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1.  This Quality Assurance Surveillance Plan (QASP) has been developed to evaluate contractor actions while implementing the 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 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, 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 ensure 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.  

SERVICE DELIVERY SUMMARY

	Performance Objective

	SOW Paragraph
	Performance Threshold


	Perform all Basic Cleaning Services
	2 - 2.7
	Not to exceed 5 validated customer complaints per month.



	Perform all Basic Restrooms/Locker Rooms/Sauna Cleaning Services
	3 - 3.5
	Not to exceed 5 validated customer complaints per month.



	Perform all Periodic Cleaning Services
	4 - 4.2
	Not to exceed 5 validated customer complaints per month.




SURVEILLANCE:  Customer complaints will be used as the primary method of surveillance.  Periodic Inspections by the QAP will be another method of surveillance.  In addition, monthly the QAP will perform quality checks on a minimum of 20 buildings.  

STANDARD:  Five customer complaints are permitted each month per objective.  If more than five customer complaints are received the QAP shall notify the contracting office for appropriate action.

PROCEDURES:  Any base employee who observes unacceptable service, either incomplete or not performed should immediately contact the QAP and the QAP will complete appropriate documentation to record the complaint.  The contractor will be notified and allowed the opportunity to reperform.  If the contractor fails to reperform, the work not completed will be tallied and forwarded to the contracting officer for appropriate action.  The customer or the government representative identifies a complaint area.  The customer or government representative will complete a Customer Complaint Form.  The government representative will validate the complaint by contract paragraph references.  The government representative will then inform the contractor and have the contractor respond as to the action taken.  The complaint package is returned to the government representative who will distribute copies:  customer, contracting, contractor, and government representative.

	Performance Objective

	SOW Paragraph
	Performance Threshold


	Clean Window, Screens, and Frames
	5 - 5.3.1
	Not to exceed 1 validated customer complaint per month.


SURVEILLANCE:  Customer complaints will be used as the primary method of surveillance.

STANDARD:  One validated customer complaint permitted each month.  If more than one validated customer complaint is received, the QAP shall notify the contracting office for appropriate action.

PROCEDURES:  Same as above.

	Performance Objective

	SOW Paragraph
	Performance Threshold


	Perform all Emergency or Special Event Cleaning Services
	6 - 6.3
	Shall be 95% correct.  


SURVEILLANCE:  The QAP will evaluate the Emergency or Special Event Cleaning Services.  

STANDARD:  The contractor shall perform all required work in a satisfactory manner in accordance with the SOW.  The QAP shall not consider the required cleaning services complete until 95% of all deficiencies have been corrected.

PROCEDURES:  The QAP will inspect all required Emergency or Special Event Cleaning Services to ensure contractor compliance with the SOW each time the service(s) is performed.  

	Performance Objective

	SOW Paragraph
	Performance Threshold


	Provide Cleaning Schedules
	12
	Shall be 98% correct at all times.




SURVEILLANCE:  The QAP will ensure schedules are submitted, by the contractor, for the basic year and remaining option years.  

STANDARD:  The contractor shall supply required data for the basic year no later than 15 days after award notification.  For remaining option periods, the schedules shall be submitted no later than 30 days prior to start of option period.  Revised schedules shall be submitted within 3 working days.  

PROCEDURES:  The QAP will review the schedules for accuracy upon submission from contractor.  Contractor shall be given three working days to resubmit new and revised schedules.  

