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Background. My contractor account is a company that manufactures custom furniture.  They heard about us (FBBS/Strawbridge Consulting) through another long-time client (USA Impact)  at a GSA trade show earlier this year.  They hired us to take over the management of their GSA contract for them, make immediate recommendations where needed, bring their contract up-to-date and keep it in compliance going forward.  Rather routine tasks, all-in-all since they had no pressing agenda themselves, meaning they had no needs or interest in adding or deleting items, or changing anything about their awarded GSA schedule.  My biggest suggestion to them is to add a text file and some more items to their GSA Advantage posting.

On 9/14, I got an email from my account rep inquiring about a GSA-generated Mass Mod numbered AO46.  I had never heard of this modification before and figured it was a solicitation refresh. Later that day, I received from my account a forwarded email message from GSA containing what I thought was the (access) PIN number I needed to use to accept mod AO46 for them.  Upon further review, this PIN email message was not for mod AO46 but for another mod (numbered FX75) which was the GSA-generated mass mod for the American Reinvestment and Recovery Act (ARRA).  I communicated with CC about opting in for the ARRA program and contract modification using the same logic I had previously used for all our other GSA contractor accounts.  Although highly doubtful that any government money would be coming their way via the ARR Act it made good sense to opt in for the mod so they would not be excluded in the highly unlikely event that the government needed custom furniture under this program.  The obvious word is this money is earmarked to be spent on infrastructure, roads, bridges, etc, and not on custom furniture.  Using the GSA PIN number I was able to accept the ARRA mod FX75 on-line for my account.  Next, was to accept the mod AO46 and this had a deadline or expiration date of 10/1/09.  Why these mods have expiration dates on them makes no sense to me to but then again, there is not much that is done at GSA that makes any sense to anyone but them.

On 9/15, the previous GSA Contract Administrator for my client forwarded the email from the GSA Administrative Contract Officer (ACO) with the PIN for accepting MOD AO46 and I immediately went into the VSC system to accept this mod.  I went through each page of the on-line Mass Mod system (which at least now allows one to "go back" through previous internet pages, without getting totally kicked out of the system) and as is my custom, printed out each page for my contractor's official GSA contract files.  When I got to nearly the last page of the process where the system requests we enter the PIN number, the system returned an error message that the PIN was either invalid or did not work in conjunction with the contract number. I was fuming as things like this happen all the time with GSA's systems. All that time and my contractor account's money wasted.

As with all GSA-generated Mass Mods, if you have any questions, contact your ACO.  So I did.  He understood my issue and told me he would go into the mass mods system, re-generate a new PIN and the system would automatically email me the PIN.  No PIN email came from him.  I do receive auto-emails from their mass mod system all the time, but nothing came from the ACO.  I asked him again to re-send the PIN as time as running out for me to accept this mod.  This time he even sent me a screen shot from his computer showing that he requested the PIN be reset and emailed to my email address, tsbridge@fbbs-gsa.com, but no email came.  I requested a POC at GSA with the people responsible for the mass mods on-line activities and received no names or email addresses to contact.

No wanting my contractor's GSA contract to be jeopardized by GSA's system failure, I had no choice but to attempt to contact the reigning eLibrary referenced PCO (Program Contract Officer) on the contract.  The other PCO working this contract had never responded to a single email, mod request or telephone call regarding this contract since 8/11/09, when I first began trying to communicate with her.  As a matter of fact, the only communication I ever received from this person was one "Out-of-the-Office" return email message.  I sent her  xx requests to act on the AC mod sent to her on 8/11/09 to change the GSA contract administrator to me and to this day, that mod request remains un-awarded. With no communications with that PCO, I had no recourse but to turn to an individual I had serious problems with in the past and had removed from a Group 36 contract, (along with her equally incompetent and arrogant Contract Specialist) a year and a half earlier for failure to do her job, accompanied by her severe attitude problems.  To my astonishment, she did send an email to a "Program" specialist with the Mass mods group and no response was ever received.  I use quotes around "program" in the previous sentence because the GSA people I have talked with about this since are blaming this problem on the "systems" people and not on the "program" people.  I have been trying to get a contact with the "systems" people, but no luck.

By 9/30/09, there was still no word from GSA on resolving this mod situation.  I pulled down the sample mod, filled ot the SF30 paperwork the old-fashioned way, with a blue-ink pen, scanned the first page and the signature page and emailed it to the ACO.  His email to the PCO said he was unable to accept a paper version of the mod and what should he do.  The GSA system automatically cancelled our contract on 9/30/09.  I learned of this not from GSA, but from the client who could no longer access GSA's eBuy (federal spam generating system) and informed me that his product listing has fallen off GSA Advantage.  Several emails later I heard back from GSA that the contract was cancelled and to contact the PCO for more info.  Although the PCO knew about the issues I was having, as well as the ACO knowing about them, the contract was still allowed to be cancelled.  Is anyone in charge down there?   The PCOs, the systems - all of them, and we pay for this treatment with our tax dollars?

From my standpoint, this GSA on-line system had two issues, the PIN numbers do not always work in conjunction with the contract numbers and their in-house auto-email system does not work either.  I knew of course, from 20 years of previous GSA experience, that I would be the first person to have this problem with their system, and that is exactly the same BS I heard when I contacted them.

Here are the emails I sent and the responses I received.

The bottom line is that this contract will be re-instated. So far my efforts have cost the contractor around $300 (cheap for most GSA problems).

 The GSA Director for the group left me a voice message on Friday in which he still has not provided me with a POC for the "systems" people and did say that by this AM the contract should be re-appearing at least in eLibray, but that we may have to re-upload the product catalog to GSA Advantage.  So who is to pay for that re-upload to fix GSA's failures and mistakes?  Perhaps we should deduct the cost of these GSA self0inflicted wounds/issues from the IFF fees we are forced to pay?

A Future BEEF - MOBIS group director defends policy of rejecting GSA Advantage uploads without ever communicating their group's specific GSA upload requirements to contractors, making it impossible to get an upload approved and posted to the GSA ADV system.

