QUALITY ASSURANCE SURVEILLANCE PLAN

FOR

PROTECTIVE COATING SERVICES
AT

DAVIS-MONTHAN AFB ARIZONA

______________________________


___________________________

REVIEWED/APPROVED, QAEPC


REVIEWED/APPROVED, 









CONTRACTING OFFICER

Services:
Interior Protective Coating



Exterior Protective Coating



Pavement Markings



Sign Fabrication

STANDARDS:  

1.  Quality.  No more than two jobs in each of the above categories (to include both Scheduled Work and Direct Scheduled Work) in a given month will contain defects.  Any validated customer complaint of unacceptable performance will be noted as a defect for that month and will be counted against the standard.  If any more than two jobs in a given month are noted as being defective a discrep​ancy report will be issued.  This report will be placed in the contract file as documentation of unsatisfactory performance.  All unacceptable work will be corrected through re-performance at no additional cost to the government. 

2.  Timeliness.  At least 95 percent of all tasks in each of the above categories (to include both Scheduled Work and Direct Scheduled Work) in a given month will be acceptably completed within the allotted time.  Any task not completed within the allotted time will be noted as a defect for that month and will be counted against the standard.  If any more than five percent of jobs in a given month are not completed within the allotted time, a discrepancy report will be issued.  This report will be placed in the contract file as documentation of unsatisfactory performance.

SURVEILLANCE:  The government will provide feedback surveys for the contractor to present to customers with each completed work order or scheduled job.  Customers will return completed surveys to the QA.  Customers may also notify the QA of unacceptable service verbally, via fax, and e-mail.  Customers will be educated on the use of feedback surveys and the need to report unacceptable performance via periodic notices in the base paper, base bulletin, etc.  The QA will also conduct Periodic Inspections of the contractor’s work.

PROCEDURES:  Any base employee who observes unacceptable performance of any of the above service categories should immediately notify the QA, through the customer feedback sur​vey, verbally, or via fax/e-mail.  If the complaint involves timeliness of service, and the QA deter​mines it is valid, it will be tracked against on-time completions.  If the complaint involves quality of workman​ship or materials the QA will notify the contractor of the need for reperform​ance.  The QA will consider customer com​plaints resolved unless notified otherwise by the customer.  If the con​tractor dis​agrees with the complaint after investigation of the site, the con​tractor will notify the QA, who will then investi​gate the validity of the complaint by comparing the completed work against the standards outlined in the SOW.  If the QA determines the com​plaint is invalid, he or she will document the findings and notify the customer.  The QA will retain the annotated copy of the written complaint for the file.  If after investigation the QA determines the complaint is valid, he or she will inform the contractor, who will then correct the discrepancy.  The contractor shall return the written customer complaint document, properly completed with actions taken, to the QA, who will file the complaint.  All validated discrepan​cies will be recorded against the contractor’s monthly total.  The QA will also track the total number of jobs completed each month, by category.  At the end of each month, the QA will compare the number of discrepancies in each category with the number of jobs performed in that category.  This will form the basis of any discrepancy report.
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