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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 the service contract.  It will be used by the Quality Assurance Personnel (QAP) to insure the standards of the Base Information Transfer Center (BITC), Postal Service Center (PSC), Base Record Staging, Technical Order (TO) Distribution and Base TO Distribution Office (BTODO) functions of this contract are being met.

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

3.  Any nonconformance with the 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 method to evaluate the services the contractor is required to furnish and not the details of how the contractor accomplishes the work.  The plan uses Sampling and Checklist methods.  This surveillance 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 adequate quality control plan will allow the contractor to operate within specified performance requirements.  QAP’s are to be objective, fair, and consistent in evaluating contractor performance against the standards.

SECTION B

ROLES AND RESPONSIBILITIES

INSTALLATION COMMANDERS; shall implement the requirements of this manual at their installations and appoint QAPs for contracts.  

CONTRACTING; shall establish and maintain a QASP to implement and oversee.  Appoint training for the QAPs and periodic briefings to commanders and FD/FCs on the QASP and specific service contracts.  Advise and assist commanders and FD/FCs in related service contract matters.

FUNCTIONAL DIRECTORS/COMMANDERS FD/FC; shall prepare SOWs and QASPs and obtain contracting officer coordination on the final product.  Nominate qualified individuals as QAPs.  Ensure QAPs maintain proficiency and evaluate the QAPs job performance not less than annually.  Ensure all personnel within the functional area who may have contract with contractor employees are aware of the contractual working relationship and the necessity to avoid any conduct that may constitute a real or perceived conflict of interest.

CONTRACTING OFFICERS (CO); shall advise and assist functional area personnel and QAPs.  Inform the contractor of the duties and limitations of the QAP.  Review and coordinate with the FD/FC and QAP the contractors quality control plan and notify the contractor of acceptability and deficiencies in the plan.  Periodically assess the QAPs performance and advise the FD/FC of any problems.

QAP; shall maintain technical competency in the functional area surveyed.  Obtain proficiency in surveillance procedures.  Perform surveillance according to the QASP and provide documentation of surveillance observations to the CO.  Certify acceptance of services and calculate unacceptable service prescribed by the CO.  Help in preparing SOW and QASPs.

CONTRACTOR; shall is responsible to comply with all the terms and provisions of the contract.

SECTION C

PROCEDURES

1.  QUALITY ASSURANCE PERSONNEL (QAP) SCHEDULE

The QAP will develop a monthly surveillance schedule, based on this surveillance plan’s requirements.  The schedule must be completed no later than 7 calendar days before the beginning of the period it covers.  The QAP must give one copy of the surveillance schedule to the Contract Administrator before the start of the surveillance period.  The FD/FC must either be given a copy for review or must review the original and return it to the QAP not later than the last day of the month preceding the month scheduled.

Annotate the selected inspection items/times on the schedule.  When the sampling concept does not allow for specific selection of inspection items/times during the preceding month, show on the schedule the date and times the random sample selection will be accomplished.

Changes to the monthly surveillance schedule will be posted weekly and copies sent to the Contract Administrator and FD/FC.  Documentation of the reason for the change will be included.

2.  ACTUAL SURVEILLANCE

Actual surveillance should be comparable to the monthly schedule.

It is essential that the exact number of inspections in a random sample be accomplished.  It is also essential that the exact number of periodic checklist inspections be done for an effective quality assurance system.

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

Record the results of the inspection on the Surveillance Activity Checklist provided in the sampling guide.  These documents then become the official Air Force record of the contractor’s performance.

When a surveillance observation results in an unacceptable rating, record it on the front of the checklist.  The specific reason for the unacceptable performance must be recorded on the back of the checklist.

During the month the QAP may receive customer complaints about the quality of the service or may observe unacceptable performance by the contractor other than during a sample observation.  These complaints and observations will be noted and should reinforce the accuracy of the sample results, but they will not be counted as defective.  Only defectives discovered during sample observations will be counted when sampling is the method of surveillance.  Only one surveillance method may be used during an inspection period to cause less than maximum payment for the listed service.

SECTION D

METHODS OF SURVEILLANCE

RANDOM SAMPLING SURVEILLANCE

When selecting samples, the number of selections should exceed the required sample size by at least 10 percent to allow for situations where a selected sample cannot be evaluated.  For example, if the sample size is 25 samples, select 28 samples.  The QAP must make every attempt to evaluate the first 25 samples selected, but should surveillance of the 15th sample be impossible, then the QAP must evaluate the 26th selected sample instead.  The QAP must evaluate only 25 samples.

If the QAP does not evaluate the total number of required samples, the samples not evaluated are deemed to have been performed and are recorded as acceptable.

ONE-HUNDRED PERCENT INSPECTION

When this type of surveillance is used the QAP must inspect and evaluate the contractor’s performance each time it is performed.  The result of the contractor's overall performance is then evaluated to determine acceptability of the lot.

CUSTOMER COMPLAINT

The QAP must furnish instructions to the customer receiving the contractor’s service upon request.  Instructions should cover the service to be surveilled; the action that may be expected from the QAP, Contract Administrator, and Contracting Officer (CO) as a result of the complaints; and the limitations on the customers in dealing with contractor personnel.

The QAP is the point of contact and must collect all customer complaints.  All complaints and any resulting resolution of such complaints must be documented.  Customer complaints become a permanent part of the QAP surveillance records.

SECTION E

UNACCEPTABLE PERFORMANCE

When performance is deemed 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 record.  By initialing and dating the record, 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 CO for resolution of the matter.

If, at any time during the surveillance period, the results of surveillance show that the number of unacceptable observations during the period exceeds the performance threshold, and the QAP determines that it is not government caused, the QAP notifies the CO in writing.  The CO evaluates the comments and contacts the contractor.  The CO and Contractor will evaluate the situation and negotiate some means of compensation for unacceptable performance.  The authority used is the Inspection of Services clause.

SECTION  F

CERTIFICATION OF SERVICES

The QAP is required to accept contractor services and determine payments due.  At the completion of each contract payment period, the QAP must certify the services actually received under the contract.  A letter or contractor’s invoice may be used to certify services.

REVISIONS TO QASP

Revisions to this surveillance plan are the joint responsibility of the FD/FC, the Administrative CO, and the QA Program Coordinator.

SECTION G

SAMPLING GUIDES

THE FOLLOWING PAGES ARE SAMPLING GUIDES USED TO MONITOR THE

 CONTRACTORS PERFORMANCE FOR:

BASE INFORMATION TRANSFER CENTER (BITC),

POSTAL SERVICE CENTER (PSC),

TECHNICAL ORDER DISTRIBUTION (TOD),

BASE RECORDS STAGING and 

BASE TECHNICAL ORDER DISTRIBUTION (BTOD) 

FUNCTIONS

SAMPLING GUIDE # SDS-1

PROCESS INCOMING MAIL

RECEIVE AND DISTRIBUTE MAIL
1.  Method of Surveillance:  Random Sample

2.  Lot Size:  70591  

3.  Sample Size:  20  

4.  Performance Requirement:  90%.

a.  Performance is acceptable when  10%  or less sample items were defective during the month.

b.  Performance is unacceptable when  11%  or more sample items were defective during the month.

5.  SAMPLING PROCEDURES:

Random samples will be determined by using a computer located in building 820. The program name, date, time accomplished and the name of the QAP will be noted on the computer print out.  The selection of inspections will be accomplished seven days prior to the end of the month.  A copy of all items to be inspected will be submitted to the contracting officer three days before start of surveillance period

6.  INSPECTION PROCEDURES:

At random select two working days each month to perform this inspection.  On selected days, place an identifying mark on the pieces of mail checked:


a.  PROCESS INCOMING MAIL  1st inspection of the month:  (First Class, Priority, Private Carrier and inter-base)  Annotate on the surveillance record what pieces were inspected by receiving organizational symbol.  Verify incoming mail is processed IAW SOW 1.1.1. 

b.  RECEIVE AND DISTRIBUTE MAIL  2nd inspection of the month:  Annotate on the surveillance record which recipients mail was inspected.  Verify mail is processed IAW SOW 1.2.2.

SAMPLING GUIDE # SDS-2

PROVIDE REFERRAL SERVICE

CUSTOMER TRACTABILITY AND REFERRAL SERVICE
1.  Method of Surveillance:  Random Sample

2.  Lot Size:  8172  

3.  Sample Size:  20  

4.  Performance Requirement:  90%.

a.  Performance is acceptable when  10%  or less sample items were defective during the month.

b.  Performance is unacceptable when  11%  or more sample items were defective during the month.

5.  SAMPLING PROCEDURES:

Random samples will be determined by using a computer located in building 820. The program name, date, time accomplished and the name of the QAP will be noted on the computer print out.  The selection of inspections will be accomplished seven days prior to the end of the month.  A copy of all items to be inspected will be submitted to the contracting officer three days before start of surveillance period

6.  INSPECTION PROCEDURES:

At random select two working days each month to perform this inspection.  On selected days, place an identifying mark on the pieces of mail checked:


a. PROVIDE REFERRAL SERVICE  1st inspection of the month:  Annotate on the surveillance record what pieces were inspected by receiving organizational symbol.  Verify referral service is processed IAW SOW 1.1.2. 


b. CUSTOMER TRACTABILITY AND REFERRAL SERVICE  2nd inspection of the month:  Annotate on the surveillance record which AF Form 624, Postal Locator Cards were inspected to insure correct annotation and are maintained IAW DoD 4525.6M Volume II.  Or mail shall be surveilled to ensure it is processed IAW SOW 1.2.3.

SAMPLING GUIDE # SDS-3

PROCESS OUTGOING MAIL

SHIPPING TOs
1.  Method of Surveillance:  Contractors Metrics

2.  Lot Size:  25,244  

3.  Sample Size:   All reports/notifications 

4.  Performance Requirement:  100%.

a.  Performance is acceptable when  0%  sample items were defective during the month.

b.  Performance is unacceptable when  1%  or more sample items were defective during the month.

5.  SAMPLING PROCEDURES:

The contractor will provide a way to track deficiencies.  This process will ensure postage dollars are not abused by verifying the most economical shipping class has been used, pouch mail is utilized, more expensive means of shipment is justified by the requesting organization and correct postage has been applied.

6.  INSPECTION PROCEDURES:

At the end of each month the metrics will be reviewed to insure all deficiencies are monitored and resolved by the contractor.

SAMPLING GUIDE # SDS-4

MOBILE DISTRIBUTION

1.  Method of Surveillance:  Periodic Surveillance

2.  Lot Size:  8172  

3.  Sample Size:  10  

4.  Performance Requirement:  100%.

a.  Performance is acceptable when  0%  sample items were defective during the month.

b.  Performance is unacceptable when  1%  or more sample items were defective during the month.

5.  SAMPLING PROCEDURES:

Periodic inspections will be determined by the QAP.

6.  INSPECTION PROCEDURES:

Periodically the QAP will inspect the MDVs to ensure the security of the mail is never compromised.  QAP will annotate location and time inspection was made and if any mail was jeopardized.

SAMPLING GUIDE # SDS-5

PROVIDES CUSTOMER SERVICE
1.  Method of Surveillance:  Customer Complaint

2.  Lot Size:  30,000  

3.  Sample Size:  100%  

4.  Performance Requirement:  90%.

a.  Performance is acceptable when  10%  or less sample items were defective during the month.

b.  Performance is unacceptable when  11%  or more sample items were defective during the month.

5.  SAMPLING AND INSPECTION PROCEDURES:

All customer complaints will be collected by the QAP and investigated to insure validity.  The customer, date received will be noted on the surveillance record.  The investigation will be initiated within 5 working days.  If needed, contractors proposed resolution will be annotated at the completion of investigation.  A copy of discrepancies will be submitted to the contracting officer at the end of the investigation if discrepancy is not resolved.

SAMPLING GUIDE # SDS-6

ACCOUNTABLE MAIL

CLASSIFIED TOs

1.  Method of Surveillance:  One Hundred Percent 

2.  Lot Size:  1200  

3.  Sample Size:  All reported violations  

4.  Performance Requirement:  100%.

a.  Performance is acceptable when  0% sample items were defective during the month.

b.  Performance is unacceptable when  1%  or more sample items were defective during 
the month.

5.  SAMPLING PROCEDURES:

Any security violations reported from any source..

6.  INSPECTION PROCEDURES:

At any time the QAP is notified that a security incident has taken place the surveillance record will be annotated.  An inspection will be preformed by the QAP immediately to insure validity of incident.  If needed, contractors proposed resolution will be annotated at the completion of investigation.  A copy of discrepancies will be submitted to the contracting officer at the end of the investigation if not resolved.  Annotate on surveillance record control number, receiving organization, authorized signature and the compromise to the mail.

SAMPLING GUIDE # SDS-7

LOANING RECORDS

DISPOSING OF RECORDS
1.  Method of Surveillance:  Contractors Metrics

2.  Lot Size:  128  

3.  Sample Size:  All reports/notifications  

4.  Performance Requirement:  90%.

a.  Performance is acceptable when  10%  or less sample items were defective during the month.

b.  Performance is unacceptable when  11%  or more sample items were defective during the month.

5.  SAMPLING PROCEDURES:

The contractors metrics will be reviewed at the end of every month to ensure timeliness of customers needs are met.  A portion of this metrics will include tracking when Optional Form 11s are received in the Staging area, processing is completed and sent to the customer.  This metric will also include walk in requests.

6.  INSPECTION PROCEDURES:

Annotate on the surveillance record date of inspection and any customer whose needs were not met. 

SAMPLING GUIDE # SDS-8

STORAGE AND SETMAKING

ISSUE

BASE TODO

1.  Method of Surveillance:  Random Surveillance

2.  Lot Size:  5500  

3.  Sample Size:  30  

4.  Performance Requirement:  90%.

a.  Performance is acceptable when  10%  or less sample items were defective during the month.

b.  Performance is unacceptable when  11%  or more sample items were defective during the month.

5.  SAMPLING PROCEDURES:

Random samples will be determined by using a computer located in building 820. The program name, date, time accomplished and the name of the QAP will be noted on the computer print out.  The selection of inspections will be accomplished seven days prior to the end of the month.  A copy of all items to be inspected will be submitted to the contracting officer three days before start of surveillance period

6.  INSPECTION PROCEDURES:

At random select four working days each month to perform this inspection.  On selected day, check random TOs to verify processing is completed within specified timelines.


a.  Storage and Setmaking:  1st inspection of the month:  Annotate on the surveillance record TO, date received, location and latest change using the Materials Received Log.  Verify complete set or excess copies are placed in the correct location and annotation is completed on the AFMC Form 145 within eight working days.


b.  Issue:  2nd inspection of the month.  Annotate on the surveillance record TO, TODO, date received in warehouse and date shipped.  Annotate if packing is adequate to prevent damage and standards are met, if label matches contents, timelines are met IAW SOW Attachment 5 and 6, and if documentation is required it is completed.  Verify TOs are consolidated if practical.


c.  Base TODO:  3rd inspection of the month.  Annotate on the surveillance record TO and date shipped.  Inquire ATOMS to ensure processing is complete and distribution bins to ensure distribution to customer.  Verify shipment is completed within 16 working hours.

SAMPLING GUIDE # SDS-9

HOUSEKEEPING
1.  Method of Surveillance:  Contractors Metrics

2.  Lot Size: Bldg 332, 800 and 820 (only contracted functional areas)  

3.  Sample Size:  1  

4.  Performance Requirement:  90%.

a.  Performance is acceptable when  10%  or less sample items were defective during the month.

b.  Performance is unacceptable when  11%  or more sample items were defective during the month.

5.  SAMPLING PROCEDURES:

The contractors metrics will be reviewed at the end of every month to ensure housekeeping minimal standards are met.

6.  INSPECTION PROCEDURES:

Annotate on the surveillance record that the contractor is maintaining metrics and standards are met. 

SAMPLING GUIDE # SDS-10

EQUIPMENT INVENTORY

REPORTS
1.  Method of Surveillance:  100 %

2.  Lot Size:  16 

3.  Sample Size:  16  

4.  Performance Requirement:  100%.

a.  Performance is acceptable when  0%  or less sample items were defective during the month.

b.  Performance is unacceptable when  1%  or more sample items were defective during the month.

5.  SAMPLING PROCEDURES:

At the end of each month the contractor has 24 working hours to complete all required reports and deliver them to the correct office

6.  INSPECTION PROCEDURES:

When the requesting office has not received the reports in the time specified the QAP will be notified for follow up and the discrepancy will be annotated on the surveillance record.

SAMPLING GUIDE # SDS-11

QUALITY CONTROL
1.  Method of Surveillance:  100 %

2.  Lot Size:  1 

3.  Sample Size:  1  

4.  Performance Requirement:  100%.

a.  Performance is acceptable when  0%  or less sample items were defective during the month.

b.  Performance is unacceptable when  1%  or more sample items were defective during the month.

5.  SAMPLING PROCEDURES:

At the end of each month the contractor has 24 working hours to complete all required quality checks for the prior month and submit copy to the QAP.

6.  INSPECTION PROCEDURES:

When the QAP has not received the reports in the time specified the discrepancy will be annotated on the surveillance record.  Investigation will be done by the QAP within 5 days of notification of any quality discrepancies.  Any defects not corrected by the contractor or ongoing problems will be elevated to the contracting officer for action.  Review the contractors Quality and Safety program to verify that:


a.  Each contractor quality inspection has been recorded and signed off.

b.  The number of items inspected and the number of defects found, has been entered onto contractors quality and safety program record.

c.  The contractor has furnished the QAP a calendar, listing what day of the month each contractor quality inspection will be made.

SECTION H

CUSTOMER COMPLAINT PROCEDURES

Any customer being serviced by;


Base Information Transfer Center (BITC)


Record Staging


Postal Service Center (PSC)


Technical Order (TO) Distribution Office (TODO)


Base TODO

Having any problems may respond in writing or e-mail.

The customer must include the following information;


Time and date of complaint


Organization


Building number


Name


Telephone number


Nature of complaint


(Use additional pages if necessary)

All copies will be given to the QAP for processing.

Upon receipt of complaint the QAP will review it against the contract to see if service should be provided.  The contractor will reply how the service will be corrected if applicable.  The CO will be notified if not resolved immediately.  Once completed the results will be set to the CO and customer.

SECTION I

CONTRACTORS QUALITY AND SAFETY PLAN
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