QUALITY ASSURANCE SURVEILLANCE PLAN

FOR 

HOUSING MAINTENANCE 

APPROVED

NAME

DATE:____________

INTRODUCTION

This Quality Assurance Surveillance Plan (QASP) has been developed to provide the Quality Assurance Evaluator (QAE) an effective and systematic surveillance method for each listed service on the Service Delivery Summary.

The contractor, and not the government, is responsible for management and quality control actions to meet the terms of the contract.  The role of the government is quality assurance or ensuring contract standards are achieved.  The government recognizes the contractor is not a perfect manager and that unforeseen and uncontrollable problems do occur.  However, good management and a strong quality control program will minimize those unforeseen problems.  QAEs must be objective, fair, and consistent in evaluating contractor performance against contract requirements.

SURVEILLANCE 

SERVICE:  (C-3) ADMINISTRATIVE REPORTS AND DATA

STANDARD:  Not less than 95% accurate and timely submissions of required reports and data (to include billing documents) within the month.

SURVEILLANCE:  The government evaluator will review each of the above documents, including any updates as they are submitted. 

PROCEDURES:  The government evaluator will review all administrative reports and data to ensure documents are complete, accurate and timely.  The documents will not be considered acceptable until any and all defects are corrected. The QAE must check the contractor’s billing invoice to make sure the contractor charges are competitive with distributors’ price on reimbursable items.  Reimbursable items will be checked twice a month to ensure the lowest price for quality items.  The price list obtained from two distributors will be good for 1 year, and the invoice from the contractor will be compared to these two price lists.

SERVICE:  (B-2)  QUALITY OF MAJOR MAINTENANCE AND CHANGE OF OCCUPANCY MAINTENANCE (COM) WORK

STANDARD:  Not more than 5 deficiencies per COM per month.  

SURVEILLANCE:  100% inspection of each housing unit.

PROCEDURES:  Upon timely completion of COM, the government evaluator will inspect each housing unit to ensure compliance with Description of Services paragraph 3, all subparagraphs, and Appendix 6.  All deficiencies will be noted on a Com Inspection Deficiency Log (Attachment 1) and retained in the QAE files.  If at some point it is determined that the contractor is consistently performing well in accordance with the contract, the QAE may change surveillance from 100% inspection to periodic inspection.  At that time, the QAE will choose at a minimum two days each week to look at any housing units being turned over to the government.  After it has been determined that the contractor has demonstrated compliance with the objective and standards using the method of 100% surveillance. Periodic surveillance for major maintenance requires the QAE to select a sample size of inspection units and schedule the selected inspection units for inspection throughout the week.  The QAE will use AF Form 801 or locally developed equivalent form to document the weekly schedule.  Using the SOW performance standards, an AF Form 799 or a locally developed equivalent form, QAE will evaluate the Contractor's performance.  QAE will notify the contractor's quality control inspector (QCI) for any defect(s).  QAE shall maintain documentation for Award Fee and Award Term evaluation.

SERVICE:  (A-2) TIMELINESS AND QUALITY OF PREVENTIVE MAINTENANCE

STANDARD:  Not more than 4 customer complaints for timeliness of inspections and/or acceptable quality levels of maintenance work within the month.

SURVEILLANCE: Periodic inspections in accordance a weekly schedule of selected samples.

PROCEDURES: A minimum of one day a week, the QAE will select a sample size of Preventive Maintenance Work items for inspection.  The QAE will use AF Form 801 or locally developed equivalent form to document the weekly inspection schedule.  The schedule will be completed not later than the last workday of the preceding week.  Copies of the schedule shall be sent or emailed to the contract administrator.  Using the SOW standards and the Customer Complaint Record, QAE will evaluate the contractor’s performance.  If performance is judged unacceptable, QAE will notify the contractor’s on-site representative that timeliness and/or quality of performance is unacceptable and why, and request his/her initials and date on the Customer Complaint Record.  The on-site representative shall return the written customer complaint document, properly completed with actions taken to the evaluator.  QAE shall maintain documentation for Award Fee evaluation.

SERVICE:  (B-1) QUALITY OF SERVICE CALLS

       (B-3) U-FIX-IT STORE

       (C-1) MAJOR RESPONSE WORK

STANDARD:  Not more than four validated customer complaints within the month for each service except (B-3), which is not more than five validated complaints within the month.

SURVEILLANCE:  The government evaluator will receive complaints from base personnel and pass them to the contractor's quality control inspector (QCI) for correction.

PROCEDURES: Any Base employee (to include QAE) that observes unacceptable services, either incomplete or not performed, for any of the above service items should immediately contact the government evaluator, who will complete appropriate documentation to record the complaint.  The evaluator will consider the customer complaint valid upon receipt from the customer.  The evaluator will inform the customer of the approximate time the defect(s) should be corrected and advise the customer to contact the evaluator if not corrected.  The evaluator will consider customer complaints as resolved unless notified otherwise by the customer.  The evaluator shall verbally notify the Contractor’s Quality Control Inspector (QCI) to pick up the written customer complaint.  The QCI will be given two hours after verbal notification to correct the unacceptable performance.  If the QCI disagrees with complaint after investigation of site and challenges the validity of the complaint, the QCI will notify the evaluator.  The evaluator will conduct an investigation to determine the validity of the complaint.  If the evaluator determines the complaint as invalid, he/she will document the written complaint of the findings and notify the customer.  The evaluator will retain the annotated copy of the written complaint for his/her files.  If after investigation the evaluator determines the complaint as valid, the evaluator will inform the QCI and the QCI will be given an additional hour to correct the defect.  A defect will not be recorded if proper and timely correction of the unacceptable condition(s) is accomplished.  The QCI shall return the written customer complaint document, properly completed with actions taken, to the evaluator, who will file the complaint for future recurring performance.

SERVICE:  (A-1) TIMELINESS OF SERVICE CALL MAINTENANCE

       (A-3) TIMELINESS OF CHANGE OF OCCUPANY MAINTENANCE 

STANDARD:  Meets all maximum response and completion times within the month.  

SURVEILLANCE:  100% inspection.

PROCEDURES:  Upon timely completion of COM or a service work order, the government evaluator will inspect the appropriate paperwork to determine if response and completion times were met.  For any discrepancies, the QAE shall document a Timeliness Deficiency Log (Attachment 2).  At any time a deficiency is noted, the QAE will notify the Contract Administer for appropriate action.  

SERVICE:  (C-2) ENVIRONMENTAL REQUIREMENTS ESTABLISHED BY LOCAL AND FEDERAL GOVERNMENT AGENCIES 

STANDARD:  Zero defects from BioEnvironmental, Environmental, Hazardous Material Handling, Beale AFB, State, County, Local and Federal Agencies for Asbestos, Lead, Recycling, or Environmental issues.

SURVEILLANCE:  Periodic surveillance will be conducted by the QAE or Beale AFB agencies responsible for monitoring Safety, Fire Safety, Asbestos/Lead (to include removal/disposal), Hazardous Material handing and disposal, recycling, and all environmental issues covered in the SOW.

PROCEDURES:  Any above mentioned agency representatives that observe a violation of environmental protection policies will follow the respective applicable methods and procedures to inform the contractor of the violation and of what he must do to correct it. If the situation is such that the violation cannot be satisfactorily corrected on the spot, a work stoppage will occur to prevent further damage.  In the event that the violation is not corrected or is repeated, a Notice of Violation will be issued to the contractor.     

.

SURVEILLANCE BY CUSTOMER COMPLAINT: The key to the success of this method of contract surveillance lies as much in the organization and publicity of the program as in the management by the QAE and contract administrator.  Without an organized, systematic program that shows the customer their complaints are heard, acted upon, and a necessary part of administering the overall contract, people will not bother to voice their concerns.  They must be aware of the Customer Complaint Program to make it an effective surveillance tool.

Each QAE must, and the contract administrator should assist, inform the "customers" how to make a customer complaint, and what to expect after they make the complaint.  They should stress the intent is to get the service rather than taking money: however, the contractor will not be paid for nonperformance.  Customer education is a continual process as personnel change frequently.  The top priority in customer education is for everyone to do their part that means customer complaints will be heard, but the customer MUST bring all complaints to the QAE and never give the complaint to the contractor (See Attachment 3) for Customer Complaint Sample).  Customer complaints should not be encouraged nor should they be discouraged.  If the customer knows what services they are to receive and what the contract standards are for those services, there should be very few complaints that are not justified.  (Active program could include Initial briefing upon assignment to housing, monthly newspaper articles, and quarterly newsletter articles)

INFORM CONTRACT MANAGER: The contractor’s Quality Control Inspector (QCI) should keep the Contract Manager continuously informed of performance status.  The QAE insures that the Contract Manager clearly understands the inspection procedures at the pre-performance conference and understands that the QCI is expected to keep him/her informed of performance status.  The QAE should forward copies of customer complaints to the Contract Manager as a matter of courtesy.

REIMBURSABLES: The QAE must check the contractor’s supply sources.  For reimbursable items, the contractor shall procure the items on a competitive basis or provide justification if there is lack of competition.  Discounts and rebates on items provided to the contractor shall be credited to the government.  Materials, parts and supplies purchased shall be of equal quality to the items to be replaced.  The Contracting Officer or designated representative will determine what is equal.  These items shall be standard products of manufacturers regularly engaged in the production of such materials, parts or supplies.

APPLIANCE MANAGEMENT: The contractor shall supply the QAE with a price list from two appliance parts distributors.  The contractor will ensure that when an appliance is replaced, it will be noted on the job order that repair-versus-replacement, was checked.

Life Expectancies for Major Appliances.

Range 


12.5 yrs.

Dishwasher

11    yrs.

Refrigerator

15    yrs.

Microwave Oven
10    yrs.

The QAE will check the age of appliance, cost of repair, and verify that replacement is necessary.  Age of appliance is not the only determining factor.

REPAIR PARTS AND EQUIPMENT: The QAE may inspect any part of the equipment that costs more than $100 prior to final disposition.

DOWNTIME:  Using a tally checklist (See attachment 4), record the number of calendar days (in whole days) each unit is in the custody of the contractor for change of occupancy maintenance.  Compare the actual days with the allowed days.  A defect is counted when a unit is not turned back within the allowable downtime.  At the end of the month, total the actual days and the allowed days.  A defect is counted when the house is not turned back within the allowable downtime.  Consider the monthly actual downtime versus the allowable downtime when determining contractor’s level of performance. 

RECYCLED AND RECONDITIONED MATERIALS AND PARTS: Favorable consideration will be given the contractor for the use of recycled and reconditioned materials and parts that meet original specifications.  

REVISIONS TO QASP: Revisions to this plan are the responsibility of the functional area chief and the administrative contracting officer.

REQUIRED REPORTS: Each month the QAE will submit to 9th Contracting a monthly report summarizing the contractor’s performance and inspections completed (See attachment 5 for a sample monthly report).  Monthly report is required not later than the fifth working day after the month is complete.  All checklists and customer complaints shall be filed in the QAE folder for each month.  

ADDITIONAL GUIDANCE: For additional guidance, refer to AFI 63-124.

INSPECTION DEFICIENCY LOG

Attachment 1

PROJECT:  Military Family Housing Maintenance Contract

MFH UNIT INSPECTED____________________________________________________________________

COM #  __________
DATE _________________
REINSPECTION # ___________________
CORRECTED

AT

JOBSITE
NO.
DISCREPANCIES NOTED









































































































TIMELINESS DEFICIENCY LOG

Attachment 2

QUALITY PERFORMANCE MEASURE (QPM) INFORMATION FOR THE MONTH OF ________________________________________

COM #
ADDRESS
MAINT. IDENT.
DAYS ALLOWED
DAYS LATE































SERVICE CALL CATEGORIES

DATE
ROUTINE
URGENT
EMERGENCY
TOTAL

1 - 8





9 - 15





16 - 22





23 -





TOTAL





DAYS FOR ROUTINE SERVICE CALLS

DATE
1-10
11
12 OR MORE
REMARKS

1 - 8





9 - 15





16 - 22





23 - 





TOTAL





__________ **TOTAL # OF COMS



__________ **AVERAGE # OF DAYS FOR COM

__________ **DAYS USED




__________ TOTAL SERVICE CALLS

__________    DAYS SAVED



__________ VALIDATED COMPLAINTS
CUSTOMER COMPLAINT RECORD

Attachment 3

SOURCE OF COMPLAINT

NAME


ADDRESS
HOME & DUTY PHONE
DATE

NATURE OF COMPLAINT

CONTRACT REFERENCE

NOTIFICATION DATE & TIMES

QAE NOTIFIED


CONTRACTOR INFORMED
RECEIVED BY QCI

ACTION TAKEN BY CONTRACTOR

VALIDATION

RECEIVED/VALIDATED BY

DOWNTIME TALLY CHECKLIST

Attachment 4

No.
COM #
ADDRESS
MAINT.

IDENTIFIED
DAYS

ALLOWED
DAYS

USED
REMARKS
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Maintenance item indicators IAW Appendix 3 of the Statement of Work

DOWNTIME TALLY CHECKLIST Continued

Attachment 4

No.
COM #
ADDRESS
MAINT.

IDENTIFIED
DAYS

ALLOWED
DAYS

USED
REMARKS
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Maintenance item indicators IAW Appendix 3 of the Statement of Work

No.
ADDRESS
TIMELINESS OF INSPECTIONS 


TIMELINESS OF REPAIRS 


QUALITY OF WORK


REMARKS
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