QUALITY ASSURANCE PLAN FOR CTO CONTRACT

Requirements to be performed by QAE of TMO passenger section on daily, weekly, and monthly basis. The Surveillance Activity Checklist will be used and turned into contracting NLT third workday of the following month. One copy of checklist to be retained by QAE and one copy to go to contracting.  Chief QAE will sign off on checklist prior to submission to contracting as secondary audit. 

FULL TRAVEL SERVICE: 

(1.1, 1.4, 1.26, 1.31) 

The performance threshold for this SOW item is 5 complaints per month. Requesting evaluation of the contractor service includes telephone responses, after hours and e ticketing. Customer responses will be used in determining the contractor's compliance with the SOW. QAE will observe on daily basis. 

RESERVATIONS AT LEAST COSTLY FARE.

(1.1, 1.12, 1.4)

The QAE will examine at least 50% of all contractors' routings and fares to ensure that the contractor is providing the lowest fare available to meet mission requirements.  This will be accomplished on a daily basis. 

NON-COMPLIANCE STATEMENT

(1.5, 1.5.1)

The QAE will examine at least 50% of all least costly fare denials on a monthly basis. QAE will check affected PNRs and see if statement of non-compliance is on PNR.  All fare refusals will be signed by the traveler and made part of the official record. 

CUSTOMER SURVEY CARDS

(1.14) 

Customers will be provided "Customer Surveys" requesting evaluation of the contractor's service.  The survey cards will provide evidence of contractor's compliance with contract and SOW.

MIS REPORTS

(1.23)

The QAE will verify with accounting and finance that all contractor reports are submitted within time frames indicated in Appendix C and 1.23 of SOW. Weekly and monthly requirement, QAE will report on monthly basis.

COST DIFFERENCE BETWEEN TICKETED FARES

(1.15) 

The Contractor is responsible to pay/reimburse the government for the difference in cost between tickets provided at a higher fare and the least costly available fare identified during audits no later than the next billing unless the use of higher cost fare is justified and accompanied by a mission impact statement as indicated in paragraph.  QAE will audit on a daily basis and report on a monthly basis. Percentage of fares audited 50%.

UN-USED TICKETS

(1.20, 1.20.1, 1.21.2)

Contractor will process the refund to the respective carrier/vendor NLT the workday following receipt from the TMO.  Contractor to turn into QAE refund report, 5 missed reports will be reported.  QAE will observe on a weekly basis. 

RENTAL CAR RESERVATIONS

(1.30)

The QAE will, through records check, ensure that the contractor provides the lowest rate available for car rental services. This check includes ensuring that the correct size was provided.  QAE will examine 50% of all car rentals based on a daily observation basis. 
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