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1.  PERFORMANCE OBJECTIVES

a.  Maintain facility files.   

STANDARD:  At least 95 percent of files contain all required documents.  All required documents are filed within 5 workdays.  

METHOD OF SURVEILLANCE: Periodic Inspection.  The QA will perform monthly inspections of a representative portion of the facility files.  He or she will compare contents of files with the computerized job order listing.  If the contents of any more than five percent of the files do not match the listing, a discrep​ancy report may be issued.  This report will be placed in the contract file as documentation of unsatisfactory performance.  The frequency of these inspections may vary over the life of the contract, depending on the results of previous inspections.

b.  Track/report costs per housing unit.  

STANDARD: All cost reports are submitted no later than 1530 on the date specified.  Cost reports reflect correct costs at least 95 percent of the time.  

METHOD OF SURVEILLANCE: Periodic Inspection.  The QA will perform monthly inspections of these reports (GOQ Cost Report, CLIN Work Report, and Reimbursable Material Report) by comparing them with receipts, work orders, and COM worksheets found in facility files.  If any reports are late, or if more than five percent of reports contain an error, a discrep​ancy report may be issued.  This report will be placed in the contract file as documentation of unsatisfactory performance.  The frequency of these inspections may vary over the life of the contract, depending on the results of previous inspections.

c.  Service Call Program.  

STANDARD: At least 95 percent of service calls are correctly categorized.  At least 98 percent of emergency service calls are responded to within the specified time.  At least 95 percent of urgent/routine service calls are responded to within the specified time.  At least 95 percent quality work the first time.

METHOD OF SURVEILLANCE: Customer Complaint and Periodic Inspection.  In accordance with the SOW, the contractor will provide feedback forms to customers with each completed work order.  The QA will validate complaints on submitted feedback forms and forward all validated complaints to the contractor for reperformance.  The QA will also perform monthly inspections of a representative portion of service call documentation.  If in a given month any more than five percent of service calls are improperly categorized, or five percent of service calls are noted as being defective, a discrep​ancy report may be issued.  This report will be placed in the contract file as documentation of unsatisfactory performance.  The frequency of the inspections may vary over the life of the contract, depending on the results of previous inspections.

d.  Change of Occupancy Maintenance Program


STANDARD: At least 98 percent of COMs are turned back within established time frames.  There are no more than four validated customer complaints in a given month. 

METHOD OF SURVEILLANCE: Customer Complaint and Periodic Inspection.  In accordance with the SOW, the contractor will develop and provide inspection checklists to customers with each completed COM.  The QA will validate complaints on submitted checklists and forward all validated complaints to the contractor for reperformance.  The QA will also perform monthly inspections of a portion of COMs.  In a given month, if any more than two percent of COMs do not meet specified turn-back times, or if any more than four validated customer complaints are received, a discrep​ancy report may be issued.  This report will be placed in the contract file as documentation of unsatisfactory performance.  The frequency of the inspections may vary over the life of the contract, depending on the results of previous inspections.

e.  Recurring Equipment Maintenance Program


STANDARD: At least 95 percent of recurring maintenance is performed in accordance with contractor’s schedule each month.  All Military Family Housing units are scheduled for recurring maintenance annually.

METHOD OF SURVEILLANCE: Periodic Inspection.  The QA will perform monthly inspections of this service by comparing the Recurring Equipment Maintenance Report with the Recurring Maintenance Schedule to determine compliance.  If any more than five percent of scheduled units are not serviced in accordance with the schedule in a given month, or if all units are not scheduled annually, a discrep​ancy report may be issued.  This report will be placed in the contract file as documentation of unsatisfactory performance.  The frequency of these inspections may vary over the life of the contract, depending on the results of previous inspections.

f.  Street Sweeping


STANDARD: At least two different methods of notifying occupants of upcoming sweepings are employed at least two days prior to each sweeping at least 95 percent of the time.  Streets/parking lots are swept no less than once every 30 days at least 95 percent of the time.

METHOD OF SURVEILLANCE: Periodic Inspection.  The QA will monitor contractor’s advertising efforts to assure occupants are properly notified each month.  The QA will also note performance of street sweeping each month.  If on any more than one occasion per year occupants are not properly notified, or on any more than one occasion per year sweeping does not occur as scheduled, a discrep​ancy report may be issued. This report will be placed in the contract file as documentation of unsatisfactory performance.

g.  Stock and Operate Housing Improvement Center

STANDARD:  There are no more than three validated customer complaints in a given month.

METHOD OF SURVEILLANCE: Customer Complaint.  In accordance with the SOW, the contractor will develop feedback forms and make them available to HIC customers.  If any more than three validated customer complaints are received in a given month, a discrep​ancy report may be issued.  This report will be placed in the contract file as documentation of unsatisfactory performance

h.  Hazardous Materials Management

STANDARD: All hazardous materials are properly stored and handled.  All hazardous wastes are properly collected and disposed of in accordance with all federal, state, local and base regulations. 

METHOD OF SURVEILLANCE: Periodic Inspection.  The QA will monitor contractor hazardous materials management program, and hazardous waste collection and disposal efforts.  If any discrepancies are noted, a discrep​ancy report may be issued.  This report will be placed in the contract file as documentation of unsatisfactory performance
i.  Required Reports


STANDARD: At least 95 percent of reports are submitted no later than 1530 on the date specified.

METHOD OF SURVEILLANCE: Customer Complaint.  The QA will note the time of delivery of reports.  If any more than five percent of reports are received after the specified time, a discrep​ancy report may be issued.  This report will be placed in the contract file as documentation of unsatisfactory performance

j.  Warranty Replacement


STANDARD: Warranty documentation is completed, submitted, and filed within one month of purchase for 95 percent of appliances and equipment.  No reimbursable work is performed on anything covered by a warranty.

METHOD OF SURVEILLANCE: Periodic Inspection.  The QA will compare facility folders with the master appliance list during files inspections (Performance Objective a.).  Discrepancies will be noted as part of those inspections.  The QA will verify that reimbursable items were not covered by a warranty by comparing the Reimbursable Materials Report with warranty information in the facility files.  Any covered replacement will not be reimbursed.

2.  CUSTOMER COMPLAINT PROCEDURES: Customers will be educated on the use of feedback forms and the need to report unacceptable performance via periodic notices in the base paper, base bulletin, during the initial occupant briefing given prior to moving into base housing, etc.  Any occupant who receives 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 of COM or service calls, and the QA deter​mines it is valid, it will be tracked against on-time completions of those areas.  If the complaint involves quality of workman​ship or materials the QA will verify it, and notify the contractor of the need for reperform​ance if valid.  The QA will consider customer com​plaints resolved unless notified otherwise by the customer.  The contractor will return the written customer complaint document, properly annotated with actions taken, to the QA, who will file the complaint.  All validated discrepan​cies will be recorded against the contractor’s monthly total.  

3.  PERFORMANCE IMPROVEMENT EFFORTS: All validated deficient performance will be immediately discussed with the project manager.  It will also be reviewed at progress meetings with an eye toward detecting trends and identifying solutions.  Formal deficiency reports will be a final step if partnering efforts fail to correct substandard performance.
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