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INTRODUCTION

1.  OVERVIEW

1.1.  This Quality Assurance Surveillance Plan (QASP) has been developed by the quality assurance personnel (QA) to evaluate contractor actions in accordance with the SOW.  It is designed to provide effective surveillance method of monitoring contractor performance for each listed objective on the Service Delivery Summary (SDS) in the maintenance contract.

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

2.1.  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.  

2.2. 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. 

2.3.  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.

2.4.  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.
3.  SURVEILLANCE TECHNIQUES

3.1.  Surveillance Folders.  A surveillance folder must be developed and maintained by each individual who is assigned to accomplish quality assurance duties.  The folder is typically contained in a hard copy (using AF form 799), but may be maintained in a computer database provided there is adequate back up of the data to preclude accidental loss.  

3.2.  Documenting Surveillance.  Documentation is of major importance to the total process, and is required to record, evaluate and report contractor’s performance. Quality assurance personnel are required to maintain accurate records of the contractor’s performance and keep the functional area commander and contracting officer informed of all data pertaining to contractor status.  Types of information that may be included are details of inspections, conversations (telephone and/or meetings) with the contractor, and notes and comments which may be of value at some later date.  All documentation resulting from surveillance must be made a permanent part of the contract file.

3.3.   Certification of Service.  QA personnel will certify that services have been received prior to payment to the contractor. 

4.   QA ASSESSMENT GUIDES

	Performance Objective
	Statement of Work                 Para.
	Performance Measure
	Method of Surveillance and Remedies

	Perform Preventive Maintenance.

Elevators are fully operational. The contractor shall be responsible for providing and placing all barricades and safety devices during any activities and comply with all Occupational Safety and Health Standards (OSHA).  


	1.1.  
	All Elevators are operational 95% of times. All (FPMI) is scheduled 90% of the time.   Safety devices are use 100 % of the time
	Customer complaints 

Reperformance

	Service Call Repairs.

Customers are informed of expected repair time. Response and repair is made within the specified time.
	1.2.
	Response to and repairs of service calls are timely 95% of the time.
	Customer Complaint

Reperformance

	Technical Reports, Records & Service Tickets.

Accurate reports are delivered within two business days.
	1.2.1.

	95% of all reports, service tickets and records are timely and accurate.
	Periodic

Inspection

Reperformance

	Annual Safety Inspection.

Inspections are performed IAW ASME Code A17.1
	1.1.
	100% Safety inspections of all elevators
	Periodic Inspection 

Reperformance

	A Five-Year Capacity Test.

Test is performed IAW ASME Code A17.1
	1.1.
	100% Capacity tests of all elevators
	Periodic Inspection

Reperformance


5.  SURVEILLANCE:  Pursuant to FAR 52.212-4(a) – Contract Terms and Conditions – Commercial Items, the Government will evaluate the contractor’s performance using customer complaint and periodic inspection; methods of surveillance.

5.1.  Customer Complaint.  Anyone that observes unacceptable services, either incomplete or not performed, should immediately contact the government representative, who shall complete the appropriate sections of an AF Form 714, Customer Complaint Record, or a locally developed equivalent.  The customer complaint shall be validated by the QA personnel.  The government should inform the customer of the approximate time the defect(s) will be corrected and advise the customer to contact the QA if not corrected.  The government will consider customer complaints resolved unless notified otherwise by the customer.  The government shall notify the contractor’s Quality Control Inspector (QCI) to pick up the AF Form 714.  The QCI will be given two hours to correct the unacceptable performance unless there is a bona fide time constraint requiring performance by a certain time period. If the QCI disagrees with the complaint after investigation and challenges the validity of the complaint, the QCI will notify the government.  The government will conduct an investigation to determine the validity of the complaint.  If the government determines the complaint to be invalid, the government will document the AF Form 714 of the findings and notify the customer.  The government will retain the annotated copy of the AF Form 714 for the government’s files.  If after investigation the government determines the complaint is valid, the government will inform the QCI and the QCI will be given additional time if the QA considers additional time appropriate to correct or resolve the defect.  However, a defect in the contractor’s Quality Control Program will be recorded for the QCI’s failure to recognize a valid customer complaint.  The QCI shall return every AF Form 714, properly completed with actions taken, to the government, who will file the AF Form 714.  The government will use past AF Form 714s to ensure the contractor has taken appropriate action(s) to prevent the recurrence of defects.

5.2.  Periodic Inspection.  The government will evaluate the contractor’s quality control program using the periodic review method of surveillance.  The government will obtain the contractor’s quality control schedule not later than the last day of the month preceding the upcoming month’s schedule of quality control inspections.  The government will evaluate all of the scheduled inspections.  The government may evaluate by any number of methods: accompany the contractor’s Quality Control Inspector (QCI) on the inspection, conduct an inspection of the area and compare results with the QCI, or conduct an inspection after the QCI has completed inspection and compare results.  

Defects will be recorded for failure to conduct timely QC inspections and for deviations from the approved Quality Control Plan.  Also, the government will record defects in the QC program for failure of the QCI to recognize valid customer complaints and record unacceptable performance for individual work tasks.

6.  STANDARD: The performance measures shall not exceed the thresholds cited above for each performance objective.  The QA shall notify the contracting officer for appropriate action in accordance with FAR 52.212-4, Contract Terms and Conditions-Commercial Items (May 1999) or the appropriate Inspection of Services clause, if any of the above service areas exceed the performance measure thresholds.  The contractor shall perform all work required by this contract in a satisfactory manner.

7.  REVISIONS TO THE QASP.   Revisions to this surveillance plan are the joint responsibility of the functional area commander and the administrative contracting officer.
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