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Section A

PURPOSE
1.  This Quality Assurance Surveillance Plan (QASP) has been developed to provide the standard of surveillance for monitoring a Firm-Fixed-Price contract and a systematic approach for conducting the surveillance.  It will be used by Quality Assurance Personnel  (QAP) to insure the standards of the contract are being met

2.  Where appropriate, methods for administering and evaluating services not included in the Service Delivery Summary are to be developed by the QAP.


a.  The government retains the right to inspect required tasks not shown on the Service Delivery Summary (SDS).  Inspection of these services will be in the same general manner as periodic checklist items.  The results of these inspections are documented and if necessary, provided to the Functional Commander/Functional Director (FC/FD) and Contracting Officer (CO) for action.


b.  The following non-SDS items may be observed periodically during the contract period.


Current Employees Listing

Employee Training


Equipment Inventory


Government Furnished Facilities


Key Control

3.  Any nonconformance with contract requirements is a “defect”.  The term “defective” is used in reference to a service output that does not meet the standard of performance specified in the contract for that service.

4.  The QASP provides a systematic method to evaluate the services the contractor is required to furnish and not the details of how the contractor accomplishes the work.  For all services, the plan utilizes Periodic Inspections.  This surveillance adequately assures the government that the contractor’s performance is acceptable.

5.  The QASP is based on the premise that the contractor and not the government, is responsible for management and quality control actions to meet the terms of the contract.  The performance requirements recognize that the contractor is not a perfect manager and that unforeseen and uncontrollable problems do occur.  Good management and use of an excellent quality control plan will allow the contractor to operate within specified performance requirements.  QAP are to be objective, fair, and consistent in evaluating contractor performance against the standards.

Section B

PROCEDURES
1.  QUALITY ASSURANCE SCHEDULE

1.1.   The QAP will develop a checklist (see Section F) to use when conducting surveillance of the contractor’s performance as identified in the QASP.

2.  ACTUAL SURVEILLANCE
2.1.  Actual surveillance will be conducted as identified in the contract and the Inspection/Acceptance Clause.

2.2.  It is essential that the QAP determine when periodic inspections will be accomplished in order to have an effective quality assurance surveillance system.

2.3.  The QAP will inspect task performance by either watching actual performance, physically checking an attribute of the completed task, checking a management information report, or otherwise inspecting the task or its results to determine whether or not the performance meets the standards contained in the contract.

2.4.  All surveillance observations/inspections made by the QAP will be recorded on the Periodic Checklist (see Section F).  The completed form becomes the official Air Force record of the contractor’s performance.

2.5.  When a surveillance observation results in unacceptable service, the QAP will record the information on the checklist and request the contractor to initial.  If the service can be re-performed, request the contractor to re-accomplish the task or service. If the service cannot be re-performed, the deficiency will be a defect.  The specific reason for unacceptable performance will be recorded on the checklist.

2.6.  During the month, the QAP may receive customer complaints about the quality of service, or may observe unacceptable performance by the contractor. These complaints and observations will be noted and should reinforce the accuracy of the sample results.  During a surveillance period, only one surveillance method may be used to cause less than maximum payment for the listed service.

3.  The QAP is required to accept contractor services and determine payment due.  At the completion of each contract payment period (usually monthly), the QAP must certify the services actually received under the contract.  A letter will be used to certify services.  Letter and completed locally developed surveillance checklist shall be forwarded to the contract administrator by the second workday after acceptance of services.

Section C

METHOD OF SURVEILLANCE

The method of inspection is Periodic.  The QAP will choose at their discretion the days of the week to inspect contractor performance.   Surveillance may be conducted weekly, monthly, quarterly, or annually.  The QAP has the flexibility to increase or decrease surveillances, depending on contractor’s performance.

Section D

UNACCEPTABLE PERFORMANCE

1.  When performance is determined unacceptable, the QAP must inform the contractor’s on-site representative that performance is unacceptable and why, and request his or her initials and date on the surveillance form.  By initialing and dating the form, the contractor’s on-site representative is acknowledging that he or she has been told of the unacceptable performance.  He or she is not necessarily agreeing that the performance is unacceptable.  If the contractor wants to dispute the results of the surveillance, the QAP must refer them to the contracting officer for resolution of the matter.

2.  The QAP will notify the Contracting Officer of less than acceptable performance.   When the defect(s) in performance cannot be corrected, the Government may:
2.1.  Renegotiate the price/delivery cost of late material(s) with the Contractor to reflect the materials not 

meeting the delivery requirements of the government. (Premium transportation cost)

3.  If the Contractor has failed to take the necessary action to ensure deliveries are in conformity with contract requirements, the Government will:

3.1.  By contract reduce the monthly NPI service charge according to the on-time-rate table in Schedule B of the Contract or:

· Request for Revised Quality Control Plan

· Past Performance Documentation

· Inspection/Acceptance clause remedies

· Cure Notice

· Show Cause Notice

· Termination for Default

Section E

Surveillance
1.  This section identifies the method of inspection the QAP will use to verify the quality of the contractor’s performance.  Surveillance method is periodic inspection.  The government reserves the right at anytime to consider changing the method of inspection from Periodic to 100% Inspection, according to contractor performance.  Should performance deteriorate, 100% Inspection may be instated.

2.  Re-performance of unacceptable services at no additional cost is the preferred course of action when appropriate.

3.  Surveillance will be performed on Service Delivery Summary and Non-Service Delivery Summary items as identified below:  
Service Delivery Summary (SDS)

	Performance Objective
	SOW Ref.
	Performance Threshold
	Method of Surveillance

(Periodic)

	SDS-1:  Guaranteed Material Delivery
	1.4.12.1
	High-Use Items:  items in stock 98% of time.

All other items:  Delivered by RDD 
	Monthly

	SDS-2:   Reimbursement for Returned Materials
	1.5.14
	No customer complaints
	Monthly: As required

	SDS-3:  Required Reports
	1.5.4, 1.5.4.1,1.5.4.5,1.5.4.6
	Accurate and on time 98% of time
	Daily

	SDS-4:  Competitive Pricing on Recurring Items
	1.5.3.1
	Catalog price is thoroughly 

documented and prices are 

reflective of current open market pricing 
	Quarterly

	SDS-5:  Competitive Pricing on Non-Recurring Items 
	1.5.3.2
	Contractor provides competitive pricing 100% of the time
	Daily

	SDS-6:  Consolidated Billing and Historical Data
	1.4.13,1.5.4,1. 5.4.2
	Data is available as shown in the Statement of Work

data is to be maintained until billing action is completed and then for an additional 36 months.   
	Monthly

	SDS-7: Electronic Catalog Availability
	1.5.9
	99% available during normal duty hours
	Weekly

	SDS-8:  Customer Complaints


	1.4


	Not more than 1 complaint per 100 transactions.  99% customer satisfaction rate.


	Monthly


Non-Service Delivery Summary (SDS)

	Performance Objective
	SOW para.
	Method of Surveillance

(Periodic)

	Contractor’s Quality Control Records.
	4.3
	Quarterly

	General Housekeeping & Environmental Health and Safety Compliance.


	4.13, 4.14, 5 
	Monthly



	Government-Furnished Equipment
	3.1.4 & 3.1.5
	Annually

	Current Employee Listing
	4.2.9
	Quarterly: As required

	Employee Training
	4.2.6 & 4.9.5
	As required for new employees


EVALUATION PROCEDURES:

The QA will perform inspections and document performance on a locally developed inspection form in accordance with the contract specifications.  

INSPECTION RATING PROCEDURES

When performance is determined acceptable, the QA will document the acceptable performance on the inspection form.  When performance is determined unacceptable, the QA will inform the contractor’s on-site representative that performance is unacceptable, state the reasons why, and request re-performance of services, if appropriate.  The QA will document the unacceptable performance, reasons why and requested re-performance completion date.  The QA will request the contract manager initial the surveillance form.  If the contractor wants to dispute the results of the surveillance, the QA must refer them to the contracting officer for resolution of the matter.

PAST PERFORMANCE INFORMATION COLLECTION

The government shall evaluate the contractor’s performance on an annual basis.  This information will be used for new awards and option periods.  The government will provide the contractor assessment performance rating status at the quarterly progress meetings.  This assessment will be completed using narrative assessment on the following criteria:

Rating

	Evaluation Area
	Unsatisfactory
	Marginal
	Satisfactory
	Very Good
	Exceptional

	Business Relations
	
	
	
	
	

	Management of Key Personnel
	
	
	
	
	

	Schedule
	
	
	
	
	

	Cost Control
	
	
	
	
	

	Quality of Service
	
	
	
	
	


Assessment Elements

BUSINESS RELATIONS – Assess the integration and coordination of all activity needed to execute the contract, specifically the timeliness, completeness and quality of problem identification, corrective action plans, proposal submittals, the contractor’s history of reasonable and cooperative behavior, customer satisfaction, timely award and management of subcontracts, and whether the contractor met small/small disadvantaged and women-owned business participation goals.

MANAGEMENT OF KEY PERSONNEL – Assess the contractor’s performance in selecting, retaining, supporting, and replacing, when necessary, key personnel.
SCHEDULE – Assess the timeliness of the contractor against the completion of the contract, task orders, milestones, delivery schedules, administrative requirements (e.g. efforts that contribute to or effect the schedule variance).  

COST CONTROL – Assess the contractor’s effectiveness in improving processes or submitting value engineering change proposals to benefit the government. 

QUALITY OF SERVICE – Assess the contractor’s conformance to contract requirements, specifications and standards of good workmanship (e.g., commonly accepted technical, professional, environmental, or safety and health standards). 

Ratings

Exceptional.  Performance meets contractual requirements and exceeds many to the Government’s benefit.  The contractual performance of the element or sub-element being assessed was accomplished with few minor problems for which corrective actions taken by the contractor were highly effective.

Very Good.  Performance meets contractual requirements and exceeds some to the Government’s benefit.  The contractual performance of the element or sub-element being assessed was accomplished with some minor problems for which corrective actions taken by the contractor were effective.

Satisfactory.  Performance meets contractual requirements.  The contractual performance of the element or sub-element contains some minor problems for which corrective actions taken by the contractor appear or were satisfactory.

Marginal.  Performance does not meet some contractual requirements.  The contractual performance of the element or sub-element being assessed reflects a serious problem for which the contractor has not yet identified corrective actions.  The contractor’s proposed actions appear only marginally effective or were not fully implemented.

Unsatisfactory.  Performance does not meet most contractual requirements and recovery is not likely in a timely manner.  The contractual performance of the element or sub-element contains serious problem(s) for which the contractor’s corrective actions appear or were ineffective.”

Section F

Periodic Checklist

(will be provided with approved QASP)
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