F08637-03-R-4001

Page 12 of 12
ATTACHMENT 2

QUALITY ASSURANCE SURVEILLANCE PLAN 

FOR

MILITARY FAMILY HOUSING MAINTENANCE
325th Civil Engineer Squadron

TYNDALL AFB FL

October 2003

The QASP will be part of the solicitation

 but shall not be part of the resulting contract

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.

The absence of any contract requirement from the SDS or QASP shall not detract from its enforceability nor limit the rights or remedies of the Government under any other provisions of the contract.

The QASP will be made part of the solicitation but shall not be part of the resulting contract.
1.  PERFORMANCE OBJECTIVE:
Provide Quality Control Plan (QCP) and Updates to QCP as Needed.

PERFORMANCE THRESHOLD:  Approved plan is available and updated 100% of the time

SOW PARAGRAPH: 1.27
STANDARD:  Deficiencies are not permitted in any of the plans and/or procedures, including the updates.

SURVEILLANCE:  The Quality Assurance Personnel (QAP) will review 100% of the above documents.

PROCEDURES:  The QAP will review all appropriate documents, including any updates as they are submitted to ensure plans, policies, and/or procedures follow generally accepted commercial practices, manufacturer’s recommendations, and federal, state, and local rules and procedures.  The documents will not be considered acceptable until all deficiencies are corrected.

2.  PERFORMANCE OBJECTIVE:
Perform Change of Occupancy Maintenance (COM) and separately priced line items within established turn around time.

SOW PARAGRAPH: 1.3, Appendix P

STANDARD:  100% of the time.

PERFORMANCE THRESHOLD:  Deficiencies are not permitted.

SURVEILLANCE:  100% inspection of each housing unit

PROCEDURES:  After completion of each COM, the QAP will inspect the housing unit to ensure compliance with manufacturers’ recommendations, standard commercial practices, completion of specific taskings, and the Quality Control Plan.  Change of Occupancy Maintenance will not be considered acceptable until any and all deficiencies are corrected.

3.  PERFORMANCE OBJECTIVE:
Respond to Service Calls

SOW Paragraph: 1.2, Appendix N

STANDARD:  Response to and completion of service calls shall be satisfactorily completed within the required time frames 95% of the time.  

PERFORMANCE THRESHOLD:  Recurring deficiencies are not permitted for the above performance objective.  For example, if a customer complains the air conditioning stopped working shortly after repair by the contractor’s representative, the contractor is required to correct the deficiency through re-performance at no cost to the government.  However, upon two unacceptable re-performances on the same air conditioning, a deficiency will be recorded and reported to the contracting officer for appropriate action.

SURVEILLANCE:  Customer feedback and complaints from base personnel/housing occupants will be the primary method of surveillance.

PROCEDURES:  The QAP will collect and manage all customer feedback and complaints.  Upon the customer’s request, the functional area will provide a summary of the contract requirements and points of contact for contractual questions.

All complaints and any resulting resolution of such complaints must be documented.  A locally developed evaluation form will be used for this purpose.  The contractor shall ensure that all customers are given an evaluation form and informed of the proper procedures for documenting comments/complaints.  Evaluation forms may be collected by the contractor and forwarded to the QAP, or the customer may mail the evaluation directly to the Housing Office.  Customer complaint forms shall become a permanent part of the QAP surveillance records.

All customer complaints shall be in writing for any purportedly unperformed or unacceptable service.  The QAP will inspect the area of deficiency and validate the complaint in accordance with the terms and conditions of the contract and by referencing the applicable contract paragraph.  The QAP shall verbally notify the contractor’s Quality Control Inspector (QCI) to pick up the written customer complaint.  The QCI shall respond within 2 hours after verbal notification with a suggested re-performance scheduling for QAP approval of the unacceptable service.  Re-accomplishment of services shall be at no additional cost to the government.  The QAP will inform the customer of the approximate time the deficiency will be corrected.

If the QCI challenges the validity of the complaint after inspection of the site, the QAP will notify the contracting officer.

The contracting officer will determine if the complaint is valid/invalid and will document the complaint form and notify the QAP and QCI of the determination.

If the complaint is valid, the QCI will correct the deficiency within the approved scheduling time-frame.  The QCI shall properly document the customer complaint form with action(s) taken and return the form to the QAP.  The QAP will retain the completed customer complaint form in his/her files.  A deficiency will not be recorded if proper and timely correction of the unacceptable service(s) is accomplished.  However, a deficiency in the contractor’s Quality Control Program will be recorded if the QCI fails to recognize a valid customer complaint.  Documentation of unacceptable re-performance will be forwarded to the contracting officer for further appropriate action.

4.  PERFORMANCE OBJECTIVE:
Appliance Maintenance and Service

SOW PARAGRAPH: 1.11, Appendix K

STANDARD:  Appliances shall be maintained in accordance with commercial practices and industry standards ensuring 90% of the appliances are in safe and in proper working order 100% of the time.  Non-working appliances shall be replaced within 3 calendar days 100% of the time.

PERFORMANCE THRESHOLD:  Recurring deficiencies are not permitted for any of the above performance objectives.  For example, if customer X at housing unit Y complains that the refrigerator stopped working after contractor representative had performed repairs, the contractor is required to correct the deficiency through re-performance.  However, if this same situation occurs again during the contract period, a deficiency will be recorded and reported to the contracting officer for appropriate action.

SURVEILLANCE:  Customer feedback and complaints from base personnel/housing occupants will be the primary method of surveillance.

PROCEDURES:  The QAP will collect and manage all customer feedback and complaints.  Upon the customer’s request, the functional area will provide a summary of the contract requirements and points of contact for contractual questions.

All complaints and any resulting resolution of such complaints must be documented.  A locally developed evaluation form will be used for this purpose.  The contractor shall ensure that all customers are given an evaluation form and informed of the proper procedures for documenting comments/complaints.  Evaluation forms may be collected by the contractor and forwarded to the QAP, or the customer may mail the evaluation directly to the Housing Office.  Customer complaint forms shall become a permanent part of the QAP surveillance records.

All customer complaints shall be in writing for any purportedly unperformed or unacceptable service.  The QAP will inspect the area of deficiency and validate the complaint in accordance with the terms and conditions of the contract and by referencing the applicable contract paragraph.  The QAP shall verbally notify the contractor’s Quality Control Inspector (QCI) to pick up the written customer complaint.  The QCI shall respond within 2 hours after verbal notification with a suggested re-performance scheduling for QAP approval of the unacceptable service.  Re-accomplishment of services shall be at no additional cost to the government.  The QAP will inform the customer of the approximate time the deficiency will be corrected.

If the QCI challenges the validity of the complaint after inspection of the site, the QAP will notify the contracting officer.

The contracting officer will determine if the complaint is valid/invalid and will document the complaint form and notify the QAP and QCI of the determination.

If the complaint is valid, the QCI will correct the deficiency within the approved scheduling time-frame.  The QCI shall properly document the customer complaint form with action(s) taken and return the form to the QAP.  The QAP will retain the completed customer complaint form in his/her files.  A deficiency will not be recorded if proper and timely correction of the unacceptable service(s) is accomplished.  However, a deficiency in the contractor’s Quality Control Program will be recorded if the QCI fails to recognize a valid customer complaint.  Documentation of unacceptable re-performance will be forwarded to the contracting officer for further appropriate action.

5.  PERFORMANCE OBJECTIVE:
Annual HVAC Inspections 

SOW PARAGRAPH: 1.7, 1.28.1, Appendix C, Appendix M

STANDARD: Annual HVAC inspections shall be completed in accordance with established schedule and customer complaints (both customer-initiated and periodic inspection by QAP) shall not exceed 2 per month

PERFORMANCE THRESHOLD:  Annual HVAC inspections shall be completed in accordance with established schedule and customer complaints shall not exceed 2 per month.  Recurring deficiencies are not permitted for any of the above performance objectives.  For example, if customer X at housing unit Y complains that air conditioning stopped working after contractor representative had just fixed it, the contractor is required to correct the deficiency through re-performance.  However, if this same situation occurs again during the contract period, a deficiency will be recorded and reported to the contracting officer for appropriate action.

SURVEILLANCE:  Customer feedback and complaints from base personnel/housing occupants will be the primary method of surveillance.  As a secondary method of surveillance, the QAP may periodically conduct inspections by contacting customers.

PROCEDURES:  The QAP will collect and manage all customer feedback and complaints.  Upon the customer’s request, the functional area will provide a summary of the contract requirements and points of contact for contractual questions.  

Periodically, the QAP may contact customers to evaluate the contractor's performance.  When periodic inspections are undertaken, the QAP will contact a random sampling of the HVAC Inspections using a randomizer program available at www.randomizer.org.  The sample size of the random sampling shall vary depending on the performance of the contractor.  

All complaints and any resulting resolution of such complaints must be documented.  A locally developed evaluation form will be used for this purpose.  The contractor shall ensure that all customers are given an evaluation form and informed of the proper procedures for documenting comments/complaints.  Evaluation forms may be collected by the contractor and forwarded to the QAP, or the customer may mail the evaluation directly to the Housing Office.  Customer complaint forms shall become a permanent part of the QAP surveillance records.

All customer complaints shall be in writing for any purportedly unperformed or unacceptable service.  The QAP will inspect the area of deficiency and validate the complaint in accordance with the terms and conditions of the contract and by referencing the applicable contract paragraph.  The QAP shall verbally notify the contractor’s Quality Control Inspector (QCI) to pick up the written customer complaint.  The QCI shall respond within 2 hours after verbal notification with a suggested re-performance scheduling for QAP approval of the unacceptable service.  Re-accomplishment of services shall be at no additional cost to the government.  The QAP will inform the customer of the approximate time the deficiency will be corrected.

If the QCI challenges the validity of the complaint after inspection of the site, the QAP will notify the contracting officer.

The contracting officer will determine if the complaint is valid/invalid and will document the complaint form and notify the QAP and QCI of the determination.

If the complaint is valid, the QCI will correct the deficiency within the approved scheduling time-frame.  The QCI shall properly document the customer complaint form with action(s) taken and return the form to the QAP.  The QAP will retain the completed customer complaint form in his/her files.  A deficiency will not be recorded if proper and timely correction of the unacceptable service(s) is accomplished.  However, a deficiency in the contractor’s Quality Control Program will be recorded if the QCI fails to recognize a valid customer complaint.  Documentation of unacceptable re-performance will be forwarded to the contracting officer for further appropriate action.

6.  PERFORMANCE OBJECTIVE:
Annual Roof and Gutter Inspections 

SOW PARAGRAPH: 1.5.4

STANDARD: Annual Roof and Gutter inspections shall be completed in accordance with established schedule and customer complaints (both customer-initiated and periodic inspection by QAP) shall not exceed 2 per month.

PERFORMANCE THRESHOLD:  Recurring deficiencies are not permitted for any of the above performance objectives.  For example, if customer X at housing unit Y complains that roof leaks after contractor representative had just fixed it, the contractor is required to correct the deficiency through re-performance.  However, if this same situation occurs again during the contract period, a deficiency will be recorded and reported to the contracting officer for appropriate action.

SURVEILLANCE:  Customer feedback and complaints from base personnel/housing occupants will be the primary method of surveillance.  As a secondary method of surveillance, the QAP may periodically conduct inspections by contacting customers.

PROCEDURES:  The QAP will collect and manage all customer feedback and complaints.  Upon the customer’s request, the functional area will provide a summary of the contract requirements and points of contact for contractual questions.

Periodically, the QAP may contact customers to evaluate the contractor's performance.  When periodic inspections are undertaken, the QAP will contact a random sampling of the Roof and Gutter Inspections using a randomizer program available at www.randomizer.org.  The sample size of the random sampling shall vary depending on the performance of the contractor.

All complaints and any resulting resolution of such complaints must be documented.  A locally developed evaluation form will be used for this purpose.  The contractor shall ensure that all customers are given an evaluation form and informed of the proper procedures for documenting comments/complaints.  Evaluation forms may be collected by the contractor and forwarded to the QAP, or the customer may mail the evaluation directly to the Housing Office.  Customer complaint forms shall become a permanent part of the QAP surveillance records.

All customer complaints shall be in writing for any purportedly unperformed or unacceptable service.  The QAP will inspect the area of deficiency and validate the complaint in accordance with the terms and conditions of the contract and by referencing the applicable contract paragraph.  The QAP shall verbally notify the contractor’s Quality Control Inspector (QCI) to pick up the written customer complaint.  The QCI shall respond within 2 hours after verbal notification with a suggested re-performance scheduling for QAP approval of the unacceptable service.  Re-accomplishment of services shall be at no additional cost to the government.  The QAP will inform the customer of the approximate time the deficiency will be corrected.

If the QCI challenges the validity of the complaint after inspection of the site, the QAP will notify the contracting officer.

The contracting officer will determine if the complaint is valid/invalid and will document the complaint form and notify the QAP and QCI of the determination.

If the complaint is valid, the QCI will correct the deficiency within the approved scheduling time-frame.  The QCI shall properly document the customer complaint form with action(s) taken and return the form to the QAP.  The QAP will retain the completed customer complaint form in his/her files.  A deficiency will not be recorded if proper and timely correction of the unacceptable service(s) is accomplished.  However, a deficiency in the contractor’s Quality Control Program will be recorded if the QCI fails to recognize a valid customer complaint.  Documentation of unacceptable re-performance will be forwarded to the contracting officer for further appropriate action.

7.  PERFORMANCE OBJECTIVE:
Recurring Equipment Inspections and Repairs

SOW PARAGRAPH: 1.7, and Appendix C

STANDARD: Recurring equipment inspections and repairs shall be completed in accordance with established schedule and customer complaints (both customer-initiated and periodic inspection by QAP) shall not exceed 2 per month.  
PERFORMANCE THRESHOLD:  Recurring deficiencies are not permitted for any of the above performance objectives.  For example, if customer X at housing unit Y complains that the garbage disposal doesn’t work just after the contractor’s representative inspection, the contractor is required to correct the deficiency through re-performance.  However, if this same situation occurs again during the contract period, a deficiency will be recorded and reported to the contracting officer for appropriate action.

SURVEILLANCE:  Customer feedback and complaints from base personnel/housing occupants will be the primary method of surveillance.  As a secondary method of surveillance, the QAP may periodically conduct inspections by contacting customers.

PROCEDURES:  The QAP will collect and manage all customer feedback and complaints.  Upon the customer’s request, the functional area will provide a summary of the contract requirements and points of contact for contractual questions.

Periodically, the QAP may contact customers to evaluate the contractor's performance.  When periodic inspections are undertaken, the QAP will contact a random sampling of the Recurring Equipment Inspections using a randomizer program available at www.randomizer.org.  The sample size of the random sampling shall vary depending on the performance of the contractor.

All complaints and any resulting resolution of such complaints must be documented.  A locally developed evaluation form will be used for this purpose.  The contractor shall ensure that all customers are given an evaluation form and informed of the proper procedures for documenting comments/complaints.  Evaluation forms may be collected by the contractor and forwarded to the QAP, or the customer may mail the evaluation directly to the Housing Office.  Customer complaint forms shall become a permanent part of the QAP surveillance records.

All customer complaints shall be in writing for any purportedly unperformed or unacceptable service.  The QAP will inspect the area of deficiency and validate the complaint in accordance with the terms and conditions of the contract and by referencing the applicable contract paragraph.  The QAP shall verbally notify the contractor’s Quality Control Inspector (QCI) to pick up the written customer complaint.  The QCI shall respond within 2 hours after verbal notification with a suggested re-performance scheduling for QAP approval of the unacceptable service.  Re-accomplishment of services shall be at no additional cost to the government.  The QAP will inform the customer of the approximate time the deficiency will be corrected.

If the QCI challenges the validity of the complaint after inspection of the site, the QAP will notify the contracting officer.

The contracting officer will determine if the complaint is valid/invalid and will document the complaint form and notify the QAP and QCI of the determination.

If the complaint is valid, the QCI will correct the deficiency within the approved scheduling time-frame.  The QCI shall properly document the customer complaint form with action(s) taken and return the form to the QAP.  The QAP will retain the completed customer complaint form in his/her files.  A deficiency will not be recorded if proper and timely correction of the unacceptable service(s) is accomplished.  However, a deficiency in the contractor’s Quality Control Program will be recorded if the QCI fails to recognize a valid customer complaint.  Documentation of unacceptable re-performance will be forwarded to the contracting officer for further appropriate action.

8.  PERFORMANCE OBJECTIVE:
Operate the Housing Improvement Center 
SOW PARAGRAPH: 1.29, Appendix O

STANDARD: The Housing Improvement Center (HIC) shall be operated in accordance with written procedures and customer complaints shall not exceed 2 per month.  
PERFORMANCE THRESHOLD:  Recurring deficiencies are not permitted for any of the above performance objectives.  For example, if customer X at housing unit Y complains that the HIC did not stock sufficient light bulbs, the contractor is required to correct the deficiency by ordering the requested item.  However, if this same situation occurs again during the contract period, a deficiency will be recorded and reported to the contracting officer for appropriate action.

SURVEILLANCE:  Customer feedback and complaints from base personnel/housing occupants will be the primary method of surveillance.  As a secondary method of surveillance, the QAP may periodically conduct inspections by contacting customers.

PROCEDURES:  The QAP will collect and manage all customer feedback and complaints.  Upon the customer’s request, the functional area will provide a summary of the contract requirements and points of contact for contractual questions.

All complaints and any resulting resolution of such complaints must be documented.  A locally developed evaluation form will be used for this purpose.  The contractor shall ensure that evaluation forms are readily available and that customers are informed of the proper procedures for documenting comments/complaints.  Evaluation forms may be collected by the contractor and forwarded to the QAP, or the customer may mail the evaluation directly to the Housing Office.  Customer complaint forms shall become a permanent part of the QAP surveillance records.

All customer complaints shall be in writing for any purportedly unperformed or unacceptable service.  The QAP will inspect the area of deficiency and validate the complaint in accordance with the terms and conditions of the contract and by referencing the applicable contract paragraph.  The QAP shall verbally notify the contractor’s Quality Control Inspector (QCI) to pick up the written customer complaint.  The QCI shall respond within 2 hours after verbal notification with a suggested re-performance scheduling for QAP approval of the unacceptable service.  Re-accomplishment of services shall be at no additional cost to the government.  The QAP will inform the customer of the approximate time the deficiency will be corrected.

If the QCI challenges the validity of the complaint after inspection of the site, the QAP will notify the contracting officer.

The contracting officer will determine if the complaint is valid/invalid and will document the complaint form and notify the QAP and QCI of the determination.

If the complaint is valid, the QCI will correct the deficiency within the approved scheduling time-frame.  The QCI shall properly document the customer complaint form with action(s) taken and return the form to the QAP.  The QAP will retain the completed customer complaint form in his/her files.  A deficiency will not be recorded if proper and timely correction of the unacceptable service(s) is accomplished.  However, a deficiency in the contractor’s Quality Control Program will be recorded if the QCI fails to recognize a valid customer complaint.  Documentation of unacceptable re-performance will be forwarded to the contracting officer for further appropriate action.

12

