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QUALITY ASSURANCE SURVEILLANCE PLAN

INTRODUCTION

This Quality Assurance Surveillance Plan (QASP) has been developed to evaluate contractor actions while implementing this SOW.  It is designed to provide an effective surveillance method of monitoring contractor performance for each listed objective on the Service Delivery Summary (SDS) in the maintenance contract.

The QASP provides a systematic method to evaluate the services the contractor is required to furnish.  

This QASP is based on the premise the government desires to maintain a quality standard in operating, maintaining, and repairing facilities and that a service contract to provide the service is the best means of achieving that objective.  

The contractor, and not the government, is responsible for management and quality control actions to meet the terms of the contract.  The role of the government is quality assurance to ensure contract standards are achieved. 

In this contract the quality control program is the driver for product quality.  The contractor is required to develop a comprehensive program of inspections and monitoring actions.  The first major step to ensuring a “self-correcting” contract is to ensure that the quality control program approved at the beginning of the contract provides the measures needed to lead the contractor to success.

Once the quality control program is approved, careful application of the process and standards presented in the remainder of this document will ensure a robust quality assurance program.
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Performance Objective
SOW para.
Performance Threshold

Treat customers politely, cheerfully and promptly
1.1.1
Customer service rating of at least 4.0 on a 5.0 scale

Respond to and complete emergency, urgent, and routine service calls
1.1.3.
95% of required time limits

Maintain, repair, construct, and operate the supporting infrastructure ensuring cost effective and reliable support 
1.2.
100% of time

Provide economical maintenance, repair, construction, installation, operation, and service functions for real property, Real Property Installed Equipment (RPIE), and designated Equipment Authorized Inventory Data (EAID)
1.3.
95% of scheduled inspections and/or work completed on time

Operate and maintain steam heat, hot water, chilled water, water treatment, and wastewater treatment plants
1.4.
100% of time

Provide facility and base services protecting public health and base property, which includes custodial services, refuse collection and disposal, locksmith services, pest and animal control, hazardous waste collection and disposal, snow and ice control, grounds maintenance and landscaping.  Provides services in accordance with submitted plans
1.5.
Schedules are met  95% of time

Provide a well-managed base environmental protection program that complies with all federal, state, and local laws and regulations to ensure zero notice of violations.  Environmental protection service programs include restoration, compliance, pollution prevention, conservation, and community relations
1.6.
Zero notice of violations, 100% of time

Provide an effective architectural and engineering services program that includes planning, programming, design, and construction management to ensure projects are designed and construction work are completed timely and within budget.
1.7.
100% of time

Maintain a satisfactory occupancy rate in military family housing
1.8.4
98% Occupancy rate maintained

Maintain a satisfactory occupancy rate in dormitories
1.8.4
90% Occupancy rate maintained

Provide effective financial management for operations and maintenance budgets, minor construction budgets, housing budgets, and other associated budgets.  Provide an accurate status of funds to the government.  
1.9.
100% of time

Develop, update, execute, and review Disaster Preparedness and Emergency Operations planning documents
1.10.1
Documents are current 95% of time

Respond to contingencies and natural disasters during normal and after duty hours within required time limits
1.10.2
100% of time

STANDARD:
 The performance thresholds established for each of the performance objectives are the number of defects permitted before the quality assurance (QA) person notifies the contracting officer for appropriate action in accordance with FAR 52.212.4, Contract Terms and Conditions-Commercial Items (May 1997) or FAR 52.246-4, Inspection of Services - Fixed Price, as appropriate.  (THE SPECIFIC NUMBERS SHOWN IN THE "PERFORMANCE THRESHOLD" COLUMN ARE EXAMPLES ONLY.  INSTALLATIONS SHOULD ENTER THE SPECIFIC THRESHOLDS APPLICABLE TO THEM.  ENSURE THE THRESHOLDS ARE MEASURABLE)

SURVEILLANCE:  Government QA personnel will conduct monthly evaluations of all of the above SDS items.  Government QA personnel may also receive complaints from base personnel and other Government representative(s) and pass them to the contractor's quality control inspector (QCI) for correction.  Customer’s complaints may be submitted by any form of communication, including fax and e-mail.

PROCEDURES: 

Monthly Evaluations: The Government's QA person will visit the appropriate work area of the contractor and either observe the contractor performing the tasks or review documentation, as appropriate.  The QA person will notify the contractor's supervisor of any defects in performance and permit the contractor to re-perform the service.  If the contractor cannot or will not re-perform the defective service, the QA person will notify the contracting officer.

The QA person may also perform the monthly evaluations through evaluations of the contractor's quality assurance program, which was previously approved by the government.  The contractor shall submit the monthly quality control schedule to the QA person before the first of each month.  The QA person may perform inspections in any number of ways.  The QA person may accompany the QCI on scheduled inspections and observe the QCI inspecting the service to ensure defects are corrected.  The QA person may immediately inspect the same area as the QCI as soon as the QCI has completed the QC inspection to determine if any surveillance areas were overlooked.  The QA person may inspect area prior to QCI and compare results.  The QA person will record defects if QCI fails to record performance defects and defects are not corrected.
Customer Complaints: Any base employee observing unacceptable services or quality of work for any of the above items would immediately contact the government quality assurance person.  The QA person will initially consider the complaint valid, verbally notify the QCI, and document the complaint.  The QA person then lets the customer know when the defect should be corrected.  The QA person advises the customer to contact the evaluator if the defect is not corrected.  The QA person considers customer complaints resolved unless otherwise notified by the customer.  It is the contractor’s responsibility to obtain a copy of the written customer complaint from the government QA person.  The QCI will be given two hours after verbal notification from the government evaluator to correct the unacceptable performance defect.  If the QCI disagrees with the complaint and challenges the validity of the complaint, the QCI will notify the QA person.  The QA person validates the complaint by investigating the defect.  If the complaint is invalid, the QA person will document the findings and notify the customer.  The QA person retains a copy of the written complaint.  After investigation, if the QA person determines the complaint as valid, the QA person informs the QCI.  The QCI is given an additional hour to correct the defect.  Defects will not be recorded if proper and timely correction of the unacceptable condition(s) is accomplished. The QCI shall return documentation to the QA person of the actions taken to remedy the situation.  The QA person documents the data for future recurring performance.

(NOTE:  ANY CUSTOMER COMPLAINT METHOD OF SURVEILLANCE MUST BE BASED ON ADEQUATE CUSTOMER COMPLAINT TRAINING.  THE QA PERSON SHOULD FURNISH WRITTEN INSTRUCTIONS, PUBLICITY, INFORMATION, BRIEFINGS, AND USE ANY OTHER MEANS TO EDUCATE CUSTOMERS AND BASE POPULACE.)
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