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1.0.
INTRODUCTION

This Quality Assurance Surveillance Plan (QASP) is pursuant to the requirements of the Performance Requirements Document (PRD) entitled “Aerospace Maintenance and Regeneration Center (AMARC) A-76 Cost Comparison Study of Supply Activity.”  This performance-based plan sets forth the procedures and guidelines AMARC will use in evaluating the technical performance of a non-government contractor organization.  For the purpose of this QASP, all references to the “service provider” refers to either a non-government contractor organization or the Government’s MEO.

1.1.
PERFORMANCE-BASED SERVICE CONTRACTING

1.1.1.
Air Force Instruction (AFI) 63-124, Performance-Based Service Contracts, structures the acquisition around “what” is required as opposed to “how” the service provider should do the work.  Performance management refers to the approach taken by AMARC to monitor, manage and take action on the service provider performance against expected outcomes communicated by AMARC to the service provider as written in the Performance Requirements Document (PRD).  Performance management rests upon developing a capability to review and analyze information generated through performance metrics.  The ability to make decisions based on performance data analysis is the cornerstone of performance management.  The data generated in a performance management approach provides information that indicates whether or not expected outcomes for processes and services are being achieved adequately by the service provider.  Metrics used in performance management focus on desired outcomes and not on interim process steps.  The interim process metrics are delegated to the service provider who will be responsible for managing the processes and practices used to achieve contract outcomes.  An effective system and process that generates well-defined performance data is central to performance management

1.1.2.
Performance management also represents a significant shift from the more traditional Quality Assurance (QA) concepts in several ways.  Performance management only focuses on assessing whether or not outcomes are being achieved and migrates away from scrutiny on the process and practices used to achieve the outcome.  The only exceptions to process reviews are those required by law (local, state and federal) and compelling business situations such as safety.  An outcome focus provides the service provider with the flexibility to continuously improve and innovate over the course of the contract as long as the critical outcomes expected are being achieved at the desired levels of performance.  By focusing scrutiny on the desired outcomes rather than processes, performance-based sourcing relationships unlock the service provider’s potential for innovation and performance improvement.

1.1.3.
The government’s performance management strategy is based on the following:  

1.1.3.1.
The government communicates the performance objectives expected from the service provider through the PRD.

1.1.3.2.
For the performance objectives communicated in the PRD, the government will identify performance metrics that are required to be tracked and reported by the service provider.  These metrics indicate whether the service provider is achieving performance objectives at the appropriate levels of performance.   

1.1.3.3.
The government will define each metric and the data requirements for calculating the value of each metric over the appropriate time period.  

1.1.3.4.
The service provider may use additional performance metrics for managing their processes and operations supplementing the government’s metrics.

1.1.3.5.
The service provider’s Quality Control Plan (QCP) sets forth procedures and responsibilities for controlling high quality work.  The service provider will develop a process to assess and report their performance to the designated Government representative.

1.1.3.6.
The Government representative will review performance reports furnished by the service provider on a regular interval basis to determine how the service provider is performing against communicated performance objectives.  

1.1.3.7.
The government will make decisions based on performance measurement data and notify the service provider of those decisions.  

1.1.3.8.
The service provider shall be responsible for making the required changes in processes and practices to ensure performance is managed effectively.

1.2.
The QASP is designed to accomplish the following:

· Define roles and responsibilities

· Identify the types of work to be performed

· Define methodologies used to monitor service provider’s performance

· Describe quality assurance reporting

· Describe analysis of quality assurance monitoring results

2.0.
ROLES AND RESPONSIBILITIES  

Government officials will participate in assessing the quality of the service provider’s performance.  The roles and responsibilities are described as follows:

2.1.
The relationship between the service provider and the government will be a partnership committed to the mutual success of each party.

2.2.
The Business Review Advisory Group (BRAG) is a customer-focused multifunctional team instituted by the AMARC commander comprised of Government members.  The BRAG plans and manages the service contract throughout the life of the requirement as specified in AFI 63-124.  Members of the BRAG will support the following:

· Business/acquisition strategy development to provide innovative solutions that promote best value business decisions on performance based service contracts to meet customer requirements.

· Information exchange with industry and other business experts.

· Market research

· Analysis and evaluation of service provider’s metrics and performance

· Communication/briefings of contract performance to Base leadership

2.3.
The Contracting Officer (CO) will designate a Contracting Officer’s Representative (COR) as the government authority for performance management.  The COR is responsible to develop insight into the specific service (supply operations) and assist the service provider with understanding the performance expectations as stated in the PRD.  The COR will have the responsibility for completing QA monitoring forms (see Attachment 2 and 3) used to document the inspection and evaluation of the service provider’s work performance.  Government surveillance may occur under the Inspection of Services clause for any service relating to the contract.

2.4.
The COR is required to ensure changes in work are not initiated before a written authorization or modification is issued by the CO.  The CO will be responsible for monitoring contract compliance, contract administration and cost control; resolving any and all differences between the COR’s documented observation and the service provider’s performance.  The CO may call upon the expertise of other Government individuals as required.

3.0.
IDENTIFICATION OF THE TYPES OF WORK TO BE PERFORMED

The service provider will perform the specific AMARC requirements listed in the PRD for each of the following areas:

3.1.
Supply Operations – Provide supply operations to support the AMARC  mission and to meet customer requirements.  Store and handle supplies and property in a safe, secure and environmental compliant manner.  Maintain accuracy of accountable records by performing periodic inventories.  Maintain accountability of auditable documents.  

3.2.
Commercially Available Supplies and Equipment – Research, procure and distribute commercially available supplies and equipment to effectively and accurately meet customer’s needs.  Provide a central receiving point due to the secured AMARC facility.  

3.3.
Non-Commercially Available Supplies – Manage non-commercially available supplies to minimize the elapsed time between demand and delivery of the required supply item.  Maintain supplies to provide personnel with access to high usage expendable items. 

3.4.
Supplies Containing Hazardous Materials – Manage the procurement and use of hazardous materials to ensure compliance in all aspects of hazardous materials processing.  

3.5.
Equipment – Manage equipment to ensure accurate records and visibility of reportable equipment.  

3.6.
Standard Air Force Information Systems Operations – Process required transactions and reports for standard AF systems to ensure accuracy, continuous operation and compliance with base network policies.  

3.7.
Reporting and Coordination – Perform required reporting and maintain coordination to ensure sound management of supply operations.  

4.0.
METHODOLOGIES TO BE USED TO MONITOR THE SERVICE PROVIDER’S PERFORMANCE

4.1.
Performance Management Methodology

4.1.1.
The performance management process depends upon free and open communications between the government and the service provider.  The COR is responsible for monitoring, assessing and communicating the technical performance of the service provider.  The COR partners with the service provider to explore means to maintain or improve the overall service level within the constraints of the contract and the level of funding. 

4.1.2.
The Government, through the COR, will monitor the service provider’s performance on a continuous basis throughout the life of the contract to determine if they meet or do not meet the contract standards.  The COR will use the surveillance methods of random sampling, 100% inspection of output and periodic inspection of the processes or output as specified in the Metric Summary detailed in Attachment 1 of this QASP.  

4.1.3.
The PRD requires the service provider to establish and maintain professional communication between its employees and customers.  The primary objective of professional communication between employees and customers is customer satisfaction.  Customer satisfaction is the most significant external indicator of the success and effectiveness of all services provided and can be measured through customer complaints.  Performance management drives the service provider to be customer focused.  Also, performance management supports that the service provider addresses customer complaints initially and investigates the issues and/or problems.  During the investigation, the service provider should document the nature of the complaint, the results of the investigation, actions taken and valid customer complaints are reported to the COR.  NOTE:  The customer always has the option to communicate their complaint to the COR as opposed to the service provider by using the customer complaint collection process.  The COR will accept the complaint and investigate using the Customer Complaint Investigation form in Attachment 3.  This form documents the nature of the complaint, the results of the COR’s investigation and the action taken by the service provider to resolve the complaint.  

4.2.
Reviewing and Validating Metrics

4.2.1.
The service provider is provided with a list of metrics that track performance against thresholds.  The thresholds are identified in the PRD.  The metrics and their definitions are provided in Attachment 1 to this QASP.  The Government  will provide the service provider with any known data sources for the metrics.  The service provider should expect to provide the source data for many of the metrics.  In the QCP the service provider shall create documentation that details how the service provider will gather the data to calculate the metrics.  On the first day of the transition period, the service provider shall submit this documentation for approval by the Government.  The request for approval of the metric documentation shall clearly articulate how the service provider will populate the data required by the components that comprise the metrics as defined by the Government.  The request for approval of the metric should specifically address:

· The process used by the supplier to collect data

· The sources that will be used to collect data

· The tools that will be used to collect data – Air Force systems or other

· How the supplier proposes to validate the data collected

4.2.2.
The requests for approval of the metrics will be submitted to the COR for review and approval through the BRAG (discussed in Section 2.0).  During the transition period, the Government will review the requests.  After the Government grants approval, but no earlier than the end of the entire transition period, the service provider shall begin populating the metrics and using them to monitor performance levels.  The COR will review outcome expectations with the service provider.  During the contract period of performance, the Air Force may modify or change the metrics the service provider is required to maintain as the mission and priorities of the base evolves.  Such changes will be approved by the BRAG and will be done in consultation with the service provider.  

4.2.3.
It should be recognized that while the Air Force may have systems that capture at least some of the data required by the metrics, there are many other measurements that are not being captured by the current systems.  When possible metrics should be used in a real-time fashion by the service provider and should be accessible by the government COR.  The data collected by the service provider should support monthly, quarterly, semi-annual and annual performance report developments.  The service provider may need to augment existing systems and tools for capturing measurement data.  Metric data shall be non-proprietary.

4.3.
Customer Satisfaction Measurement

4.3.1.
Customer satisfaction is one of the most important metrics that the service provider is expected to track over time.  The service provider shall submit a customer satisfaction measurement process and methodology to the government that meets the following Air Force criteria:

· Customer satisfaction survey every three months 

· Customer satisfaction is to be measured using methods:

· General customer satisfaction measurement surveys

· Point of service surveys (especially useful in areas having large number of transient customers)

· Minimize the total number of surveys that the general population needs to complete

· Completed surveys shall be audited or validated by an independent third party agency and the results should be sent to the BRAG for its records.  The COR must obtain the services of the independent third party agency and coordinate with the service provider

· Service provider should take the results compiled by the independent third party agency and develop reports for BRAG review highlighting factors that are driving customer satisfaction performance

4.3.2.
The service provider shall be required to report customer satisfaction results to the government.  The service provider may propose satisfaction measurements with ratings that distinguish between five levels of satisfaction.  The service provider shall be required to discuss with the COR satisfaction ratings receiving a “less than acceptable” rating.  For such cases, the service provider should highlight its perspective on factors driving customer satisfaction and present plans to adjust service levels in order to bring the satisfaction rating up to an acceptable level.

4.3.3.
A central role for the COR and BRAG is to oversee the customer satisfaction measurement process.  Customer satisfaction surveys shall be validated by an independent third party agency to ensure the survey’s effectiveness.  The service provider, however, has the primary responsibility for developing and proposing the survey process and methodology to the government.  The COR will, at their discretion, do selective follow-up interviews to gain additional insight into the level of customer satisfaction and the influencing factors.

4.3.4.
Another aspect of measuring customer satisfaction is resolving customer complaints.  The service provider shall ensure that a customer complaint process is established and advertised.  The service provider shall track and report customer complaints and their resolution as part of the monthly customer satisfaction review with the COR.

5.0.
QUALITY ASSURANCE REPORTING

5.1.
Service Provider’s Performance Management Report

5.1.1.
The performance management feedback loop begins with the communication of expectations.  Expectations of service levels are expressed in the PRD and measured by the required metrics (see Attachment 1).  During the transition period, the service provider will develop a QCP that sets forth procedures and responsibilities for ensuring quality work performance.  The service provider will develop a process to assess and report their performance to the COR which will be submitted monthly in the Performance Management Report.  

5.1.2.
The Performance Management Report shall include all required metric data (see Attachment 1) and describe performance trends.  The COR and the service provider will jointly define the manner in which the information should be presented.  The service provider may also suggest supporting metrics to be included in the Performance Management Report; therefore, the report may not be limited to the required metrics.  The COR and service provider will agree to the graphical design of the reports and frequency with which the reports will be reviewed with the service provider.  The COR will identify the types of decisions the reports are intended to support.  

5.1.3.
The Performance Management Report will at minimum contain the following:

· Trend Reports – track performance over time, for example, customer satisfaction, customer complaints, response time, etc.

· Periodic Inspections – inspects process or outcome  

· Variance Reports – track variance between metrics that measures actual performance versus targeted performance  

5.1.4.
The service provider shall also prepare a report to close out each annual period of performance.  This report shall contain the same types of data as the monthly reports presented to the COR, but shall reflect the annual values.

5.2.
Government’s Quality Assurance Monitoring 

5.2.1.
The COR will use two monitoring forms (Attachments 2 and 3) to document the service provider’s performance under the contract.  The two forms, when completed, will document the COR’s understanding of the service provider’s performance to ensure that the PRD requirements are being met.  

5.2.2.
For each performance objective measured, the COR will use the Performance Management Report to assess the service provider’s level of performance (detailed in Attachment 1, Metric Summary) of this QASP.  The COR must coordinate/communicate with the service provider to resolve issues and concerns of marginal or unacceptable performance.

5.2.3.
The COR will keep a copy of all completed QA monitoring forms and forward copies to the CO and service provider in a timely manner.  The service provider is required to respond in writing to the COR regarding the QA monitoring forms recording performance that “does not meet standards” within 5 working days after receipt of the forms.

6.0.
ANALYSIS OF QUALITY ASSURANCE MONITORING RESULTS

6.1.
The CO will review each QA monitoring form prepared by the COR.  When appropriate, the CO may investigate the service provider by using means of Quality Assurance Evaluation (QAE) surveillance.  This type of surveillance focuses on a functional task review (how the work was performed).  

6.2.
At the end of each month, the COR will prepare a written report for the CO summarizing the overall results of the quality assurance monitoring of the service provider’s performance.  The written report consists of the Performance Management Report and the Quality Assurance Monitoring Forms and will become part of the QA documentation.  

6.3.
The COR will define a frequency of in-depth reviews with the service provider, however if the need arises, the service provider will meet with the COR as often as required.  The agenda of the reviews may discuss:  

· Monthly performance measured by the metrics and trended over time

· Issues and concerns of both parties

· Projected outlook for next month and progress against expected trend

· Agenda items for the BRAG, if any 

· Recommendations made by the COR based on service provider information

· Issues arising from the independent reviews/inspections

6.4.
The COR and BRAG will work with the service provider in a consultative and collaborative style to make decisions and take action based on performance measurement information.  The COR should be working with the service provider and key customers to manage four critical factors:  

· Ensure the right performance actions are being taken based on the information generated through the metrics framework

· Ensure that customer expectations are being met

· Provide a look-ahead to the service provider to ensure a proactive management 

· Keeping abreast of customer developments to alert the service provider on upcoming events

6.4.1.
To make consultative decisions with the service provider, the COR and BRAG should receive proactive suggestions from the service provider on:

· What factors are driving performance

· What actions are required to maintain service levels and reduce the total cost to the government

· How proposed actions are likely to affect metric performance

6.4.2.
After discussing these and other factors in a consultative format, the COR, BRAG and the service provider should jointly formulate tactical as well as longer–term courses of action.  Decisions regarding changes to metrics or service levels well be clearly documented.  Changes to service levels, plans or procedures and changes to metrics will be incorporated as a contract modification at the convenience of the CO.  

ATTACHMENT 1

METRIC SUMMARY

The metrics should be gathered (as specified) by the service provider and reported to the COR in the Performance Management Report.  The COR and service provider must coordinate and communicate resolving issues and concerns of marginal or unacceptable performance.  

A-1.
PERFORMANCE OBJECTIVE:
Provide professional and courteous supply service to ensure prompt, responsive and flexible service to meet customer requirements.

A-1.1.
SUMMARY:
The service provider should provide a Supply operation that is professional, courteous and customer service oriented.  The Supply operation should provide quality service to customers in a prompt, responsive and flexible manner to meet customer requirements.  The service provider should tailor support to match the mission requirements of the supported organizations to optimize work performance and customer satisfaction.  The service provider performance will be measured by conducting a quarterly customer satisfaction survey.  
A-1.2.
PROCEDURE:
To ensure the customer’s needs are met, the service provider should focus on work performance and customer satisfaction.  The service provider’s should develop a customer satisfaction survey that assesses the following areas: compliance with regulations, courtesy, professionalism, work place appearance, responsiveness, flexibility, responsiveness, customer focus, support to IDEA program and technical expertise and knowledge.  
A-2.
PERFORMANCE OBJECTIVE:
Effective hazardous materials program to ensure proper authorization and tracking of hazardous materials from time of request until time of disposal and to ensure environmental compliance.  

NOTE:  There are two metrics (A-2.1-1 and A-2.2-2) to measure this one performance objective.
A-2.1-1.
SUMMARY:
In order to ensure proper authorization and tracking of hazardous materials, the service provider must maintain an effective hazardous materials program.  Proper authorization must be obtained prior to issue and ensures that hazardous material has been evaluated for environmental requirements and health and occupational safety risks.  Upon receipt of the hazardous material, the service provider will ensure the material is properly labeled for tracking purposes.  Hazardous material must be tracked from the time of request until the time of disposal.  Customer complaints and inspections are the source of data used to calculate the metric’s value.

A-2.2-1.
PROCEDURE:
To ensure an effective hazardous material program, the service provider will evaluate all customer complaints issued by any customer that result from improper authorization or tracking of hazardous material.  A complaint will be considered valid if the service provider determines that the complaint resulted from hazardous material being issued without proper authorization or material is improperly labeled.  Service provider performance will be measured by totaling the number of valid customer complaints on a yearly basis.

A-2.1-2.
SUMMARY:
In order to ensure environmental compliance with all federal, state and local environmental laws and Air Force regulations, the service provider must maintain an effective hazardous materials program.  This program supports the proactive approach to identify any corrective action needed to prevent environmental non-compliance.  The service provider should allow access to work areas in support of environmental inspections.  Environmental inspections, performed by the AMARC Environmental Manager, identify and document any discrepancy that requires corrective action.  The number of discrepancies will be documented in a formal report provided by the AMARC Environmental Manager and is the source of data used to calculate this metric’s value.  
A-2.2-2.
PROCEDURE:
The service provider must address the identified discrepancies to ensure environmental compliance.  The discrepancies result from non-compliant issues that are identified during environmental inspections.  For any discrepancy identified, the service provider must initiate corrective action within 24 hours.  The service provider performance will be measured by the number of discrepancies identified during environmental inspections per year.  

A-3.
PERFORMANCE OBJECTIVE:
Timely delivery of items to customers – Delivery Priority 2.

A-3.1.
SUMMARY:
Priority levels of requests received from customers are established by the customers and determine the timeframe in which the service provider must fill the request.  Requests with a priority level of 2 must be filled within 30 minutes of receipt of the request.  The Issue/Turn-In Request document (AF Form 2005) contains the time of item request and the Issue Receipt/Release document (DD Form 1348) contains the time of item delivery.  These documents are the data source used to calculate the metric’s value.  

A-3.2.
PROCEDURE:
To ensure timely delivery of Priority 2 level of service items, the service provider should evaluate the time the item was requested on each Priority 2 document (AF Form 2005 Issue/Turn-In Request) and compare it to the time the item was delivered on the corresponding document (DD Form 1348-1A Issue Receipt/Release).  The service provider will then subtract the time the item was requested from the time the item was delivered to determine if the request had been issued within the allotted timeframe.  The total number of items meeting the Priority 2 delivery time will be divided by the total number of Priority 2 requests and multiplied by 100 to determine the percentage of Priority 2 requests meeting the specified delivery time.

A.4.
PERFORMANCE OBJECTIVE:
Timely delivery of items to customers – Delivery Priority 3 and Priority 4.

A-4.1.
SUMMARY:
 Priority levels of requests received from customers are established by the customers and determine the timeframe in which the service provider must fill the request.  Requests with a priority level of 3 must be filled within one hour of receipt of the request.  Requests with a priority level of 4 must be filled within four hours of receipt of the request.  The Issue/Turn-In Request document (AF Form 2005) contains the time of item request and the Issue Receipt/Release document (DD Form 1348) contains the time of item delivery.  These documents are the data source used to calculate the metric’s value.  

A-4.2.
PROCEDURE:
To ensure timely delivery of Priority 3 and 4 level of service items, the service provider should evaluate 5 weekly random sampled issues for each Priority 3 and 4 level of service (20 total per month of each priority service level).  The time the item was requested on each Priority 3 and 4 document (AF Form 2005 Issue/Turn-In Request) is compared to the time the item was delivered on the corresponding document (DD Form 1348-1A Issue Receipt/Release).  The service provider will then subtract the time the item was requested from the time the item was delivered to determine if the request had been issued within the allotted timeframe.  The number of items (from the random sampling) meeting the Priority 3 and 4 delivery times will be divided by the total number of requests sampled per priority level on a monthly basis.  This number is multiplied by 100 to determine the percentage of Priority 3 and 4 requests meeting the specified delivery times.  
A-5.
PERFORMANCE OBJECTIVE:
Ensure all Equipment and Priority backorders are linked to requisitions to provide the customers with the requisition status.

A-5.1.
SUMMARY:
In order to ensure proper levels of customer satisfaction, the requisition status must be available to the customer upon request.  This availability allows the customer to access the status of a backordered item at their convenience.  In order to obtain the status, the backordered item must be linked to a requisition.  The R01 report (Priority Requirements) available through Standard Base Supply System (SBSS) is the source of data used to calculate the metric’s value.  

A-5.2.
PROCEDURE:
To provide requisition status, the service provider will evaluate the R01 report in order to ensure all backorders are linked to a requisition.  The R01 report identifies the backorders that need linkage with the proper requisition.  The R01 is completed on a weekly basis.  The service provider will be measured by the number of backorders recurring from the previous week’s R01 report.  This calculation should be completed on a weekly basis and averaged monthly.

A-6.
PERFORMANCE OBJECTIVE:
Manage supplies to effectively meet customer requirements

NOTE:  There are two metrics (A-6.1-1 and A-6.1-2) to measure this one performance objective.
A-6.1-1.
SUMMARY:
In order to meet customers’ requests for authorized stock, the service provider must be effective in managing adequate levels of authorized stock.  The service provider’s effectiveness in managing authorized stock can be measured by monitoring the stockage effectiveness rate, as reported on the M32 Report (Base Supply Management Report).  The M32 report available through SBSS is the data source used to calculate the metric’s value.  Historical data documenting stockage effectiveness rates are listed below:  

Fiscal Year (FY)
Month
Stockage Effectiveness Rate

FY99
October
87.2%


November
87.8%


December
91.3%


January
88.1%


February
92.4%


March
87.6%


April
88.7%


May
90.5%


June
90.3%


July
90.0%


August
90.1%


September
90.3%

FY 00
October
86.8%


November
87.1%


December
91.0%


January
93.6%


February
89.8%


March
91.4%

A-6.2-1.
PROCEDURE:
To effectively manage supplies to meet customer requirements, the service provider will evaluate the monthly M32 report in order to monitor the stockage effectiveness rate.  The service provider’s performance will be measured by comparing the current month’s stockage effectiveness rate (percentage) to the minimum acceptable rate (percentage).  The stockage effectiveness rate percentage is calculated by dividing the total number of issues by the total number of issues plus due-outs with no requisitioning authority (4W).  
A-6.1-2.
SUMMARY:
In order to meet customers’ requests for bench stock, the service provider must be effective in managing adequate levels of bench stock.  The service provider’s effectiveness in managing bench stock can be measured by monitoring the bench stock effectiveness rate, as reported on the monthly M32 Report (Base Supply Management Report).  The M32 report available through SBSS is the data source used to calculate the metric’s value.  Historical data documenting bench stock effectiveness rates are listed below:

Fiscal Year (FY)
Month
Bench Stock Effectiveness Rate

FY99
October
97.0%


November
97.2%


December
98.4%


January
97.5%


February
97.8%


March
97.5%


April
96.7%


May
96.9%


June
97.5%


July
96.9%


August
97.1%


September
No data

FY 00
October
97.6%


November
98.6%


December
98.2%


January
98.6%


February
98.0%


March
97.4%

A-6.2-2.
PROCEDURE:
To effectively manage supplies to meet customer requirements, the service provider should evaluate the monthly M32 report in order to monitor the bench stock effectiveness rate.  Service provider performance will be measured by comparing the current month’s bench stock rate to the targeted rate.  The bench stock rate percentage is calculated by dividing the total number of due-outs by the bench stock authorizations.  
A-7.
PERFORMANCE OBJECTIVE:
Ensure stored shelf-life items are serviceable for issue to customers.

A-7.1.
SUMMARY:
In order to meet customer requirements, the service provider must ensure shelf-life items are serviceable (ready for use) for issue to customers.  At the time of receipt, issue or shipment, the shelf-life date is verified.  The service provider must perform self-inspections to determine whether an item is within the shelf-life date in accordance with Air Force Manual (AFMAN) 23-110.  The number of discrepancies noted during self-inspections are the source of data used to calculate the metric’s value.  

A-7.2.
PROCEDURE:
The service provider should focus on storing shelf-life items that are serviceable (ready for use) for issue to customers when requested.  The service provider will evaluate the discrepancies noted on the self-inspections.  A discrepancy is an item that is stored having an out-dated shelf-life.  The service provider will be measured by the number of self-inspection discrepancies identified per month.  

A-8.
PERFORMANCE OBJECTIVE:
Process auditable documents to ensure all transactions are completed within prescribed timeframe.

A-8.1.
SUMMARY:
To ensure all transactions are completed, auditable documents must be processed within the prescribed timeframe.  Examples of auditable documents include, but not necessarily limited to, issues, due-out releases and shipments.  Transactions for all accounts must be completed and filed creating an audit trail.  The R59 report (Delinquent Document List) available through SBSS and the A7 Storage Account Delinquent Document List available through the Western Data Systems (WDS) are the sources of data used to calculate the metric’s value.  

A-8.2.
PROCEDURE:
To ensure the accountability of auditable documents, the service provider will ensure that documents are processed within the prescribed timeframes.  The delinquent document criterion is described in AFMAN 23-110, Chapter 18.  The service provider will be measured by adding the number of delinquent documents listed from the R59 report and the number of A7 Storage Account delinquent documents from WDS to determine the total number of delinquent documents per month.  

A-9.
PERFORMANCE OBJECTIVE:
Effective reject program to ensure rejects are corrected/cleared in a timely manner.

A-9.1.
SUMMARY:
An effective reject program focuses on the resolution of rejects resulting from inaccurate data entered into the SBSS.  The reject program ensures the rejects are reprocessed or clear carded (when necessary) in a timely manner.  Rejects should be processed within 6 calendar days.  The timely resolution of rejects ensures that customer’s needs are met.  The 818 report (Daily Reject Listing) available through SBSS is the source of data used to calculate the metric’s value.  

A-9.2.
PROCEDURE:
To manage an effective reject program, the service provider will evaluate the daily 818 report in order to ensure timely resolutions of rejects.  The service provider’s performance will be measured by dividing the number of rejects reprocessed/clear carded within 6 calendar days by the total number of rejects multiplied by 100 to determine the percentage of rejects reprocessed or clear carded within the specified time.  This calculation should be completed on a daily basis and averaged for a monthly percentage.  

A-10.
PERFORMANCE OBJECTIVE:
Monitor reverse post rate to ensure accuracy of data in SBSS.

A-10.1.
SUMMARY:
Data entered into SBSS for each request must be correct.  In the event that erroneous data was entered and all other corrective actions are exhausted, reverse post action will be used.  The service provider will monitor reverse post rates to ensure accuracy of data in SBSS.  The M32 report (Base Supply Management Report) available through SBSS is the data source used to calculate the metric’s value.  

A-10.2.
PROCEDURE:
To ensure accurate SBSS data entry, the service provider will evaluate the monthly M32 report in order to monitor the reverse post rate.  The service provider’s performance will be measured by the number of reverse post actions completed divided by the total number of auditable documents (designated as Document Control Cards (DCC) in the M32 report).  This number is multiplied by 100 to determine the percentage of the reverse post rate.

A-11.   PERFORMANCE OBJECTIVE:      Maintain inventory accuracy for 

AMARC Supply Division.

A-11.1.   SUMMARY:    Conduct inventories of assets maintained in the AMARC supply accounts to ensure accountability of all property.  All recounts shall be completed and reconciled; discrepancies researched and documentation prepared.  Data analysis reports shall be provided to the Functional Director.  Inventory accuracy rates shall be used by management to measure the accuracy of all accountable records.

A-11.2.    PROCEDURE:  The service provider shall conduct scheduled inventories of assets in SBSS, storage, engine, munitions and blade accounts.  The Base Supply Management Report (M32) and the Inventory Adjustment Document Register (M10) shall be used for the metrics.

ATTACHMENT 2

QUALITY ASSURANCE MONITORING FORM

SERVICE / STANDARD: ________________________________________________________________________________________________________________________________________________________________________________________________

SURVEY PERIOD:
_______________

SURVEILLANCE METHOD (Check):
_____
Random Sampling






_____
100% Inspection






_____
Periodic Inspection






_____
Customer Complaint

LEVEL OF SURVEILLANCE SELECTED (Check):
_____
Monthly








_____
Quarterly








_____
As needed

PERCENTAGE OF ITEMS SAMPLED DURING SURVEY PERIOD:
______ %

ANALYSIS OF RESULTS: 

OBSERVED SERVICE PROVIDER PERFORMANCE MEASUREMENT RATE = ______%

SERVICE PROVIDER’S PERFORMANCE (Check):
____
Meets Standards









____
Does Not Meet Standards

NARRATIVE OF SERVICE PROVIDER’S PERFORMANCE DURING SURVEY PERIOD: ________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

PREPARED BY: ______________________________


DATE: _________

ATTACHMENT 3

QUALITY ASSURANCE MONITORING FORM – 

CUSTOMER COMPLAINT INVESTIGATION

SERVICE / STANDARD: ________________________________________________________________________________________________________________________________________________________________________________________________

SURVEY PERIOD: ___________________

DATE/TIME OF COMPLAINT:
___________________





___________ AM / PM

SOURCE OF COMPLAINT: 
_______________________________ (INDIVIDUAL)





_______________________________ (ORGANIZATION)

NATURE OF COMPLAINT: _______________________________________________________________________________________________________________________________________________________________________________________________________________________________________

RESULTS OF COR’S INVESTIGATION INTO COMPLAINT: _______________________________________________________________________________________________________________________________________________________________________________________________________________________________________

DATE/TIME SERVICE PROVIDER INFORMED OF COMPLAINT: 
_________________










_________ AM / PM

ACTION TAKEN BY SERVICE PROVIDER: _______________________________________________________________________________________________________________________________________________________________________________________________________________________________________

RECEIVED AND VALIDATED BY: ________________________________________________________________________________________________________________________________________________

PREPARED BY: ______________________________

DATE: _____________

ATTACHMENT 4

ACRONYMS

Acronym
Definition

AFI
Air Force Instructions

AFMAN
Air Force Manual

AMARC
Aerospace Maintenance and Regeneration Center

BRAG
Business Review Advisory Group

CO
Contracting Officer

COR
Contracting Officer Representative

MEO
Most Efficient Organization

PRD
Performance Requirements Document

QA
Quality Assurance

QAE
Quality Assurance Evaluation

QASP
Quality Assurance Surveillance Plan

QCP
Quality Control Plan

SBSS
Standard Base Supply System
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