a dramatic improvement in the Olffice of Procurement
since Dr. Tignor has taken over as director. She is really down to Earth, an educator
and people person and it has made our lives much easier because she understands

where we are coming from. If we can't do it one way she takes the extra step to

figure out how to do it. In the past, the Office of Procurement has tried to play

“gotcha’” and made it seem like we were always wasting there time. They made us

105



8)

feel like we were dumping complaints on them at the last minute. And using
departments would purposely try to swamp the office of procurement at the last
minute on requests and negotiations.

What, in your opinion are areas that need improvement with the current post award
process?

We just recently had a Professional Services Contract. We felt that it was clearly
written. We feel that the Office of Procurement should find out if the contractor is
responsive and responsible. This is something that they used to do but now it seems
like they wash their hands clean by not dealing with this issue. We received six or
seven proposals from this RFP. Three of the proposals were incomplete, which we
feel means that the contractor is not responsive. However, the Office of Procurement
still wants to negotiate with them. What is the purpose of this? It is unnecessary and
a waste of our time. We also feel that the guidance that the Office of Procurement is
fuzzy. They are so afraid of lawsuits that they don’t know what to recommend. We
have attorneys. We are not worried about lawsuits. They don’t want to make a
decision because they are too afraid of the legal repurcusions.

Can we take a minute to talk about bridge contracts? A bridge contract is where

we use another contract that has already been approved to buy something at a
previous time. It has been approved by the county attorney and the Office of
Procurement in the past. So why do we need to write an entirely new contract to take
advantage of the bridge contracts. Why can’t we just write a purchase order. We are

buying the same goods at the same price from the same vendor and it has been
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approved before. Writing up a new contract for this is a waste of time and money. A
purchase order would be sufficient in these instances.

Another issue that we have is instances where the federal government mandates
that Birth Control is given to a certain group of women. They grant us money and we
are supposed to buy goods directly from the manufacturer at their manufacturing
cost. This is how it is mandated by the law. So why do we need to write up a contract
Jor this. There is no competition as we are biying direct from the manufacturer
specified in the law. The manufucturer does not want to have (o agree (o a contract
because they feel that the goods may be sold to people who do not fall under the law.
This makes it very difficult to deal with them. We don’t see much sense in the Olffice
of Procurement looking into Birth Control options that cost $30 when we have ones
mandated by law that cost S1.82. I am ready to take a violation and go over their
heads and just buy the products. Hopefully some sort of agreement can be reached.
The problem is that the procurement regulations just aren 't flexible enough to allow
for common sense. The regulations are geared more towards widgets and products
and we are in the business of supplying services to our patients. There should be a
system of waivers for just this reason. Unfortﬁnately, we are not granted waivers
anymore due to some bad press that has gone on in the past.

Another recommendation that we would like to make is that the Office of
Procurement takes the lead role in contracts that supply goods to the whole
community. Goods that several different departments may use. We want them to
negotiate contracts for medical supplies the same way they get contracts for paper.

There are several different departments that use these medical supplies: fire, police,
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department of correction, health and human services, etc... It would be nice fto just
be able to say I need some medical supply and not have to write a whole new
contract. This would also save the county a lot of wasted time and money. And we
are not just talking about medical supplies. We think the Office of Procurement
needs to look at the big picture. That is the whole reason that the commodity code
system was developed. Someone needs to monitor the popular commodity codes and
make county wide contracts for the ones that have widespread usage.

Another area we feel that the Office of Procurement could help us is in the areu of
training. I mean they come around every year with Procurement 101 which covers
the general procurement guidelines, like what is an RFP etc... What we would like to
see is some sort of organized curriculum and possibly even a certification process for
contract administrators. I know that the procurement specialists are required by Dr.
Tignor to attend procurement training seminars on a yearly basis. There has been
talk of having us do this but it never seems to work out. 1 think this would be
extremely helpful. Also, it would be helpful if the training sessions were geared
towards our department. The contract administrators that buy widgets have different
methods of dealing with vendors. We get human services for people and appropriate
training pertinent to our department is necessary.

We would like to see an increase in the threshold. We think that a threshold of
$50,000, as long as we have five competitive bids, is a good number to work with.

We would also like to see some more trust in the buyers. We have been working on
several small projects with our team director and the Office of Procurement. One of

these is a system where we put out a public notice that acts as an open invitation to
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the public to propose their services to meet our needs. An example of this is the Care
For Kids program. We would also like to see a difference made between grants and
contracts. If the government gives us a grant, we want to be able to just give the
department a check without having to write up a contract for it. Unfortunately, this is
the only way that the current procurement system can handle this. For example, if a

department was granted $3,000 for a project, we would like to just cut them a check

for the money. Instead, we spend time and money writing up a contract that tries to

explain why they are getting this money even though it is a grant. We end up
spending some of the grant money on insurance.

When a contract problem arises, when might you not feel comfortable dealing with
the Office of Procurement to try to resolve the problem?

Again, I bring up the Birth Control issue. This is one time when I think that going
around the Office of Procurement is what needs to be done. When it comes to the
point where the Office is not using common sense and we need to get something done,

that is when it is time to go around it.
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Contract Administrator Interview

Interview Information:

November 14, 2000 3:00 PM

Department of Information Systems and Telecommunications

Interview Transcription:

1) Could you give us a few words that would describe your overall impression of the
Office of Procurement?
The people I deal with are very respor.zsive. I have a great relation with the Office of
Procurement.

2) What are your primary methods of communicating with the office?
Phone/Email/Fax/Mail
[ use everything: the phone, email, letters, and I even walk over there sometimes to
meet one on one. 1'd say I mainly use the phone though.

3) When you make a complaint about a contractor with the Office of Procurement, do
you usually get an answer to your problem:
a) Within 24 hours
b) Within 1 week

¢) More than 1 week?
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The response times are more than adequate. 1'm very happy with the response times.
If I have an issue or a question about something I'll either get it answered right away
or I'll hear back from themm ASAP.

In your opinion, what are the main factors that cause delays in the post award
procurement process?

1'd say the vendors themselves, contract negotiations, terms and conditions, and
attorneys if they get involved. A lot of times something will come up and lots of
signatures are needed to get things moving again, and that can take some time.

What do you feel could aid your efforts to better communicate with the Oftice of
Procurement?

I'm not sure if anything needs to be fixed as far as communication goes. Like I said,
if I need to get in touch with them they 're quick to respond.

Aside from quick responses, are there ever any times that a lack of understanding
between you and the Procurement Office is an issue? And if so, do you think training
the buyers in your field would help this problem?

I guess you could say that sometimes we 're not too clear on some technicalities
involved with contracts and certain legal issues, but the Procurement Office is very
good about helping us in this area. And the same goes for them — sometimes they
don't fully understand where we 're coming from, but we do our best to work together.
So I'd have to say that some form of training for the buyers would probably be a good
idea.

Have you ever worked with a contract termination? What was your experience with

the Office of Procurement during this process?
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Fortunately I haven’t.

What, in your opinion are the major strengths of the current post award process?

The staff — they are responsive to our needs and they really know what they re doing.

What, in your opinion are areas that need improvement with the current post award
process?

The County regulations <laughter>. Actually, the idea that you brought up earlier
training the buyers, that seemed like a good idea.

When a contract problem arises, when might you not feel comfortable dealing with
the Office of Procurement to try to resolve the problem?

If a problem arises I'll notify the Olffice of Procurement right away. 1've been

working with the Office of Procurement for six years and i’ve never felt

uncomfortable doing this. Again, the staff is excellent over there. They really know

what they re doing.



Contract Administrator Interview

Interview Information:

November 13, 2000 2:00 pm

Department of Information Systems and Technology

Interview Transcription:

1) Could you give us a few words that would describe your overall impression of the
Office of Procurement?
It doesn’t really matter who you deal with in the office of procurement, most of the
problems are engrained in the system. Overall I have a good working relationship
with procurement. However they tend to look at things from perspective, not
deviating and bending to better understand the needs of different using departments.
some contracts need to be dealt with differently and one standard set of unbending
laws doesn’t always support this need. The procurement office is protest-phobic.
They will do anything to avoid protest with a vendor. This is not beneficial to the
county.v They over-think everything. They should look out for the county and if a
protest arises just deal with it. From there perspective a small staff doesn’t want a
protest because sometimes they can tie up the system.

In general procurement needs to trust the using departments more understanding

that we know more about what we need then they do. If we need a specific type of
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computer equipment and three companies can provide it, then the RFP's should go to
those companies. Its common sense.

What are your primary methods of communicating with the office?
Phone/Email/Fax/Mail

Phone, I always call.

When you make a complaint about a contractor with the Office of Procurement, do
you usually get an answer to your problem:

a) Within 24 hours

b) Within 1 week

¢) More than 1 week?

Usually when [ call with a request or problem [ get a response within a week. I work
with them on a day to day basis, and receive quick response times.

In your opinion, what are the main factors that cause delays in the post award
procurement process?

The chain of command in procurement slows down the process. Now that I'm
working with a Junior my requests are handled more expeditiously that before.
Conversely, now the junior does not have enough power to make necessary decisions.
I frequently receive responses saying that they (juniors) know what the decision will
be but that they have to clear it with a higher up. With everyone being so busy it is
very timely waiting for supervisors make approvals. [ would say this delays the
actions in the post award process. Junior should have more authority to make

decisions. Juniors lighten the load for managers.

114



S)

6)

7)

What do you feel could aid your efforts to better communicate with the Office of
Procurement?

The training we receive is in the form of short seminars. The sessions are very broad
and cover many topics. For instance one of the seminars covers the types of
procurement. It would be good to break all of these down and concentrate on each
individual one in a seminar.

I do receive mailings that I keep for reference about procedures. Procurement is
basically a bunch of laws, and they are always changing. [ suppose they do an
adequate job informing of the new laws. Recently though I feel as though
procurement is starting to deal with risk management and the insurance for jobs. But
they are inconsistent in doing this. I think they are understaffed and are doing it
sometimes but not all the time yet. We need to know what they plan to do. Back to
training [ think the buyers have a good idea about the goods and services they are
buying but, they can’t know everything without working in the field they are buying
for. In these case the departments need to be trust more. ‘We know what we need and
they always question us.

Have you ever worked with a contract termination? ‘What was your experience with
the Office of Procurement during this process?

I had a good experience with the office of procurement during a termination. They
held meetings with the vendor to seitle the dispute.

What, in your opinion are the major strengths of the current post award process?

I have great support from procurement. Now I have a good imderstanding of

processes and am able to talk with county officials about contracts. Procurement is
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knowledgeable except the laws tie them up. In some cases though they make the
policies the hinder them, such as the contract to use a bridge contract.

What, in your opinion are areas that need improvement with the current post award
process?

Recently a firm went bankrupt in February. It was very unclear how to contact the

firm to compensate them for the work they had done because there was no

establishment anymore. Procurement told me to deal with the attorney. The attorney
was slow responding to me with information. It was a huge time consuming process
to get the attorney to figure out a way to deal with the bankrupt firm. Procurement
should have dealt with the attorney and the firm to resolve the situation, but instead
they kept washing their hands of the problem. Finally due to persistence I found the
person that should be paid for the services. It took about 9 months to resolve.
Procurement bounces everything back to the using departments. It was unclear if [
was responsible to procurement or to the.attorney. In the mean time finance needs to
pay the firm and doesn't know how to pay them. The office of procurement needs to
be more supportive in these situations. And provide more guidance.
When a contract problem arises, when might you not feel comfortable dealing with
the Office of Procurement to try to resolve the problem?
Procurement has a difficult time with informal mini RFP’s. It used to be easy to write
a mini REP, but now they are just as difficult. This is a reason that people try to use
existing contracts for new goods and services.

Bridge- bridge contracts are a really good idea and initially they worked really

well. However now procurement has you write a contract to use the existing
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contract. Idon't even use bridge contracts anymore because you might as well start
from scratch. The contract you have to make to use an existing contract has to be

modified so much that a new one in most cases is easier.
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Contract Administrator Interview

Interview Information:

November 8§, 2000 3:00 pm

Department of Housing and Community Affairs

Interview Transcription:

Y

2)

Could you give us a few words that would des:cribe your overall impression of the
Office of Procurement?

The quality control is effective at the office of procurement. Inquiries made in
regards to legal changes with contract administrators are accurate. The people at
the Office of Procurement are responsive and helpful. They are up to speed, despite
high turnover rate. They have annual meetings to bring people up to date.

What are your primary methods of communicating with the office?
Phone/Email/Fax/Mail

Mostly by phone, but if our office wasn't so close to the Procurement Office we'd
probably use email a lot. We also have personal meetings from time to time.
Whenever there is a need to meet in person I have no problem being able to meet with
one of the buyers. Actually later this week I have a meeting with a buyer to discuss a

300-page proposal that I submitted to the office earlier last week.
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When you make a complaint about a contractor with the Office of Procurement. do
vou usually get an answer to your problem:

a) Within 24 hours

b) Within 1 week

¢) More than I week?

Like I suid, they 're very responsive. Some complaints or questions take longer to
answer than others, but 1'd say [ 've never had any complaints about their response
times. There was one person who used to vwork at the Procurement Office who was
not very quick to respond, bui he's no longer there, so it 's not an issue anymore.
Other than that, they are quick to resolve problems and very knowledgeable about
legal issues concerning vendors and the procurement process.

In your opinion, what are the main factors that cause delays in the post award
procurement process?

I'm not the right guy to ask about this. I've never really had any problems with
delays or contract disputes. There was only one default clonrract and that was due
bankruptcy. The issue was resolved, but it wasn’t a termination due to default or
mutual consent.

What do you feel could aid your efforts to better communicate with the Office of

Procurement?

fo

They are very communicative. I can’t think of anything to improve communication.

['ve never had any problems getting in touch with them and they always respond

quickly. Whenever I contact the office they respond right away to acknowledge me
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and my request, what ever it might be. I have never had a problem getting in touch
with the office.

Have you ever worked with a contract termination? What was your experience with
the Office of Procurement during this process?

Fortunately I've never had to deal with a contract termination, so I can't really say.
What, in your opinion are the major strengths of the current post award process?
The whole process is pretty solid. Like I said, they are quick to respond and are very
clear on what needs to be done. They are up on what insurance and bonds that jobs
need before they are started.

What, in your opinion are areas that need improvement with the current post award
process?

I have always had a good experience with the office of procurement.

When a contract problem arises, when might you not feel comfortable dealing with
the Office of Procurement to try to resolve the problem?

I work with fairly responsible vendors. There is a good relationship between my
department and them. Whenever there is a question I usually have no difficulty
resolving the situation in the field. Isuppose if there was a large discrepancy in the
field then there would be a need to alert the office of procurement but my contracts
don't come to that. 1 frequently meet with the vendors to bring them up to speed on

what is happening.



Appendix D Contractor Phone Interview Transcripts

Contractor Interview

Interview Information:

November 26, 2000

Department of Public Works and Transportation

Interview Transcription:

D

2)

4)

What, if any. are the major problems that you have encountered with the Office of
Procurement after a contract has been awarded?

Nope

When contacting the Office of Procurement what would be a typical response time
you encounter, and is this satisfactory.

Yes

Can you recommend some things that the Office could do to better serve your needs?
(Respondent now puts us on hold, and proceeds to connect us to his assistant, ‘who
answers the remainder of the questions.)

They abways respond quickly, which is good. they are always there and that’s very
helpful. So I can't really think of anything they could improve ...

On a scale of 1 (worst) to 5 (best), how would you rate the:

Quality of customer service at the Office of Procurement

4

Support from the contract administrators after a contract has been signed

4
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Contractor Interview

Interview Information:
November 27. 2000

Department of Public Works and Transportation

Interview Transcription:

1) What, if any, are the major problems that you have encountered with the Office of
Procurement after a contract has been awarded?

None, they have their responsibilities, we have ours, we get along just fine. (laughs)

2) When contacting the Office of Procurement what would be a typical response time
you encounter, and is this satisfactory.

They are responsive so I don’t have any complaints about timeliness.

3) Can you recommend some things that the Office could do to better serve your needs?
No no no no no. Well, a reduction in the cost for a bid would be nice. (chuckles)
That would save some money on the ol’ plastic card, (chuckles). Oooops, someone
Jjust buzzed in. I'm afraid I have to let you go.

4) On ascale of 1 (worst) to 5 (best), how would you rate the:

Quality of customer service at the Office of Procurement
5
Support from the contract administrators after a contract has been signed

4



Contractor Interview

Interview Information:

November 27. 2000

Department of Public Works and Transportation

Interview Transcription:

1) What, if any, are the major problems that you have encountered with the Office of

4)

Procurement after a contract has been awarded?

No

When contacting the Office of Procurement what would be a typical response time
you encounter, and is this satisfactory.

Yes

Can you recommend some things that the Office could do to better serve your needs?
Nope.

On a scale of 1 (worst) to 5 (best), how would you rate the:

Quality of customer service at the Office of Procurement

4

Support from the contract administrators after a contract has been signed

5
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Contractor Interview

Interview Information:

| November 28, 2000

Department of Public Works and Transportation

Interview Transcription:

D

2)

4)

What, if any. are the major problems that you have encountered with the Office of
Procurement after a contract has been awarded?

No, none that I can think of.

When contacting the Office of Procurement what would be a typical response time
you encounter, and is this satisfactory.

Oh yeah they are good times.

Can you recommend some things that the Office could do to better serve your needs?
At this point I can’t think of anything.

On a scale of 1 (worst) to 5 (best), how would you rate the:

- Quality of customer service at the Office of Procurement

4
Support from the contract administrators after a contract has been signed

5
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Contractor Interview

Interview Information:

November 28, 2000

Department of Public Works and Transportation

Interview Transcription:

1)

2)

4

What, if any, are the major problems that you have encountered with the Office of
Procurement after a contract has been awarded?

I usually work with the department.

When contacting the Office of Procurement what would be a typical response time
you encounter. and is this satisfactory.

Fine

Can you recommend some things that the Office could do to better serve your needs?
No not really

On a scale of 1 (worst) to 5 (best), how would you rate the:

Quality of customer service at the Office of Procurement

5

Support from the contract administrators after a contract has been signed

5
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Contractor Interview

Interview Information:
November 26. 2000

Department of Public Works and Transportation

Interview Transcription:

1) What, if any, are the major problems that you have encountered with the Office of
Procurement after a contract has been awarded?
No I never have any problems dealing with the office of procurement.

2) When contacting the Office of Procurement what would be a typical response time
you encounter, and is this satisfactory.
The response times are great I have no problems with them.

3) Can you recommend some things that the Office could do to better serve your needs?
Honestly I can’t recommend anything.

4) On ascale of 1 (worst) to 5 (best), how would you rate the:
Quality of customer service at the Office of Procurement
5
Support frqm the contract administrators after a contract has been signed

5
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Contractor Interview

Interview Information:
November 26, 2000

Department of Public Works and Transportation

Interview Transcription:

1) What, if any. are the major problems that you have encountered with the Oftice of
Procurement after a contract has been awarded?
Idon’t think I have ever had a problem after a contract has been awarded?

2) When contacting the Office of Procurement what would be a typical response time
you encounter, and is this satisfactory.
Yeah I guess the time is fine.

3) Can you recommend some things that the Office could do to better serve your needs?
Ahhh. No I think they do a good job

4) On ascale of 1 (worst) to 5 (best), how would you rate the:
Quality of customer service at the Office of Procurement
4
Support from the contract administrators after a contract has been signed

4

127



Contractor Interview

Interview Information:

November 27. 2000

Department of Health and Human Services

Interview Transcription:

1)

2)

4

What. if any. are the major problems that you have encountered with the Office of
Procurement after a contract has been awarded?

No

When contacting the Office of Procurement what would be a typical response time
you encounter, and is this satisfactory.

No, not applicable

Can you recommend some things that the Office could do to better serve your needs?
One issue that I'm sure you are aware of is the fact that a contract has to be written
to give a grant. [ have been starting a grant program for 10 years and this has
always been difficult. A way to treat them differently would help.

On a scale of 1 (worst) to 5 (best), how would you rate the:

Quality of customer service at the Office of Procurement

N/A

Support from the contract administrators after a contract has been signed

5
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Contractor Interview

Interview Information:

November 27, 2000

Department of Health and Human Services

Interview Transcription:

)

4)

What, if any. are the major problems that you have encountered with the Office of
Procurement after a contract has been awarded?

No

When contacting the Office of Procurement what would be a typical response time
you encounter, and is this satisfactory.

Yes, fine.

Can you recommend some things that the Office could do to better serve your needs?
Nothing at all.

On a scale of 1 (worst) to 5 (best), how would you rate the:

Quality of customer service at the Office of Procurement

4

Support from the contract administrators after a contract has been signed

4
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Contractor Interview

Interview Information:

November 27, 2000

Department of Information Systems and Technology

Interview Transcription:

D

2)

4)

What, if any, are the major problems that you have encountered with the Office of
Procurement after a contract has been awarded?

No

When contacting the Office of Procurement what would be a typical response time
you encounter, and is this satisfactory.

Quick.

Can you recommend some things that the Office could do to better serve your needs?
No not really. I work with the departments. The only thing is there is a delay with
purchase orders from Procurement. I receive them way after they are issued,
sometimes a couple of weeks. So if they could get those out faster.

On a scale of 1 (worst) to 5 (best). how would you rate the:

Quality of customer service at the Office of Procurement

4

Support from the contract administrators after a contract has been signed

4
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Contractor Interview

Interview Information:

November 27, 2000

Department of Information Systems and Technology

Interview Transcription:

1)

4)

What. if any. are the major problems that you have encountered with the Office of
Procurement after a contract has been awarded?

No

When contacting the Office of Procurement what would be a typical response time
you encounter, and is this satisfactory.

Sure

Can you recommend some things that the Office could do to better serve your needs?
No, Montgomery County is leaps and bounds ahead of other counties in Procurement.
They do a great job.

On a scale of 1 (worst) to 5 (best), how would you rate the:

Quality of customer service at the Office of Procurement

5

Support from the contract administrators after a contract has been signed

5



Contractor Interview

Interview Information:

November 26. 2000

Department of Housing and Community Affairs

Interview Transcription:

1)

3)

4

What, if any. are the major problems that you have encountered with the Office of
Procurement after a contract has been awarded?

We have never had any problems with Procurement.

When contacting the Office of Procurement what would be a typical response time
you encounter, and is this satisfactory.

They are good about getting back to us.

Can you recommend some things that the Office could do to better serve your needs?
1 think they do a good job.

On a scale of 1 (worst) to 5 (best), how would you rate the:

Quality of customer service at the Office of Procurement

4

Support from the contract administrators after a contract has been signed

4

2



Appendix E Glossary of Terms

AWARD

BUYER

CONTRACT ADMINISTRATOR

CONTRACTING OFFICER

The release of a fully executed contract to
an offeror. This release may be
accomplished by a contracting officer by
depositing the contract in the mail. with a
common carrier, delivering it to the offeror,
or notifying the contractor by phone,
telegram or other means which
communicates acceptance of offer by the

County.

(See Procurement Specialist)

An authorized government official in a using
department with the responsibility of

administering a contract.

Authorized officials (including the Chief
Administrative Officer, the Director, and
others delegated by these officials to act
within their' authority) who may exe.cute
contracts or contract modifications on behalf

of the County.



CONTRACTOR

DIRECTOR

INVITATION FOR BID (IFB)

PROCUREMENT

Any individual or organization doing
business with the County whether for
services, construction or for the sale of

goods or services pursuant to a contract.

Director of the Office of Procurement.

A formal solicitation in which competitive
sealed bids are invited through a public
notice procedure which requires that bids be
received by a specified time and opened
publicly. Invitations for Bids are evaluated
solely in terms of bidder responsibility,

bidder responsiveness, and price.

Buying, purchasing, or otherwise
acquiring any goods. services, or
construction. It also includes all functions
that pertain to the obtaining of any goods,
service, or construction, including
description of requirements, selection and

solicitation of sources, evaluation of offers,
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PROCUREMENT SPECIALIST

REQUEST FOR PROPOSAL (RFP)

USING DEPARTMENT

VENDOR

preparation and award of contract. dispute
and claim resolution and all phases of

contract administration.

An individual within the Procurement Office
in charge of buying. purchasing. or
otherwise acquiring any goods, services. or

construction for the County.

A solicitation to prospective offerors. the
response to which is analyzed in accordance
with selection criteria set forth in the
solicitation for the purpose of ranking the
proposals received. A Request For Proposal
is generally utiliZed (instead of an REOI)

when specifications can be prepared.

Any County department, office or agency
subject to the procurement requirements
imposed under Chapter 11B, Montgomery

County Code.

(See Contractor)
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