Quality Assurance Surveillance Plan

1.0.  REQUIREMENT:  Defense Human Resources Activity (DHRA), component/office name  requires identify supply/service.

1.1 This QASP applies to (enter at award):
Contract Number:  _________________

Contractor’s name: (hereafter referred to as the contractor): ______________________
2.0.  PURPOSE.

2.1. This Quality Assurance Surveillance Plan (QASP) provides a systematic method to evaluate performance for the stated contract.  This QASP explains the following:
2.1.1. What will be monitored.
2.1.2. How monitoring will take place.
2.1.3. Who will conduct the monitoring.
2.1.4. How monitoring efforts and results will be documented.

2.2.  This QASP does not detail how the contractor accomplishes the work.  Rather, the QASP is created with the premise that the contractor is responsible for management and quality control actions to meet the terms of the contract.  It is the Government’s responsibility to be objective, fair, and consistent in evaluating performance.  In addition, the QASP should recognize that unforeseen and uncontrollable situations may occur. 

2.3.  This QASP is a “living document” and the Government may review and revise it on a regular basis.  However, the Government will coordinate changes with the contractor.  Updates will ensure that the QASP remains a valid, useful, and enforceable document.  Copies of the original QASP and revisions will be retained the contract file.
3.0 Government Roles and Responsibilities.

3.1 The following personnel will oversee and coordinate surveillance activities.  
3.1.1 Contracting Officer (CO) - The CO will ensure performance of all necessary actions for effective contracting, ensure compliance with the contract terms, and will safeguard the interests of the United States in the contractual relationship.  The CO will also assure that the contractor receives impartial, fair, and equitable treatment under this contract. The CO is ultimately responsible for the final determination of the adequacy of the contractor’s performance.

3.1.2 Contracting Officer’s Representative (COR) – Enter Position Title of person that act as the COR, will serve at the COR.  The COR is responsible for the technical administration of the contract, assuring proper Government surveillance of the contractor’s performance and keeping a quality assurance file.  At the conclusion of the contract or when requested by the CO, the COR will provide documentation to the CO.  The COR is not empowered to make any contractual commitments or to authorize any contractual changes on the Government’s behalf.  The contractor shall refer any changes they deem may affect contract price, terms, or conditions to the CO for action.

3.1.3 Technical Representative(s) (TRs) include: Enter name and position title of TR(s).
3.1.4 Other Key Government Personnel include: Enter name and position title of all key personnel
4.0 Contractor Representatives:

4.1 An employee of the contractor shall serve as the contractor’s Manager for this contract. 

5.0 Performance Standards.
5.1 Performance standards define desired services.  The Government performs surveillance to determine if the contractor exceeds, meets or does not meet these standards.  

5.2. The table below identifies the Critical Performance Elements and the respective Performance Standards and Acceptable Quality Levels (AQLs) which the Government will use to determine contractor performance. 
[Complete table below.  Two examples are provided.  Add/delete table rows as needed] 
	Performance Element:   Perform Operational and Maintenance Support  

	Performance Standard:
	The contractor shall track the number of operational and maintenance issues raised each quarter, the date issues are opened and closed, and the number of days each issue remains open. Closure shall be considered to occur on the date the response input is provided to the COR or the date the issue is determined by the mutual agreement of the COR and the contractor that the issue is overcome by events (OBE). 

	Acceptable Quality Level:


	The contractor shall complete and provide response input/close 50 percent of the issues identified each month within 10 working days; 80 percent within 20 working days, and 100 percent within 3 calendar months. 

	Performance Element:   Ensure Complies with DoD Security and Information  Assurance 

                                               Requirements

	Performance Standard:
	The contractor shall comply with the corrective actions or mitigation and timeframes identified in government-provided Information Assurance Vulnerability Alerts (IAVAs). 

	Acceptable Quality Level:


	The contractor shall eliminate all Security Readiness Review (SRR) Level I Vulnerability items within five working days of identification, and Level II and III items within 30 working days.
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6.0. Methods of Surveillance
6.1. The Government reserves the right to perform inspections and surveillance to evaluate the Contractor’s compliance to the contract terms and performance of the requirements in the PWS. The Government will make every effort to ensure that the surveillance methods described below are conducted in an objective, fair, and consistent manner. 

6.1.1.  Periodic Surveillance. This action occurs when the COR or other Government official observes a deficiency. Examples include evidence from accidents, incidents, or delays. Regardless of where in the line-of-duty the COR observes contractual procedures not being followed, he/she has an obligation to document and report the deficiency to the Contracting Officer. 

6.1.2.   Customer Complaint Surveillance. This action is instituted when the COR receives a complaint from a stakeholder (stakeholder organizations include: [Identify stakeholders] regarding contractor service.  The COR will obtain the complaint in writing and then conduct an investigation to determine its validity. If the complaint is deemed valid, the COR will immediately notify the contracting Officer for action. The COR will notify both the Contract Manager and the complainant of the Government’s response to their complaint.

If additional modes of surveillance will be used – enter as 6.1.3., 6.1.4., etc.

6.2.  Regardless of the surveillance method, the COR will always contact the contractor's manager or on-site representative when a defect is identified and inform the manager of the specifics of the problem.  The COR, with assistance from the TRs and Other Key Government Personnel, will be responsible for monitoring the contractor’s performance in meeting a specific performance standard/AQL.


6.3.  Surveillance results may be used as the basis for actions (to include payment deductions) against the contractor.  In such cases, the Inspection of Services clause in the Contract becomes the basis for the CO’s actions.

7.0. Ratings.
7.1 Contractor performance will be rated using the Contractor Performance Assessment Report (CPAR).  Metrics and methods are designed to determine if performance exceeds, meets, or does not meet a given standard and acceptable quality level.  The rating scale below will be used to determine a positive, neutral, or negative outcome.  

	Exceptional:   
	Performance significantly exceeds contract requirements to the Government’s benefit.

	Satisfactory:  
	Performance meets contractual requirements.

	Unsatisfactory:  
	Performance does not meet contractual requirements.


8.0.  DOCUMENTING PERFORMANCE.
8.1. Acceptable Performance. The Government will document positive performance.  The most common format used for this action will be via CPARs.  Any report may become a part of the supporting documentation for fixed fee payments, award fee payments, or other actions.

8.2 Unacceptable Performance. When unacceptable performance occurs, the COR will inform the contractor.  This will normally be in writing unless circumstances necessitate verbal communication.  In any case the COR will document the discussion and place it in the COR file.

8.2.1. When the COR determines formal written communication is required, the COR will prepare a Contract Discrepancy Report (CDR), and present it to the contractor's manager or on-site representative.  A CDR template is attached to this QASP. [If you will use a different CDR form than the attached sample – attach your template in lieu of CDR attached to this template.] 
8.2.2. The contractor shall be required to acknowledge receipt of the CDR in writing.  The CDR will specify if the contractor is required to prepare a corrective action plan to document how the contractor shall correct the unacceptable performance and avoid a recurrence.  The CDR will also state how long after receipt the contractor has to present this corrective action plan to the COR.  The Government will review the contractor's corrective action plan to determine acceptability. 

8.2.3 Any CDR will become a part of the supporting documentation for contract payment deductions, fixed fee deductions, award fee nonpayment when applicable. The Government will use any completed CDR as part of an overall evaluation of Contractor performance when determining present or future contractual actions. 

9.0 Frequency of Measurement.


9.1. During contract/order performance, the COR will take periodic measurements and analyze whether the negotiated frequency of measurement is appropriate for the work being performed.  

9.2. The COR will interact with the contractor at least monthly and meet annually to assess performance and will provide a written assessment.

_____________________________

Signature – Contracting Officer’s Representative

Contract Discrepancy Report (CDR)

1. Contract Number: <insert number>
2. TO: (Contractor’s Manager or on-site representative) <insert name>
3. FROM: (Name of COR) <insert name>
4. Date and time observed discrepancy:
5. DISCREPANCY OR PROBLEM: 

<Describe in detail.  Identify any attachments.> 

5. Corrective action plan: 

A written corrective action plan < is / is not > required.

< If a written corrective action plan is required include the following. > The written Corrective Action Plan will be provided to the undersigned not later than < # days after receipt of this 

CDR. > 

Prepared by: <Enter COR’s name>
_____________________________




________________

Signature – Contracting Officer’s Representative


     Date

Received by:

_____________________________




________________

Signature – Contractor’s Manager or on-site representative
    
 Date

