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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 a Firm-Fixed-Price contract and a systematic approach for conducting the surveillance.  It will be used by the QA to insure standards of the contract are being met.

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

    a.  The government retains the right to inspect required tasks not shown on the SDS.  Inspect these services in the same general manner as periodic checklist items. The results of these inspections are documented and if necessary, provided to the FD/FC and CO for action.  

    b.  Although not a requirement of the QASP, it would be a good idea to list those non-SDS items to ensure they are observed periodically during the contract period. Examples of some possible non-SDS items:  Surveillance will be accomplished on these non-SDS items periodically (4 per Quarter)


Key Control


Equipment Inventory

Government Furnished Facilities

Employee Identification Badges

Contractor’s Vehicles

3.  Any nonconformance with 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 systematic method to evaluate the services the contractor is required to furnish and not the details of how the contractor accomplishes the work.  This plan primarily utilizes Periodic Inspections and Customer Complaint as described in section C of this plan.  This surveillance adequately 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 methods of surveillance 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 the specified surveillance requirements.  QA’s are to be objective, fair, and consistent in evaluating contractor performance against the standards. 

SECTION B

PROCEDURES

1.  QUALITY ASSURANCE SCHEDULE

1.1.  The QA will develop a checklist or train their customers on evaluation procedures to use when conducting surveillance of the contractor’s performance as identified in the QASP. 

2.  ACTUAL SURVEILLANCE

2.1.  Actual surveillance will be conducted as identified in the contract and the “Contract Terms and Condition – Commercial Items”.

2.2.  It is essential that the QA determine when periodic inspections will be accomplished in order to have an effective quality assurance surveillance system.

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

2.4.  All surveillance observation/inspection made by the QAP will be recorded on the AF Form 372, Contract Monitoring and Surveillance Report or a locally devised form. Documentation captures the contractor’s past performance. The completed form(s) becomes the official Air Force record of the contractor’s performance.

2.5.  When a surveillance observation results in unacceptable service, the QA will record the information on the checklist and request the contractor to initial.  If the service can be re-performed, request the contractor to re-accomplish the task or service. If the service cannot be re-performed, the deficiency will be a defect.  The specific reason for unacceptable performance will be recorded on the checklist.

2.6.  During the month, the QA may receive customer complaints about the quality of service, or may observe unacceptable performance by the contractor. These complaints and observations will be noted and should reinforce the accuracy of the sample results. Surveillance may, or may not, be counted as a defect.  During a surveillance period, only one surveillance method may be used to cause less than maximum payment for the listed service.

2.7.  The QAP is required to accept contractor services and determine payment due. At the completion of each monthly contract payment, the QAP will certify the services actually received under the contract. A letter will be used to certify receipt of services.    

SECTION C

METHOD OF SURVEILLANCE

1.  PERIODIC INSPECTION

1.1.  Some required services may be inspected using periodic inspections (daily, weekly, monthly) as determined by the QA.  The results of periodic inspections may be used as the basis for actions to be taken against the contractor.  In such cases, the Inspection of Services clause will be used as determined appropriate by the Government.

1.2.  Periodic inspections may occur at any time and location. Surveillance may be conducted daily, weekly, monthly, quarterly, or semi-annually. Surveillances will be documented on the attached inspection checklist. 

2.  CUSTOMER COMPLAINT

2.1.  The QA will provide written instructions and customer training to each organization receiving the contractor’s service.  Instructions and training should cover the format and content of the program and service to be surveyed; the action that may be expected from the QA, contract administrator, and contracting officer as a result of the complaints; and the limitations on the customers in dealing with the contractor personnel.

2.2.  The QA is the point of contact and must collect all customer complaints.  The AF Form 714, Customer Complaint Record, or a locally computer devised form, may be used.  All complaints and any resulting resolution of such complaints must be documented by completing the form.  Customer complaint forms become a permanent part of the QA surveillance records. Valid customer complaints may be used as the basis for adverse action against the contractor. 

SECTION D

UNACCEPTABLE PERFORMANCE

1.  When performance is determined unacceptable, the QA will inform the contractor’s on-site representative that performance is unacceptable and why, and request the representative initial and date on the surveillance form.  By initialing and dating the surveillance form, the representative is only acknowledging notification of unacceptable performance.  Disputes in surveillance should be referred to the contracting officer. 

2.  The QA will notify the Functional Director or Functional Commander and the Contracting Officer of less than acceptable performance.  If any of the services do not conform to contract requirements, the Government may require the Contractor to perform the services again in conformity with contract requirements, at no increase in contract amount.  When the defect(s) in services cannot be corrected by re-performance, the Government may:

2.1.  Require the Contractor to take necessary action to ensure future performance conforms to contract requirements.

2.2.  Reduce the contract price to reflect the reduced value of the services performed. 

3.  If the Contractor fails to promptly re-perform the services, or to take the necessary action to ensure future performance in conformity with contract requirements, the Government may:

3.1.  By contract or otherwise, perform the services and charge to the Contractor any cost incurred by the Government that is directly related to the performance of such service or:

3.2.  Issue Cure Notice.

3.3.  Issue Show Cause.

3.4.  Terminate the contract for Government Convenience.

3.5.  Terminate the contract for Cause.

Section E

Surveillance Guide

Performance Objective
PWS

Reference
Performance Threshold
Method of Surveillance

SDS-1

Ensure compliance with Transient Aircraft Maintenance Management in the contract
1.3 thru 1.3.15
95% of the time. No more than 5 errors monthly
Periodic Review of Transient aircraft management and control records

SDS-2

Perform specified arrival services and tasks as required
1.4 thru 1.4.12
98% of the time.  No more than 2 errors monthly
Periodic review of arrival service maintenance logs

SDS-3

Perform specified processing services and tasks as required


1.5 thru 1.5.13
98% of the time. No more that 2 errors monthly
Periodic review of inspection services records

SDS-4

Perform specified departure services and tasks as required
1.6 thru 1.6.10
98% of the time.  No more than 2 errors monthly
Periodic review of departure service maintenance



SDS-5

Ensure facilities present a neat and clean appearance and restroom sanitized
1.7
90% of the time.  No more than 4 errors monthly
Periodic inspection of facilities

SDS-6

Ensure an effective tool control program
1.3.17
95% of the time.  No errors are allowed monthly
Periodic inspection of Equipment Control Listings (ECL) and inspection records

SDS-7

Ensure transient aircraft parking and work areas(s) are free of foreign objects
1.3.18
98% of the time.  No errors allowed monthly
Periodic inspection of parking and work area(s) and inspection records

SDS-8

Ensure all T.O.’s, publications and forms are maintained as applicable
1.3.8 thru 1.3.9 and 3.5 thru 3.5.3
95% of the time.  No more than 2 errors allowed monthly
Periodic inspection of T.O.’s, publications, forms and inspection records



SDS-9

Ensure an effective quality control plan
4.5
98% of the time.  No more than 2 errors allowed monthly
Periodic inspection of all inspection records



Section F

Attachments

Attachment 1, AF Form 372, Contract Monitoring and Surveillance Report

Attachment2, AF Form 714, Customer Complaint Record
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