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1. OVERVIEW

1.1 Purpose:  This Quality Assurance Surveillance Plan (QASP) has been developed to evaluate contractor actions while implementing the PWS.  It is designed to provide an effective surveillance method of monitoring contractor performance for each listed objective on the Performance Requirement Summary (PRS) in the support contract.

1.2 The QASP provides a systematic method to evaluate the services the contractor is required to furnish.

1.3 The QASP is based on the premise the government desires to provide logistic and quality assurance services in support of the Contract Field Team (CFT) contract for Aviation Maintenance under the 1st Theater Sustainment Command at the following locations; Camp Arifjan, Kuwait; Camp Victory, Iraq; and CJTF 101 Headquarters, Baghram, Afghanistan.  A service contract to provide the service is the best means of achieving that objective.

1.4 The contractor is responsible for management and quality control actions to meet the terms of the contract.  The role of the government is quality assurance to ensure contract standards are achieved.

1.5 In this contract the quality control program is the driver for product quality.  The contractor is required to develop a comprehensive program of inspections and monitoring actions.  The first major step of a “self-correcting” contract is to ensure the quality control program accepted at the beginning of the contract provides the measures needed to lead the contractor to success.

1.6 Once the quality control program is accepted, careful application of the process and standards presented in the remainder of this document shall ensure a robust quality assurance program.

2.  SURVEILLANCE APPROACH

2.1. Purpose.  This section details the method to be used in verifying contractor compliance with the contract requirements. The key elements of this process are the contractors’ quality control program and government identified high risk and critical operational requirements.  

2.1.1 Although the PRS contains only those items considered most important for mission accomplishment, the government retains the right to inspect all requirements of the contract.  COR personnel may choose to periodically inspect requirements not listed on the PRS.  Non-conformance with any contract requirement, whether specifically addressed in the PRS or not, is a “defect”.  The preferred course of action upon discovery of unacceptable service is to require the contractor to re-perform at no additional cost to the government.  If the contractors’ re-performance does not meet the thresholds outlines in the PRS or quality stipulated in any other part of the contract, the COR shall notify the contracting officer immediately.  

2.2 Surveillance Approach.  The intent of the surveillance approach is to gain confidence in the contractors’ way of doing business as well as adjusting the level of oversight to a point that maintains that confidence. With this intent, the surveillance approach cannot stay the same throughout the duration of the contract.  All government evaluators should be prepared to periodically update the surveillance approach as required.

2.3 Surveillance Folders.  A surveillance folder must be developed and maintained to accomplish contract quality assurance for a performance requirement.  The folder is typically contained in a hardcopy, but may be maintained in a computer database provided that there is adequate back up of the data to preclude accidental loss.  The surveillance folder must contain the following sections, but may contain any other sections or information that the COR finds useful.

2.3.1   Section 1.  Quality Assurance Surveillance Plan.

2.3.2   Section 2.  Contractor's Quality Control Plan.

2.3.3 Section 3.  Activity Log.  DA Form 5476-R or equivalent (Surveillance Activity Checklist), conversations or meetings with the contractor, notes and comments.

2.3.4 Section 4.  The contract.

2.3.5 Section 6. Records:  Section used for filing all documentation associated with contract quality assurance, e.g. discrepancy reports (both active and resolved), DA5477-R-Customer Complaint forms, correspondence, receiving report inputs, letters of interpretation from the contracting officer, etc.

3.  DOCUMENTATION REQUIREMENTS

3.1 General.  Documentation is required to record, evaluate, and report contractors’ performance.  This documentation provides the Contracting Officer (KO) with contractor status as it applies to the performance criteria.  

3.2 Performance Meetings.  Performance meetings may be held or as requested by the contracting officer, the COR, or the contractor.  The COR is required to attend these meetings.  Minutes will be taken by the COR and will be sent to all parties present at the meeting within twenty-four hours.

3.3 DA Form 5476-R or Equivalent (Surveillance Activity Checklist). This checklist shall be used for required services, which cannot be feasibly surveyed using random sampling techniques. Such requirements include those, which occur infrequently or are not important enough to monitor on a regular basis. The following items are normally listed on the DA Form 5476-R: the required service, the PWS paragraph number, method of surveillance, and compliance entries such as dates or noteworthy actions.

4.  SURVEILLANCE DOCUMENTATION  

4.1 DA Form 5476-R or equivalent. The COR must document surveillance accomplished on a DA Form 5476-R or equivalent checklist.  Documenting surveillance is of major importance.  The contracting officer cannot properly administer the contract without documentation of actual surveillance.  All documentation resulting from surveillance becomes a permanent part of the contract file.  The COR must provide all surveillance documentation to the contracting officer no later than 5 working days following the month in which the actual surveillance took place for inclusion in the official contract file.  All surveillance documentation must be reviewed, signed and dated by the COR prior to submission to the contracting officer.

4.2 Monthly Report.  On a monthly basis, the COR is required to provide a DA form 5476-R or equivalent to the KO detailing the results of critical requirement verifications.  The COR may employ a by exception reporting technique in that only those items that are above or below satisfactory must be reported; all else is assumed to be satisfactory.

5.  UNACCEPTABLE PERFORMANCE

 5.1 If the number of complaints/defects exceeds the performance threshold for any item in the PRS, personnel will determine the possible cause of this unacceptable performance.  Government-caused complaints/defects shall not be counted against the contractor.  The same applies to any other requirement of the contract when Government-caused complaints/defects are the cause of unacceptable contractor performance. If the contractors’ performance is judged unacceptable on PRS items or any other requirement of the contract by the COR, he/she will inform the contractors’ on-site representative, and request his or her signature and date of surveillance on documentation acknowledging notification.  If the on-site contractor representative refuses to sign, the COR shall annotate on the documentation the date and time of notification and name of representative and his/her refusal to acknowledge.  If the contractor disputes the results of surveillance, the COR must refer the contractor to the contracting officer for resolution.  The COR shall notify the contracting officer for appropriate action in accordance with FAR 52.212.4, Contract Terms and Conditions-Commercial Items (May 1997) or the appropriate Inspection of Services clause, if any of the below service areas exceed the performance threshold.

6.  REVISIONS    

Revisions to this QASP are the joint responsibility of the functional area and the contracting office.  However as a result of partnering with the contractor, surveillance checklists may be revised jointly by the COR and contractor personnel. The Contracting Officer must approve the revisions in writing before being used by the COR.

7.  CUSTOMER COMPLAINT RECORD  

This record is used to document customer complaints of unsatisfactory performance, the validity of the complaint, time and date the responsible official notified, and the actions taken to correct the problem.  

Procedures:  Customer complaints shall be handled in the following manner:  When a complaint is received, the COR, will complete appropriate documentation to record the complaint on a DA Form 5477-R or equivalent form.  The COR shall conduct an investigation to determine the validity of the complaint. The COR will verbally notify the Contractor’s Quality Control Inspector (QCI) of the complaint and pick up the written customer complaint.  The QCI will be given 2 hours after verbal notification to correct the unacceptable performance.  If the QCI disagrees with the complaint after investigation of site and challenges the validity of the complaint, the QCI shall notify the COR.    If the COR determines the complaint as invalid, he/she will document his/her findings and notify the customer.  The COR will retain the annotated copy of the written complaint for his/her files.  If after investigation the COR determines the complaint as valid.  The COR will inform the QCI.  The QCI shall be given an additional hour to correct the defect.  The total number of customer complaints received, valid and invalid, will be documented on the DA Form 5477-R.  

8.  GOVERNMENT NON-CONFORMANCE REPORTS (NCRS)

8.1 Non-Conformance Reports (NCRs) are used in evaluating the contractor’s corrective action and determining if an appropriate root cause has been assigned and effective timely corrective action has been taken by the contractor to prevent or reduce recurrence in the same or other similar services or products and to assure that adequate remedial action has been taken to remove existing faults.

8.2 There are three (3) types of NCRs which are used and issued by the COR to the contractors.  NCR’s must be submitted after communication with contractor has failed to correct problem or it is classified as a major NCR.

A)  Major Non-Conformance Category 1:

1)  Total absence or lack of implementation of a required system element must be reported using NCR report form 

2)  Major non-conformances are indicative of potential mission failure



Safety related problems



Reliability related issues



Quality Control System failure

3)  The COR sends Copy of NCR to Government QA. The

Government QA forwards NCR to contractor QM or contractors’ representative

4)  Upon receipt of NCR the contractor QM or representative have ten (10) working days for corrective actions response to COR and Government QA.

B)  Minor Non-Conformance Category 2:

1). A single minor lapse of discipline or control (nonrecurring) requires corrective action but not categorized under a “Major” definition.

2). Can be submitted via e-mail to Government QA and in turn submits to the contractors QM or contractors representative in lieu of hard copy of  NCR form. The contractor has 10 working days for corrective action. A copy of the report must be sent to Government QA and to the COR

C)  Observation Category 3:

1). Suspect conditions not understood by the COR or contractor.

2). Submitted by e-mail to Contractor QM and Government QA 

for contractor investigation and response.

3). Failure of the contractor to response (10 working days) will

be considered a minor non-performance evaluation.

9. DOCUMENTATION OF DEFICIENCIES 

9.1 The government will use Non-conformance Reports (NCR’s) to document deficiencies when the contractors’ quality control system is found to be inadequate or the contractors’ non-compliance has led to substandard performance requiring corrective action.  NCR’s will reflect “MAJOR” “MINOR or “OBSERVATIONS” non-conformances.

9.2 Technical Monitors (TMs) and CORs will complete NCR’s and coordinate them with the appropriate contractor on-site. The NCR is sent to the Government QA, who in turns sends the NCR to the Contractors QM or Representative for review and determination of corrective action. Once contractor QM or representative has issued a corrective action for the NCR, it will be forwarded to the QAS and COR for review, and determination of the need for further correction action.

9.3 NCR’s will be accumulated and analyzed by the QAS to determine when further corrective action is needed.  Further corrective action requests will be documented on a Corrective Action Request (CAR) and submitted to the KO for coordination with the contractor.

9.4 Contractor Corrective Action

9.4.1 The purpose of this section is to insure discrepancies are identified, recorded and coordinated, and, corrective action is taken by the contractor and, as required, by the Government. Discrepancies/deficiencies are a failure to perform according to prescribed standards.

9.4.2 Corrective action is the implementation of all measures required to remedy a deficiency and reduce, or eliminate the recurrence.

9.4.2.1 There are four methods for requesting corrective action: 

1) Method A:  Oral corrective action requests for minor non-conformance.

2) Method B: Written corrective action request (CAR’s) for Major non –conformances requiring corrective action that indicates serious management or systematic failure.

3) Method C: Formal written corrective action, directed to the contractors’ corporate management and used when the contractor has been non-responsive or has otherwise failed to correct serious management, system or material deficiencies affecting quality. This method requires a formal plan to be prepared by the contractor, formal progress reporting and close government monitoring of progress.

4) Method D: Provides for the debarring of the contractor and the government’s assumption of tasks when all other corrective action methods have failed.

9.4.2.2 A Minor NCR (written Method “B”) will be prepared when a corrective action request is warranted under conditions with minimum or no direct impact on the mission and no systematic problems included.

9.4.2.3 A Major NCR (written Method “B”) will be prepared when a corrective action request is warranted under conditions where the deficiency presents a direct impediment to the mission or when reliability or safety is an issue.

9.4.2.4 The COR will discuss all deficiencies with cognizant contractor counterparts to resolve issues identified prior to requiring corrective action.  The COR will advise the contractor’s representative of any intent to issue a written corrective action request.

9.4.2.5 All reports, complete with recommendations, will be forwarded to the QAS for review and action.

9.4.2.6 The QAS will transmit all NCRs and CARs directly to the contractor’s Quality Manager or Representative for tracking coordination and investigation.

9.4.3 The Technical Monitor (TM’s) will

a) Perform audits using the COR and QAS approved checklist.

b) Identify discrepancies found during audit; 

c) Prepare an NCR describing the discrepancy

d) Discuss the discrepancies with the department manager.

9.4.3.1 The Contracting Officer’s Representative (COR) will review, approve and submit the NCR to the USACC SWA-KU Quality Assurance Specialist (QAS).

9.4.3.2 The QAS will review the NCR, coordinate any observations/comments with the COR and submit the NCR to the contractors Quality manager QM or contractor’s representative for investigation and corrective action. The QAS and the COR will review the contractors NCR for approval or other appropriate action.

9.5 Use of the Non-Conformance Report

9.5.1 During the course of monitoring the contractors’ activity, the TM or COR may 

become aware of conditions that are not in accordance with the contract.  They will

determine the level of corrective action required. (i.e.: verbal notification or written notification, documented on an NCR).

9.5.2 If a verbal corrective action method is selected, the contractors Quality manager or Representative will be briefed by the COR and a written record made and filed in the COR’s files.  When a verbal notification is selected, the contractors’ supervisor will be advised that he/she is required to coordinate the problem with the contractor’s Quality Manager.

9.5.3 If a written NCR is selected the contractors Quality manager or Representative will be briefed by the COR and advised that a written NCR is being given to the government QAS.  A written NCR will also be issued when a verbal NCR has been previously given and the contractor has failed to respond adequately.

9.5.4 The QAS will forward the NCR to the contractor’s Quality Manager or Representative and will monitor the suspense status.  A ten working day suspense is required.

9.5.5 The QAS will receive all completed NCR’s returned from the contractor and after review of proposed corrective actions will perform a follow-up inspection with the COR to close the NCR after the completed document has been returned.

9.5.6 Disagreements between contractor personnel and government personnel on deficiencies and corrective action will be resolved by the Contracting Officer. 

When a review of NCR or COR history indicates a trend that appears to be systemic or management related, and the contractor has failed to correct, all objective evidence will be collected by the QAS and submitted to the KO for review. Upon determination of the KO, corrective action will be escalated, in the form of a letter to the Contractor’s Project Director, signed by the Contracting Officer.

Performance Requirements Summary

The contractor service requirements are summarized into performance objectives that relate directly to mission essential items.  The performance threshold briefly describes the minimum acceptable levels of service required for each requirement.  These thresholds are critical to mission success.

	Desired Outcome
	Required Service
	Performance Standard
	Acceptable Quality Level
	Surveillance Method
	Performance Incentive / Disincentive

	Provide the technical and functional activities at the Contract Level needed for the Program Management of the aviation maintenance CFT contract in the USARCENT AOR.
	Conduct periodic inspections of the CFT vendor’s operations and provide monthly reports on the current state of the CFT contract.
	The CFT Site Inspection Guide will be used to document all periodic inspections conducted by the QAR.
	The contractor (PM) will be evaluated on each performance measure using the following scale:

EXCEPTIONAL (5) = No problems or delays in achieving contract requirements.

VERY GOOD (4) = Does not impact achievement of contract requirements.

SAT (3) = Requires minor agency resources to ensure achievement of contract requirements.

MARGINAL (2) = Requires major agency resources to ensure achievement of contract requirements.  

UNSATISFACTORY (1) = Achievement of contract requirements is compromised.

N/A (None) = Not Applicable or do not know.
	Management Information Systems (MIS) – 100%.
	N/A

	Monitor the number of employees used by the maintenance contractor and  compare the total hours expended per deficiency and/or per job order to the Maintenance Allocation Chart (MAC).
	Verify the number of hours as acceptable or identify to the onsite Government representatives any instances where hours expended by maintenance contractor exceed those stated in the MAC.
	Monthly review of manning numbers and rating annotated on the CFT 104.  CFTs in transit or at CRC will not count for or against the contractor.
	Monthly monitoring is required to ensure that the CFT vendor maintains a monthly manning level of between 88-92% of the authorized manning level for each site within the AOR, as established in paragraph 4.7.2 of the CFT contract PWS, and annotated monthly on the CFT 104.  CFTs in transit or at CRC will not count for or against the CFT contractor.
	Management Information Systems (MIS) / Performance reporting – 100%.
	N/A

	Monitor the quality and quantity of work performed by the maintenance contractor and compare it to the Performance Work Statement (PWS), Technical References and job orders specified and provided by the Government.
	Provide a deficiency notice for non-conformance, record in local files and provide a copy to the Government representative.
	CFT Form 203 will be used to document all CARs and will be tracked in the corrective action/quality deficiency log and annotated on the monthly CFT 104.
	All CAR reports and a monthly summary report are due to the COR no later than the 10th day of the following month.
	Management Information Systems (MIS) – 100%.
	N/A


Types of Surveillance to select from:

Random Sampling:  Appropriate for frequently recurring tasks.  Evaluate randomly selected samples of the lot to determine the acceptability of the entire lot.

Random Inspection Guide, Method of surveillance, Lot size, Sample size, Performance requirement, Sampling procedure, Inspection procedure

100 Percent Inspection:  Appropriate for tasks that occur infrequently.  Inspect and evaluate performance each time task is performed

Periodic Surveillance:  Evaluation of samples selected on other than 100% or statistically random basis. (52.246-4) i.e. monthly, quarterly, semi-annually etc.

Customer Complaint:  Complaints must be validated.

US ARMY CONTRACTING COMMAND-RICC

CONTRACT NON-CONFORMANCE REPORT (NCR)

SECTION I

GENERAL INFORMATION

	Contract/Modification No:                         

Contractor:  

Service Contractor Provides:

Location of Discrepancy:  
	NCR Control No
Date Submitted:  

SOW/SOW Paragraph #:                                                                        

	COR Name (print): 

Phone:  
COR Signature/Date : 

 

	RESPONSE DUE:  

Contractor Representative Acknowledgment:

 (print, sign, & date)  



SECTION II 

DESCRIPTION OF NON-CONFORMANCE 

	TYPE OF NCR:               MAJOR  ___                    MINOR ___                  OBSERVATION  ___

	


US ARMY CONTRACTING COMMAND-RICC 

CONTRACT NON-CONFORMANCE REPORT (NCR)

	Contract/Modification No:        
	NCR Control No:  


SECTION III 

ROOTCAUSE/CORRECTIVE/PREVENTIVE ACTION

	Contractor Root Cause/Corrective/Preventive Action:

Projected Completion/Implementation Date:

	Contractor Representative/Date (print & sign): 


US ARMY CONTRACTING COMMAND-RICC 

CONTRACT NON-CONFORMANCE REPORT (NCR)

	Contract/Modification No:        
	NCR Control No:  


SECTION IV

FOLLOW-UP VERIFICATION

	NCR Closed:                               YES ___                 NO ___

COR Signature/Date:

QA Signature/Date:

	Follow-up Comments:




Instructions for Processing an NCR 

(as of  2 April 2008)

1.  The COR will initiate Non-Conformance Reports utilizing the following process.  TMs identifying non-conformances will document the necessary information and pass it to the COR.  As an alternate process, the TM may draft the NCR and pass it to the COR for validation and signature.  The COR will complete and validate the following information:

SECTION I – GENERAL INFORMATION

PWS/PWS Paragraph #:   This is the reference to the contractual requirement, the paragraph number from the contract PWS or PWS.  The reference can also be a requirement from a Mandatory Publication identified in the contract.  It can also come from a Contractor’s approved procedure, such as a SOP, or Work Instruction and Quaility plan.  

Service Contractor Provdes:  State the services the contractor’s is provding.

Location of Discrepancy:  Identify the section where the non-conformance occurred.  For example: Recreation Center, Camp Buehring; Retail Fuel Point #2, Camp Arifjan; etc. 

COR Name:  Printed name of the COR initiating the NCR.

Phone:  Contact number for the COR.

COR Signature:  Signature of the COR 

SECTION II – DESCRIPTION OF NON-CONFORMANCE

TYPE of NCR:   Indicate whether the non-conformance is Major, Minor, or an Observation, depending on several factors as defined in the USACC Quality Assurance Plan.  Consider the impact on the mission and whether it is a systemic problem, a recurring issue, or a one time significant event.  

DESCRIPTION:  Write a brief description of the non-conforming service as compared to the contractual requirement.  Include dates of observed performance, positions of individuals involved, and any other pertinent information.  The brief description must contain enough detail and substance to convey the impact on the mission if effective corrective action is not taken.  Supporting documentation may be attached.  As a bottom line state “The contractor is requested to respond with a corrective/preventive action plan.”

2.  The COR will forward the draft NCR to the Contracting office ATTN: Contract Performance Evaluator.

3.  The Contract Performance Evaluator (QA) will:

a. Review the NCR for content and completeness (who, what, when, where, and impact).

b. Return the NCR to the initiator with suggestions for changes if necessary.

c. If acceptable, assign the NCR Control Number from the central NCR log (found on Quality Assurance “u” drive).

d. Route the NCR to the Contracting officer for appropriate command review and return.

e. Assign the “Response Due” date (normally 10 work days) and sign in the same block.

f. Obtain the Contractor Quality Manager’s or Representatives signature on a copy of the NCR to acknowledge receipt.

g. Scan and email Sections I and II to the NCR to the Contractor’s PM along with the Word version of a blank Section III.

4.  Upon receipt of the Contractor’s response, the Contract Performance Evaluator (QA) will review the response and pass to the COR for evaluation of implementation and effectiveness.  Suspense for review of contractor’s response is normally 10 work days.  Re-evaluation of corrective action will be based on the contractor’s approved plan and implementation schedule.  

5.  The COR will perform follow-up evaluation of the effectiveness of the actions taken and complete SECTION VI – FOLLOW-UP VERIFICATION.  The COR will return a copy to the ACO.  If results are acceptable, the NCR will be closed.  This item should be highlighted in the COR’s checklist for additional evaluations to validate the long-term effectiveness of the preventive actions implemented.

6.  The QA will notify the Contractor’s PM or deputy of the Follow-Up Verification results.  

7.  The COR will file a copy of the closed NCR, a copy will also be put in the quality records of the Contracting Officers contract files.

8.  All NCRs, when issued and when closed, will be reflected in the monthly reports Summary by the originating COR.  The appropriate number of points will be deducted when issuing the NCR.  Additional points may be deducted if the Contractor’s corrective actions are determined to be unsatisfactory. 
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