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1.  OVERVIEW

1.1   Purpose.  The purpose of this plan is to identify the methods and procedures the Government will use to insure it receives the services under contract as identified in the Statement of Work (SOW).  This plan will focus on the level of performance required by the SOW, not the methodology or process.

1.2   Intent.  The intent of this plan is to rely on the Contractor’s quality control, thus changing the Government’s role from “oversight” to “insight”.  Performance Objectives (PO) will be periodically monitored and the quality program evaluated but the Contractor is left as free as possible to develop the most efficient methodology to meet and exceed the required thresholds of service.

2.  DESCRIPTION OF SERVICES

2.1   Scope of Work.  The CAASETA contract will provide the capability to obtain Advisory and Assistance Service (A&AS) and Engineering and Technical Assistance (ETA) support for HQ AFSPC.  This support includes, but is not limited to management and professional services; studies, analyses, evaluations; and engineering and technical services.  Program Management shall provide, from within corporate and contractor’s team resources, the knowledge base, depth and breadth of experience, and subject matter expertise in a wide range of technologies and engineering disciplines to enable HQ AFSPC to obtain needed services for a variety of functions supporting the AFSPC mission.  All services requested under the SOW are non-personal in nature.  

2.2  Contract.  The CAASETA is a multiple award Indefinite-Delivery/Indefinite-Quantity (IDIQ) contract that allows for Firm-Fixed-Price (FFP) and Cost-Plus-Fixed-Fee (CPFF) Task Orders.  The Inspection of Services FAR Clauses 52.246-4 and 52.246-5 apply.

3.  ORGANIZATIONAL STRUCTURE

Performance Objective Area






Evaluator

Section I.  Description of Services


PO 1.  Task Order/team management





QAE


PO 2.  Deliverables








QAE


PO 3.  Task Order Schedule and Cost Control




QAE


PO 4.  Compliance with Security (DD Form 254) requirements

QAE


PO 5.  Task Order requirements






QAE


PO 6.  Contractor Identification Procedures




QAE

4.  CONTRACT QUALITY REQUIREMENTS

4.1   Quality Program.  The Contractor's Quality Control Program requirements are defined in paragraph 1.4.1 of the SOW.  The Contractor shall develop, maintain, enforce and document a Quality Control Plan (QCP).  The QCP shall ensure the government receives the level of quality that is consistent with the requirements specified in the contract and each task order.

5.  PERFORMANCE ASSESSMENT APPROACH

5.1   Purpose.  This section details the method(s) used to verify Contractor compliance with SOW requirements.  The key elements of this process are the Contractor's quality program and Government identified Performance Objectives.  The Performance Objectives from Paragraph 8.0 of this Quality Assurance Surveillance Plan (QASP) dictate the minimum inspection requirements Quality Assurance Evaluators (QAE) must accomplish on a periodic basis.  This QASP provides the procedures on how to conduct the evaluations for Performance Objectives and how to document them in a correct and effective manner.

5.2   Performance Assessment Approach.  To facilitate the Performance assessment   of the Contractor's quality program, Quality Assurance Personnel (QAP) will verify Contractor compliance with designated Performance Objectives.  Quality Assurance Personnel consist of the Program Manager (PM) and QAEs.  The intent of the Performance assessment   approach is to gain confidence in the Contractor’s ability to provide satisfactory services and then adjusting the level of Performance assessment   to a point that maintains confidence.  This Performance assessment   approach is subject to change based on the Contractor’s performance.

5.3   Annual Review.  The QAP must review QASP Performance Objectives, assess their applicability and recommend the addition or subtraction of Performance Objectives as conditions warrant.  This review must be accomplished annually as a minimum.       

5.4   Special Audits.  The QAP must be alert to conditions that would warrant a special quality audit.  Any time the QAP observe that a functional area is out of acceptable tolerance or that the technical expertise is not available, a request for a functional area quality audit should be addressed to the PM.

5.5   Performance Assessment Folders.  A Performance assessment   folder must be developed and maintained by each QAE.   The folder will be maintained in hard copy.  The Performance assessment   folder must contain the following sections and may contain other sections or information that the folder owner finds necessary.  The Program Manager or Contracting Officer (CO) will maintain the audit results.

5.5.1   Section 1.  Approved Quality Assurance Surveillance Plan (QASP). 
5.5.2 Section 2.  Contractor’s QUALITY CONTROL Plan (QCP).

5.5.3   Section 3.  ACTIVITY LOG.  A chronological log of actions taken in the accomplishment of Quality Assurance assigned Performance Requirements.  The purpose of this log is to provide a brief synopsis of an inspection of Contractor provided services or a meeting/conversation with the contractor regarding SOW performance in a given functional area.  Documentation that supports activity log entries is maintained in the RECORDS section of the Performance assessment   folder.  Also see Paragraph 7.2 regarding Contractor Performance Assessment Reporting System (CPARS) inputs.  

5.5.4   Section 4.  CONTRACT.  The portion of the contract that applies to the functional area(s) of the Performance assessment   folder (e.g., SOW chapters, directive document references, pertinent terms defined by the contract, equipment listings, etc).

5.5.5 Section 5.  APPOINTMENT LETTERS.  This section must include:  

a. The Performance assessment   folder owner’s appointment letter and Phase 1 and 2 training

certificates. 

b. The CO’s Letter of Delegation to the Functional Director (FD).  

c. QAE appointment letter.

d. The appointment letter(s) for the alternate QAE(s).

5.5.6   Section 6.  RECORDS.  A section used for filing all documentation associated with QA  (e.g., Performance Assessment Log, discrepancy reports (both active and resolved), correspondence, letters of interpretation from the CO and ACTIVITY LOG support documents).

5.6   Deficiency Identification.  Effective contract Performance assessment   relies on two methods for identification of unacceptable performance – Contractor Identified Discrepancies (CIDs) and Government Identified Discrepancies (GIDs).

5.6.1   Contractor Identified Discrepancies (CIDs).  CIDs are generated when contract employees detect discrepancies during performance of routine daily services or through the contractor’s Quality Control Program.  When CIDs are reviewed by the applicable QAP, that person will take the following actions:

5.6.1.1   Review corrective actions taken by the contractor to resolve a discrepancy.

5.6.1.2   Determine whether the discrepancy has been corrected.  If the discrepancy has been resolved, review the corrective action taken and any applicable procedures the contractor has established to preclude recurrence of the problem.  

5.6.1.3   If a CID has not been resolved and the Contractor has established an Estimated Completion Date (ECD) for resolution of the discrepancy, the QAP will monitor the Contractor’s efforts in resolving the discrepancy.  If the QAP determines the estimated completion date for resolution of the discrepancy is excessive based on the nature of the discrepancy, the PM will be notified.  The PM can then evaluate the recommendation to determine the appropriate course of action.

5.6.1.4   If a CID has not been resolved and the QAP determines that the Contractor has not established an ECD for resolution of the discrepancy or has failed to perform a follow-up action for resolution of a discrepancy, the QAP will issue a Corrective Action Report (CAR); see para 6.1.  The Contractor will be given a suspense date to provide corrective action to the Government’s findings and describe the Contractor’s plan to preclude repeat deficiencies.

5.7   Government Identified Discrepancies (GIDs).  GIDs are generated as a result 

of QAP’s inspection of contractor performance that identifies noncompliance with contractual requirements.  The quality assurance person will record a GID on a CAR; see para 6.1.  Before a CAR is generated, the Contractor will be given the opportunity to show whether the discrepancy has already been identified and in work.  If documentation exists which substantiates that the contractors quality program has identified the discrepancy and timely corrective action is being taken to address the discrepancy, a CAR will not be initiated.  

5.8   Customer Complaints.  When customer complaints are to be used as a method          

of Performance assessment  , the following must be accomplished:  

a.  The QAE will educate customers of the service being provided by the 

Contractor. 

b. The customer feedback form shall include clear and simple instructions to the

customer on recording their comments.  The form should allow for both positive and negative comments.  

c. If immediate response to a complaint is needed, the QAE will provide the

customer with instructions on how to proceed.  

d. The QAE will gather all completed customer feedback forms.

e. The QAE will conduct an investigation to determine the validity of any negative

comments received.  

f. If the QAE determines that the negative comment is not valid, the customer will 

be informed of the reason(s) why and carry on further correspondence if necessary.  

For validated negative comments, the QAE will notify the Contractor to allow the opportunity for investigation and comment.  The QAE will refer to the procedure in QASP paragraph 6 to determine whether it is necessary to initiate a CAR.    

g. The QAE will also notify the customer of the corrective action taken by the

contractor, if applicable.  

h. The QAE, with assistance from the Program Management Office (PMO), will conduct trend analysis of validated negative comments.  

6.  PERFORMANCE ASSESSMENT DOCUMENTATION

6.1   Corrective Action Report (CAR)  Used by QAP to document contract requirement findings and subsequent corrective actions to be taken.  A computer-generated CAR may be used provided the information on the CAR remains the same.  See attached CAR and instructions for filling it out.

6.1.1   The individual identifying the discrepancy is responsible for completing the CAR utilizing the instructions attached.  If there are other questions as to how the CAR is completed, that individual should consult the PMO.

6.1.2   Consult the assigned contract QAS to give them the opportunity to assist and advise how the CAR is to be worded.  Forward a copy of the initiated CAR to the PMO.

6.1.3   The FD or Issuing Authority will elevate any CARs that cannot be resolved with the contractor to the PMO for resolution.

6.1.4   Categories of Findings.  A finding is any Government-identified noncompliance with contract requirements that specifies that an activity or action did not take place or was not performed to the quality or timeliness standard required by the contract or Task Order.  A finding can be categorized as either Major or Minor.  Findings will be documented on a CAR and must also be tracked in the activity log; see paragraph 5.5.3 regarding Section 3 of the Performance Assessment folder.  Major/Minor Findings are defined as follows:  

6.1.4.1   Major Finding.  A conclusion that identifies a condition having a significant adverse effect on the quality of the activity under review such as:

a. Failure to meet a Performance Threshold.

b. Significant mission degradation in any Contractor operated function. 

c. A situation that is likely to result in hazardous or unsafe conditions for individuals 

(or any other Government resource) coming into contact with the work.

d. Failure to provide adequate corrective action to preclude reoccurrence of 

government identified findings.

e.  Failure to provide corrective action to deficiencies identified by the Contractor 

within a prescribed suspense period

f. Any failure to adhere to security regulations that results in a security incident.
6.1.4.2   Minor Finding.  A departure from established standards having little bearing on service provided.  However, if the same minor finding is repeatedly identified, it may be an indication that Major Finding (d) above is occurring or has occurred because the contractor quality system has not acted to prevent recurrence.  In this case, the Minor Finding should be elevated to the level of a Major Finding and a new CAR initiated.

6.2   Performance Assessment Log.  QAP must document Performance assessment   as it is accomplished.  The Performance Assessment Log is an official government record of inspections of the performance objectives and other inspection items contained in this QASP.  

6.2.1   The Performance Assessment Log is locally developed.  A sample is attached to this QASP as an example.  It must contain the following items as a minimum:

6.2.1.1   Contract No. – self-explanatory.

6.2.1.2   Contract Requirement – functional area of inspection, if always the same area, just fill in the first block on each page.

6.2.1.3   Contract Paragraph Number -  enter the contract paragraph number of the critical operational requirement.

6.2.1.4   Method of Performance Assessment  – if inspections were conducted in accordance with the QASP, enter “IAW QASP.”  If the inspection method deviated from the procedures of the QASP, indicate what inspections were completed.

6.2.1.5   Date Accomplished/Initial – enter date accomplished and initial to show verification that the performance assessment was accomplished.  An electronic initial is acceptable if the Performance Assessment Log is maintained in soft-copy form.

6.2.1.6   Where Accomplished – enter location where inspections were accomplished.  If always the same, one entry in the first block of each page will suffice.

6.2.1.7   Compliance – enter the results of the inspection.  If applicable, list control

number(s) of any CARs.

6.2.1.8   Date Next Due – Enter the date the inspection is next due.  This will serve

the purpose of showing, at a glance, status of inspection activities. 

6.2.1.9   Completed Performance Assessment Logs will be maintained in the performance assessment folder until such time as they are stored in the contract performance assessment file.  At the completion of the contract, the FD will contact the CO for disposition instructions of the performance assessment records.  These logs can be maintained in soft-copy form as long as there is ample backup to preclude loss of data.

7.  REPORTING REQUIREMENTS

7.1    QAE Inputs to the FD.  The QAE is required to report detailed results of 

Performance Objective verifications to the FD on a monthly basis.  The FD will compile QAE inputs in a Letter of Acceptance (LOA) that includes an overall performance rating (satisfactory or unsatisfactory), identified deficiencies (regardless of who identified the deficiency- see para 5.6 and 5.7) and QAE comments.  

7.2   Contractor Performance Assessment Reporting System (CPARS)   Items that are surveyed IAW this QASP may and should also be used as input to the CPARS.  The Quality Assurance person who is performing the Performance assessment   should keep in mind that details of the inspections from the activity log can be used to this purpose.  The inclusion of more detailed documentation of inspection results would be very helpful to the BRAG that develops the CPARS.  CPARS will be accomplished annually or at the end of a Task Order whichever occurs first.     

8. PERFORMANCE OBJECTIVES

8.0    Performance Objectives.  The following is a list of the contractual Performance 
Objectives to be validated by QAP.  Each Performance Objective includes a government-determined Performance Threshold and the QAP that is used to perform the verification.  The Performance Objectives are arranged according to the functional area they are associated with.  Functional areas not listed were omitted because they did not have Performance Objectives identified as critical.  The performance objectives in this paragraph represent the minimum items that must have Performance assessment   accomplished on a periodic basis.  Any Performance assessment   of SOW requirements not required by the QASP must still be documented in the Performance Assessment Log as described in paragraph 6.2.
1.  Performance Objective:  Provide responsive Task Order/team management 
including quick response to contingencies, Task Order modifications or change 
orders

Performance Threshold:  Clear and consistent written and verbal (e.g. returns phone calls, emails or other communication attempts) within 24 hours, or other such time period as established in the Task Order, with no customer complaints.

     Method of Performance Assessment :  Customer complaint

2.
Performance Objective:  Deliverables.  Deliverables are completed in an accurate and timely manner in compliance with Task Order directions.
Performance Threshold:  No more than one (1) late document per month and no more than 5 days late.  No more than two (2) sets of corrections/edits and all corrections must be accomplished within two (2) working days, or other such time periods as established in the Task Order

     Method of Performance Assessment :  Customer complaint

3.  Performance Objective:  Task Order Cost Control.  Contractor performs tasks

     within their estimated costs and schedule as reflected in the Task Order.  

Performance Threshold:  Any cost overruns or schedule delays shall be reported immediately, or other such time period as established in the Task Order.
Method of Performance Assessment :  Customer complaint and Monthly Status Reports.

4.  Performance Objective:  Task Order Security (DD Form 254) requirements.  

     Comply with applicable portions of the DD Form 254 for Task Order requirements
Performance Threshold:  No Security Violations.
Method of Performance Assessment :  Customer complaint

5.  Performance Objective:  Task Order requirements.  All requirements of the Task 

     Order are met as established in the individual Task Orders

Performance Threshold:  Contractor receives less than 2 formal customer complaints/contract discrepancy reports per year from all Task Orders.  The contractor successfully resolves customer complaints within 10 working days of receipt, 100% of the time, or other such time periods and numbers of complaints as specified in the task order.  

Method of Performance Assessment :  Customer complaint

6.  Performance Objective:  Comply With Contractor Identification Procedures as 

     defined in Section H, Paragraph H-7 of the contract. 
Performance Threshold:  No violations of procedures.

Method of Performance Assessment :  Customer complaint.

	CORRECTIVE ACTION REPORT (CAR)

(If More Space is Needed Use Reverse and Identify By Number)

	1. CONTRACTOR

     
	2. CONTRACT NUMBER

     
	3.  TYPE OF SERVICES

     

	4.  FUNCTIONAL AREA

     
     
	5.  SUSPENSE DATE 

     
	6.  CONTROL NUMBER

     

	7.                      MAJOR  FORMCHECKBOX 


 FORMDROPDOWN 
MINOR  FORMCHECKBOX 


 FORMDROPDOWN 

FINDING:       
FINDING IMPACT:     
Please respond with a written corrective action plan that details the corrective action of the cited deficiency, the cause of the deficiency, and actions taken to prevent recurrence by Suspense Date in Block 5.  If date was not entered in Block 5, the contractor is not required to provide a response.  

	8.  QUALITY ASSURANCE PERSONNEL (QAP)

	TYPED NAME AND GRADE


	SIGNATURE AND DATE



	9.  ISSUING AUTHORITY  

	TYPED NAME AND GRADE


	SIGNATURE AND DATE



	10.  QAP RESPONSE TO CONTRACTOR CORRECTIVE ACTION AND ACTION TAKEN TO PREVENT RECURRENCE

     

	11.  CONTRACTOR RESPONSE

 FORMCHECKBOX 
 ACCEPTED     FORMCHECKBOX 
 REJECTED


	12.  CLOSE DATE




CAR Instructions

Block 1.  Enter Contractor Name

Block 2.  Enter Contract Number

Block 3.  Enter Contract Name or Type of Service

Block 4.  Enter Functional Area of the Contract

Block 5.  a.  Enter the assigned suspense date given the contractor to provide a response to

                the CAR.


b.  A date must be entered for a Major finding.  A date is optional for a Minor finding.       
Block 6.  a.  All CARs will be tracked with a Control Number. 

b.  The FD or designee is the Issuing Authority for QAE-initiated CARs.

c.  The control number will be made up of the first two letters of the name of the site or contract, the last two digits of the calendar year and a three digit number starting with 001 and progressing upward throughout the calendar year.

d.  The QAE is the Issuing Authority for a CAR initiated during a performance assessment audit.  The control number will be provided by the QAE and the finding will be tracked to conclusion.

e.  The QAE will attach all CARs to their performance assessment audit report.

Block 7.  a.  Check the block that indicates whether the identified deficiency is a Major or Minor finding.  See QASP for the definitions of Major and Minor Findings.

b. Clearly state the details of the finding followed by a reference to the stated contractual requirement.  The reference must state the portion of the contract, part, section, paragraph and subparagraph and must make a brief but complete quotation of the contract reference.

c. State the impact that the finding has or could have on mission accomplishment.

d. Normal suspense time for contractor response is ten working days.  

Block 8.  a.  For QAE-initiated CARs, the QAE initiating a CAR signs and dates the report.

b.  For CARs initiated during a performance assessment audit, the Contracting Officer signs and dates the report.

Block 9.  a.  For QAE-initiated CARs, the FD or designee signs and dates the report.

b.  For CARs initiated during a performance assessment audit, the Contacting Officer signs and dates the report.

Block 10.  Upon review of the Contractor’s reply, the initiator of the CAR will enter comments regarding acceptance or rejection of the contractor’s response.  This block may also contain any comments regarding follow-on inspections conducted or needed at a later date to validate that the finding has not reoccurred.

Block 11.  The initiator of the CAR accepts or rejects the contractor’s response.  

Block 12.   a.  The initiator of the CAR enters a close out date after acceptance of the Contractor’s response.

b.  For QAE-initiated CARs, the report is forwarded to the FD or designee and a copy is provided to the Contacting Officer.  The FD or designee will forward the CAR to the contractor and record results of the report in the COS.  Copies of completed CARs will be maintained in the FD and QAE performance assessment folders.

c. For CARs initiated during a performance assessment audit, the Contracting Officer will forward the report to the Contractor and provide a copy to the FD or designee.  The FD or designee and QAE responsible for performance assessment will file the CAR in his/her Performance Assessment folder and track to conclusion.

d. If a CAR is not deemed closeable due to incomplete or unacceptable Contractor response, the CAR will be returned to the Contractor for additional information. 

	Performance Assessment Log

(To be performed (Daily) (Monthly)(Weekly), etc.)      
	Contract Number

     

	Contract Requirement
	Contract Paragraph Number
	Method Of Performance Assessment 
	Date Accomplished/

Auditor Initial
	Where Accomplished
	Compliance
	Next Due
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