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C-5.1 C-5
Required Services

C-5.2 Service Delivery overview

Quality assurance (QA) includes all planned and systematic actions necessary to provide adequate assurance that a product or service will satisfy given needs.  In Government procurement, quality assurance evaluation (QAE) encompasses functions performed to ensure that products and services delivered by contractors conform to specified performance standards.  This is accomplished by QA evaluators who inspect aspects of products and services as they are delivered, and while work is in progress, and who assess contractor performance against performance standards documented in specific contracts.  QA evaluators must be knowledgeable of the regulations, procedures, and techniques applicable in the control of quality and QA.  QA evaluators must have technical knowledge and experience in areas to be monitored that is sufficient to permit making rational recommendations as to whether products or services do or do not meet contract performance objectives.

There are several key players in the QA process, each with distinct roles.  These include:

a.  Contracting Officer (KO) - The only official at the installation who has the authority to create or modify a contract.  He/she is the only person who can sign contracts on behalf of the Government.  He/she has ultimate authority to reject/accept deliverables, determine entitlement to payment and incentive fees, and to withhold payments and issue penalties for poor quality performance.

b.  Contracting Officer's Representative (COR) - Duties most commonly delegated to CORs include:

(a) Perform fact-finding to verify that contractors perform the technical requirements of contracts in accordance with contract terms, conditions, and specifications.

(b) Perform, or cause to be performed, necessary inspections and verify that contractors have corrected all deficiencies.

(c) Maintain liaison and direct communications with contractors.

(d) Work closely with QA evaluators to monitor contractor performance, notify contractors of discrepancies observed during surveillance, and supervise corrective actions.  Record and report to the KO incidents of faulty or non-conforming work, delays, or problems.  Submit monthly reports concerning performance of services to the KO.  

(e) Coordinate site entry for contractor personnel and ensure that Government Furnished Property (GFP) is available when required.  

c.  QA Evaluator - The QA evaluator’s job is to surveil contractor work.  His/her primary duty is to monitor contractor performance of required services using plans and formats included in quality assurance surveillance plans (QASP), and to present his/her proposed findings and recommendations based on surveillance to the Contracting Officer for action and approval.

d.  The Customer.  The most important group monitoring work performed by contractors is comprised of the customers who request the work.  The customer is the best person to recognize errors in the work.  Through use of an effective customer complaint program, which is discussed in greater detail below, the customer can provide excellent testimony of contractor performance.

Quality assurance surveillance plans (QASP) are the focus of Government service contract surveillance efforts.  QASPs are the primary guiding document used by the Government in monitoring contractor performance to confirm that the quantity and quality of services received conform to contract requirements.  QASPs provide general instructions and specific sampling guides for monitoring the critical elements of contractor performance.  Government QA evaluators use QASPs to guide their inspection efforts and to ascertain whether requirements have been met, whether performance is satisfactory, and whether payment deductions or incentive payments are appropriate (depending on the type of contract in place).

QA evaluators observe and analyze performance against performance requirements/objectives specified in contract documents, and present to the Contracting Officer or the Contracting Officer’s Representative (COR) proposed findings as to whether requirements or objectives are met.  Performance requirements include performance indicators, performance standards, and acceptable levels of performance (ALP).  Performance indicators are attributes or characteristics of products or services that can be described, measured, or counted.  Performance standards are discrete measurements of performance indicators that establish thresholds of quality that contractors must achieve for performance to be satisfactory.  ALPs are percentages of defects allowed for products or services to be considered acceptable.  Defects are incidences when products or services do not meet established performance standards.  An ALP does not relieve a contractor from performing a certain percentage of the required service.  Neither does an ALP say that the contractor may knowingly offer defective service to the Government.  An ALP implies defective performance sometimes happens unintentionally.

There are generally five (5) inspection methodologies used to collect performance data.  They include random sampling, planned sampling, 100% inspection, verified customer complaints, and unscheduled inspections.

C-5.3 There are two (2) types of contracts routinely executed at Fort Belvoir for which QA services are addressed in this PWS.  They include service contracts and construction contracts.  Descriptions that follow are specific to each contract type because inspection requirements can differ.

C-5.4 QUALITY ASSURANCE EVALUATION – service contracts

Service Provider shall perform QA services with respect to all work performed under Contract No. DADW35-00-C-0008 (Installation/Real Property Maintenance), Sections C.5.3. (Pest Control), C.5.10. (Grounds), and C.5.14 (Refuse Collection); Contract NoDADW35-99-C- 0010 (post-wide custodial); Contract No. DADW35-99-P-0015 (custodial – Child Development Center); Contract No. DADW35-99-D-0027 (laundry services); Contract No. DADW35-00-C-0001 (food services); any contract awarded under RFP No. DADW35-01-R-0017 (base operations services); and well as any successor contracts for work performed under these contracts or RFPs. (Copies of these contracts and RFPs are available for review in the technical library.)  

The Service Provider shall ensure all QA evaluators receive training to ensure they are knowledgeable of specific contract requirements, QA evaluator responsibilities, and limitations of the QA evaluator’s authority.

QA evaluators shall be well versed in contract clauses for inspection and quality control (QC); QC plan evaluation procedures; quality data development, evaluation, and maintenance; surveillance techniques; sampling techniques, including procedures for random sampling and using random number tables and computer-based random number generators; making recommendations for payments or deductions.

C-5.4.1 QA evaluators shall apply appropriate surveillance techniques to each performance requirement; make recommendations to change the intensity of surveillance based on evaluation of contractor performance; schedule efficient surveillance activities; communicate effectively with contractors and Government contract administration personnel; identify and recommend appropriate corrective actions when defective performance is observed; and prepare and maintain effective quality data.

C-5.4.2 Inspection

The Service Provider shall inspect service delivery by observing actual task performance, physically checking attributes of completed tasks/services, checking management information reports, or inspecting tasks/services or results of tasks/services to determine whether performance meets specified standards.

The Service Provider shall collect sufficient data as necessary in accordance with statistical sampling methodologies to support decisions regarding acceptance or rejection of contractor work and service delivery.  The level of effort necessary to collect sufficient data, including the number and kinds of inspections, are situation-specific and depend on services being inspected, performance standards and ALPs, lot sizes, and sample sizes dictated by statistical sampling guides.  Offerors must use estimates of inspections provided in the workload tables below, along with workload data (pertaining to services to be inspected) and the QASPs included as attachments to this solicitation, to estimate levels of effort needed to perform services described herein.  In the case of inspection of BASOPS services, estimates of inspection workload is not available.  Rather, offerors must use the information referenced above combined with the knowledge and expertise in QA methodologies to determine the level of effort necessary to collect sufficient data to allow the Government to make fact-based work acceptance/rejection decisions.

The Service Provider shall review, comment, and recommend acceptance or rejection of services, and shall provide written evaluations of deliverables according to performance requirements defined in specific contracts.  The Service Provider shall document all rejections of deliverables in writing with recitation of performance requirements and factual statements of how the contractor failed to meet requirements and shall maintain files of all inspection results.  If inspection indicates, and the Contracting Officer or COR confirms, defective performance, the Service Provider shall notify contractor quality control inspectors (QCI) of defects.  Depending on contract specifications, the Contracting Officer may direct contractors to re-perform in order to correct deficiencies or decide that payment deductions may be indicated.

The Service Provider may observe unacceptable performance by contractors other than during inspection sampling observations.  These observations shall be noted and forwarded to the Contracting Officer/COR to reinforce the accuracy of inspection results.

Documentation is required to record, evaluate, and report contractor performance.  This documentation provides the KO with contractor status as it applies to the performance criteria and award fee data (if applicable).  The COR is delegated by the KO to provide certification of service delivery.  Every effort should be made to make this report to the KO as accurate as possible.  QA evaluators shall maintain accurate records of contractor performance and keep the designated Government representative informed of all data pertaining to contractor status.

The Service Provider shall develop and maintain surveillance folders for each contract that is surveilled.  A surveillance folder must be developed and maintained by each individual who is assigned to accomplish QA for a performance requirement.  The folder is typically contained in a hardcopy, but may be maintained in a computer database provided there is adequate back up of the data to preclude accidental loss.  The surveillance folder must contain the following sections (as applicable), but may contain other sections or information that the QA evaluator finds useful.

Section 1.
Quality Assurance Surveillance Plan and Award Fee Plan

Section 2.
Contractor's Quality Control Plan (CQCP).

Section 3.
Activity Log.  A chronological log of the actions taken in the accomplishment of QA of the assigned requirements.  The purpose of this log is to supplement inspection records and to provide a complete picture of the contractor's performance in this functional area.  The types of information that may be included are details of inspections or data gathering, award fee inputs, conversations or meetings with the contractor, notes, and comments that may be of value at some later date.

Section 4.
Contract.  The portions of the contract that apply to the functional area(s) of the surveillance folder, e.g., PWS chapters, directive documents references, pertinent terms defined by the contract, equipment listings, etc.

Section 5.
Appointment Letters.  QA evaluator appointment letters and the KO's Letter of Delegation to the Functional Area Chief.

C-5.4.2.1 Section 6.
Records.  A section used for filing all documentation associated with contract quality assurance, discrepancy reports (both active and resolved), correspondence, award fee inputs, and letters of interpretation from the KO.

C-5.4.2.2 Installation/Real Property Maintenance Services Contract

The Service Provider shall inspect and prepare for Contractor Officer approval proposed evaluations of contractor performance for the services portion of the installation/real property maintenance (I/RPM) contract using performance requirements and inspection methods documented in the PRS at TE-9 and in the full QASP for the I/RPM contract that is available in the Technical Library.  (Note: The construction portion of the I/RPM contract is discussed in the construction contracts section below.)  

QA evaluators shall be aware of the award fee assessment criteria contained in the current I/RPM contract Award Fee Rating Plan (TE-10), and shall prepare for the Contracting Officer proposed assessments of contractor performance against criteria described therein.  The assessments, if accepted by the Contracting Officer, will assist in determining the monetary amount of the fee that will be awarded to the incumbent contractor.  In order to satisfactorily fulfill that responsibility, the Service Provider shall ensure inspection documents are prepared in a manner that addresses the specifications germane to the award fee decision process explained in the rating plan.

C-5.4.2.3 (Note: The Installation/Real Property Maintenance Contract is also referred to as the RPMA Services Contract and the Base Operations and Maintenance Contract.  All three refer to the contract (currently with DynCorp) under which real property maintenance services are provided to USAGFB.)

C-5.4.2.4 Custodial, Laundry, and Food Services Contracts

The Service Provider shall inspect and prepare for Contractor Officer approval proposed evaluations of contractor performance according to the QASPs at TEs 11-13.  For the custodial and laundry contracts, the primary surveillance method for assessing contractor performance is verified customer complaints.  For the food services contract, verified customer complaints will be used to augment surveillance data gathered through other inspection means as specified in the food services contract QASP.

C-5.4.2.5 The Service Provider shall establish a system that facilitates customer feedback, including but not limited to, ensuring customers are aware of services that contractors are to perform, along with associated performance standards; setting up customer hotlines including telephone and electronic mail (e-mail); and point of service customer comment forms and drop boxes.  The Service Provider shall also collect customer satisfaction data through random sampling, surveys, and the like, in order to augment and support customer feedback received through the methods described above.  The Service Provider shall respond to customer inquiries and verify complaints, which shall be then used to recommend corrective actions, including but not limited to, reaccomplishment and modification of internal contractor quality control procedures.

C-5.4.2.6 Base Operations Services

C-5.4.3 The Service Provider shall inspect and prepare for Contractor Officer approval proposed evaluations of contractor performance using performance requirements and inspection methods documented in the PRS at TE-14 and in the full QASP for inspection of BASOPS services that is available in the Technical Library.  The Service Provider shall establish a system that facilitates customer feedback, including but not limited to, ensuring customers are aware of services that contractors are to perform, along with associated performance standards; setting up customer hotlines including telephone and electronic mail (e-mail); and point of service customer comment forms and drop boxes.  The Service Provider shall also collect customer satisfaction data through random sampling, surveys, and the like, in order to augment and support customer feedback received through the methods described above.  The Service Provider shall respond to customer inquiries and verify complaints, which shall then be used to recommend corrective actions, including but not limited to, reaccomplishment and modification of internal service provider quality control procedures.

C-5.4.4 Inspection Plans and Schedules

C-5.4.5 The Service Provider shall develop inspection plans and schedule inspections throughout the period(s) of performance.  The Service Provider shall use DA Form 5475-R, or a locally developed equivalent form, to document inspection schedules.  The Service Provider shall record inspection results on inspection logs, noting the dates and times of inspection.

C-5.4.6 Inspection Data

C-5.4.7 The Service Provider shall document results of surveillance on appropriate surveillance activity checklists.  If the Service Provider chooses to maintain documentation of contractor performance in an automated (electronic) form, it shall be compatible with existing Government management information systems.  Any information maintained in automated (electronic) form shall include back up copies in case of failure of primary storage systems/media.

C-5.4.8 Support of Higher Headquarters Inspections

The Service Provider shall support higher headquarters inspections including, but not limited to, escorting inspectors through facilities, providing documentation as requested, answering inspector questions as they arise, responding to noted deficiencies, developing corrective actions to noted deficiencies, and preparing after action reports that document corrective actions taken.

Required Service
Frequency
Occurrences
Performance Period




1
2
3
4
5

Inspect service delivery

  Custodial

      Post-Wide

      CDC

    Laundry

    Food Services

    I/RPM

  BASOPS

Provide input to AFEB

Respond to customer inquiries

  Custodial

    Post-Wide

    CDC

  Laundry

  Food Services

  I/RPM

  BASOPS

Develop/update inspection plans & schedules

Complete required assessment forms

  Custodial

    Post-Wide

    CDC

  Laundry

  Food Services

  I/RPM

  BASOPS

Write inspection reports

  Custodial

    Post-Wide

    CDC

  Laundry

  Food Services

  I/RPM

  BASOPS

Support higher headquarters inspections

  Food Services
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Daily
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Monthly

Monthly
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Quarterly
See C-5.2.1 
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Performance Standard
Guidance and Regulations

Provide AFEB input NLT 10 work days after the end of a quarter or rating period

Collect service delivery data IAW approved QASP

Investigate and verify customer complaints within one work day of receipt

Complete inspection plan 1 week prior to contract start date

Complete required assessment forms within 2 work days after surveillance performed

Complete inspection reports and submit within 5 days after beginning of month

Develop and document corrective actions for deficiencies noted in higher headquarters inspections NLT 10 work days after inspection is complete
ER 1180-1-6

C-5.4.9 Contractor Quality Control Plans

The primary objective of the Government’s QA program is to ensure contractor control quality.  The key to assuring quality with minimal Government inspection is to ensure that contractors provide and maintain good, manageable quality control plans and programs.  Comparing results of random sampling of specified services against contractor quality control (CQC) checklists will identify areas where a CQC plan may need improvement.

· The Service Provider shall review CQC plans to substantiate the following:

· CQC plans contain provisions for control of sub-contractors and require sub-contractors to have acceptable quality control programs.

· CQC plans provide for maintaining substantiating evidence, when required by contracts, that products or services conform to contract quality requirements and furnishing such information to the Government.

· CQC plans provide for the maintenance of records of all inspection work performed.

· CQC plans provide for contractor examination to ensure that services performed, workmanship, and material furnished or used in the provision of services provide the means to ensure that only conforming services are offered for acceptance.

· CQC plans meet all specified requirements in addition to those in the standard inspection clause.

The Service Provider shall document results of CQC plan review and submit a report to the designated Government representative for approval.

Required Service
Frequency
Occurrences
Performance Period




1
2
3
4
5

Review/verify CQC plan
Annually
5
5
5
5
5
5

Performance Standard
Guidance and Regulations

Review/verify CQC plan and submit report within 15 work days of receipt


Local guidance



C-5.5 QUALITY ASSURANCE EVALUATION –CONSTRUCTION contracts

Construction contracts involve new construction as well as the repair and maintenance of existing facilities and infrastructure.  Inspection of construction contracts assesses performance against compliance with technical specifications in applicable local and national building/construction codes, OSHA, and other authoritative requirements that impact construction maintenance and repair.  Service Provider inspection procedures shall be in accordance with these codes and industry standards as well as with Army Corps of Engineers (COE) requirements.

· Construction contracts include, but are not limited to, the following:

· Minor construction and renovation of facilities, the work for which is typically contracted under one-time, lump sum contracts.

· Recurring construction-type work typically involving repair and maintenance of installation real property infrastructure (facilities and roadways).  Current contracts include:  Contract No. DADW35-00-D-0008 (paving/road repair),  Contract No.  DADW35-00-D-0007 (roofing repair), Contract No. DADW35-00-D-0024 (demolition),  Contract No.  DADW35-00-D-0025 (asbestos abatement),  Contract No. DADW-35-00-D-0023 (concrete), and Contract No. DADW35-00-D-0003 (septic tank and Port-a-jon services).  The above contracts will be available in the Technical Library. Additionally, any new contracts awarded by MDWAC will be inspected in accordance with the procedures noted in the paragraph above. 
In addition to the services-type work performed under the I/RPM contract that was described earlier, the I/RPM contract also involves significant construction-type work that is delineated into three levels, depending on complexity, frequency, and cost thresholds.  Level I is routine and preventive and includes regularly-scheduled and recurring maintenance that is generally performed by the incumbent contractor without need for specific interaction with the Government.  Level II involves recurring facility repair work that is not regularly scheduled and requires a service order describing the work and associated cost estimates.  Level II work generally costs less than $2000 (two thousand dollars)/project.  Level III work involves non-recurring maintenance and construction projects that are of greater complexity and scope and surpass the $2000 (two thousand dollar) threshold of Level II work.  Level III projects are executed using Individual Job Orders (IJO) (Contract No, DADW35-02-D-0013), which generally require development of statements of work and cost estimates, and submission of funding packages for approval prior to starting work.  (Paragraph C-5.4 describes the scope of contract management requirements associated with executing IJOs that are distinct from the quality assurance aspects of ensuring the work is performed satisfactorily.)  The full I/RPM contract (available in technical library) describes work that is performed under Levels I, II, and III.  

For planning/bidding purposes, a listing of IJOs issued for the installation/real property maintenance contract between April-September 2000 is shown at TE-15.  This same level of activity can be assumed to exist from year to year.

C-5.5.1 TE-17 shows the number of delivery and job orders for various contracts.  This information may assist in estimating inspections to be performed (see 5.3.1. below).

C-5.5.2 Inspection

The Service Provider shall inspect construction work to ensure strict compliance with approved contract plans and specifications.  Specific inspection requirements are dependent on the type of contract, applicable building/construction codes, and COE inspection procedures.  Workmanship shall meet general industry standards.  The Service Provider shall inspect by observing actual task performance, physically checking attributes of completed tasks, or   inspecting tasks or results of tasks to determine whether performance meets required standards.  

The Service Provider shall collect sufficient data as necessary to support decisions regarding acceptance or rejection of contractor work.  The Service Provider shall review, comment, and recommend acceptance or rejection of work performed, and shall provide written evaluations of work performed according to performance requirements defined in specific contracts.  The Service Provider shall document all proposed rejections of work performed in writing with recitation of performance requirements and factual statements of how the contractor failed to meet requirements and shall maintain files of all inspection results.  If inspection indicates defective performance, the Service Provider shall notify the Contracting Officer or COR of defects.  Depending on contract specifications, contractors will be allowed to re-perform in order to correct deficiencies or payment deductions may be indicated.

C-5.5.3 The Service Provider may receive customer complaints about the quality of work performed/delivered by contractors, or may observe unacceptable performance by contractors other than during inspection sampling observations.  These complaints and observations shall be noted to reinforce the accuracy of inspection results.  The Service Provider shall research and verify customer complaints. One inspection equals one inspection report.
C-5.5.4 Inspection Data

The Service Provider shall document findings of surveillance on appropriate surveillance activity checklists.  While projects are in progress, inspection reports shall be completed daily and summarized monthly.  Final inspection reports shall be prepared and submitted to the KO for approval upon project completion.  The Service Provider shall maintain all documentation of contractor performance.  If the Service Provider chooses to maintain documentation of contractor performance in an automated (electronic) form, it shall be compatible with existing Government management information systems.  Any information maintained in automated (electronic) form shall include back up copies in case of failure of primary storage systems/media.

Required Service
Frequency
Occurrences
Performance Period




1
2
3
4
5

Complete daily inspection report
Daily
75
18825
18825
18825
18825
18825

Complete monthly inspection report
Monthly
75
900
900
900
900
900

Complete final inspection report
Annually
850
850
850
850
850
850

Performance Standard
Guidance and Regulations

Complete daily inspection reports NLT COB next work day after inspection performed

Complete monthly inspection report NLT 5 work days after beginning of month

Complete final inspection report NLT 10 work days after project completion/final work acceptance
ER 1180-1-6

C-5.5.5 Contractor Quality Control Plans

The primary objective of the Government’s QA program is to ensure contractors control quality.  The key to assuring quality with minimal Government inspections is to ensure that contractors provide and maintain superior quality control plans and programs.  Comparing results of random sampling of specified services against contractor quality control (CQC) checklists will identify areas where a CQC plan may need improvement.

The Service Provider shall review CQC plans to substantiate the following:

CQC plans contain provisions for control of sub-contractors and require sub-contractors to have acceptable quality control programs.

CQC plans provide for maintaining substantiating evidence, when required by contracts, that work performed conforms to contract quality requirements and furnishing such information to the Government.

CQC plans provide for the maintenance of records of all inspection work performed.

CQC plans provide for Service Provider examination to ensure that services performed, workmanship, and material furnished or used in the provision of services provide the means to ensure that only conforming services are offered for acceptance.

CQC plans meet all specified requirements in addition to those in the standard inspection clause.

The Service Provider shall document results of CQC plan review and submit a report to the designated Government representative for approval.

Required Service
Frequency
Occurrences
Performance Period




1
2
3
4
5

Review/verify CQC plan

  Recurring

  Non-recurring
Annually

Annually
6

30
6

30
6

30
6

30
6

30
6

30

Performance Standard
Guidance and Regulations

Review/verify CQC plan and submit report to designated Government representative within 15 work days of receipt
Local guidance

C-5.6 CONTRACT Project MANAGEMENT

Contract project management involves services other than QA that are associated with contracts for minor construction and renovation and other construction-type work associated with contracts as described in paragraph C-5.3 above.  The Service Provider shall develop delivery order statements of work and technical exhibits that communicate requirements to potential contractors, prepare purchase requests and submit for approval, develop estimates of cost that will inform Government decision-makers and contracting personnel about expected costs/prices for work included in delivery orders (commonly called independent Government estimates, or IGEs), respond to customer inquiries about such issues as work requirements and status, prepare funding packages for approved delivery orders and submit for approval, and prepare payment vouchers upon work acceptance and submit to the designated Government representative for approval and processing.  The Service Provider shall verify service orders, in terms of need and price, submit for unscheduled but recurring maintenance and repair of installation facilities and quarters (Level II work) and submit to the designated Government representative for approval.

Required Service
Frequency
Occurrences
Performance Period




1
2
3
4
5

Develop Statement of Work

Develop IGE & PR

Respond to Customer Inquiry

Prepare/Submit Funding Package

Prepare/Submit Payment Voucher

Verify Service Order
Annually

Annually

Annually

Annually

Annually

Annually
600

450

1500

600

700

400
600

450

1500

600

700

400
600

450

1500

600

700

400
600

450

1500

600

700

400
600

450

1500

600

700

400
600

450

1500

600

700

400

Performance Standard
Guidance and Regulations

Develop SOW by established suspense date

Develop IGE & PR by established suspense date

Respond to customer inquiry within 1 work day of receipt

Submit funding package NLT 30 days prior to planned work start date

Prepare/submit payment voucher by suspense date

Verify service order NLT 2 work days after submission
ER 1180-1-6








