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FOREWARD

Under performance-based contracts, the Contractor assumes more responsibility and greater risk in exchange for more flexibility and less direct Government involvement in contract activities.  However, the Government still has the responsibility to monitor the Contractor’s performance over the course of the contract to ensure service is being provided at an acceptable level.  To meet this responsibility, the Government needs sufficient information on Contractor performance to be assured contract requirements are being satisfied.

Introduction

The purpose of this Quality Assurance Surveillance Plan (QASP) is to define the overall approach that NASA intends to use to monitor Contractor performance.  This plan defines the process the Government expects to follow to obtain data, evaluate the Contractor, and determine if contract performance is acceptable.  The goal is to balance the level of Government surveillance with the perceived impacts and risks of non-performance.  

Authority

Authority for issuance of this QASP is provided under the Master Contract (Clause 1, Section a.) which provides for inspections and acceptance of articles, services, and documentation called for in task orders to be accomplished by the Contracting Officer or his duly authorized representative.

Scope

The Contractor, and not the Government, is responsible for management and quality control actions necessary to meet the quality standards set forth by the DO.  The Contractor develops and submits daily Operational Status reports and prepares Monthly Status Reports.  The QASP on the other hand, is put in place to provide Government surveillance oversight of the Contractor’s quality control efforts to assure that they are timely, effective, and are delivering the results specified in the DO.  

This plan identifies Government surveillance activities and methods in the performance of this contract.  It is intended to be a “living” document from which resources and activities will evolve during the life of the contract.  This plan will be updated as required.  

The guiding documents for this surveillance effort include:

· Contract Terms and Conditions/Statement of Work (SOW)

· FAR Subpart 46.000

Government Resources

The Government’s surveillance team and their respective responsibilities for the implementation of this QASP are as follows:

· Contracting Officer (CO) – The CO ensures performance of all necessary actions for effective contracting; ensures compliance with the terms of the contract and safeguards the interests of the United States in the contractual relationship.  It is the CO that assures the Contractor receives impartial, fair, and equitable treatment under the contract.  The CO is ultimately responsible for the final determination of the adequacy of the Contractor’s performance.  

· Contracting Officer’s Technical Representative (COTR) – The COTR is responsible for technical administration of the project.  The COTR is not empowered to make any contractual commitments or to authorize any contractual changes on the Government’s behalf.  Any changes that the Contractor deems may affect contract, price, terms, or conditions shall be referred to the CO for action.

· Performance Monitors – The Performance Monitors are responsible for assuring proper Government surveillance of the Contractor’s performance.  The Performance Monitors are not empowered to make any contractual commitments or to authorize any contractual changes on the Government’s behalf.  Any changes that the Contractor deems may affect contract, price, terms, or conditions shall be referred to the COTR for action.

Surveillance Strategy and Approach

Approach

The overall surveillance goal will be to obtain objective evidence and data that enables the Government to determine whether the Contractor’s program and processes are functioning as intended in accordance with the terms of the contract.  

Government surveillance personnel will interface directly with their Contractor counterparts.  The Government will document problems, concerns and issues, and take note of Contractor accomplishments.  They will collect performance metric data, customer surveys, and will participate in Contractor review meetings.  Information gained from these formal and informal communications will be compiled and evaluated as a continuous measure of Contractor performance.  All surveillance data will be provided to the COTR for appropriate action.

At the end of each quarter the Government will prepare a report formally documenting the observations throughout the period.  The quarterly periods are as follows: 

· September thru November; 

· December through February; 

· March through May; 

· June through August

Appendix A, Surveillance Activity Checklist (SAC), contains a list of Contractor tasks that the Government will conduct surveillance on.  This list was developed by reviewing the SOW and identifying those Contractor tasks which surveillance should be performed on based on criticality of service and ability by the Government to perform surveillance based on one of the surveillance methods identified below.  This list will be used as a tool for all Government personnel involved in performing surveillance.  Each surveillance item is classified with a Contract Reference Number, Item Name/Description, surveillance Method/Approach, Frequency, Performance Monitor, and Documentation/Results.  The Contract Reference Number is either the section or page number within the contract where the requirement can be found.  Performance Monitors should review these sections of the contract for performance standards.  

Surveillance

The Government will conduct monthly/quarterly/annual evaluations of performance standards and metrics cited in Appendix A.  The Government may also receive complaints from customers and other Government representative(s) and pass them to the Contractor for correction.  Customer’s complaints may be submitted by any form of communication including phone, fax, email, and surveys.

Methods of Surveillance

The below listed methods of surveillance will be used in the administration of this QASP.  In addition to specific instructions that may be mentioned, the appropriate and standardized form that is to be used for documentation of QA surveillance is the Surveillance Activity Checklist (Appendix A).  Appendix A is both a living document and a historical document that will contain documentation from surveillance activities.

Customer Feedback - Customer feedback will be collected both formally and informally to provide insight into overall performance.  Customer feedback will be obtained from several sources.  End users have the opportunity to provide feedback in the form of a customer satisfaction surveys for all help desk tickets and catalog orders.  Data from these systems will be provided to the Government and reviewed.  

HQS has two other groups of users who provide customer feedback.  Each organization has a senior staff member who serves on the IT Board of Directors (BOD).  In addition each organization has an IT Point-of-Contact (POC).  These individuals represent their organizations needs and help facilitate overall infrastructure and technology refresh and infusion needs.  These groups will be requested to provide customer feedback on their organizations overall satisfaction level.

Operational Status Reviews - Regular reviews will be held with Contractor management to assess overall progress in meeting contract requirements.  These meetings will be attended by Government and Contractor personnel to convey and communicate issues and concerns.  A sampling of the operational status reviews are as follows:  

· Daily/Weekly/Monthly Progress and Performance Reviews

· Technical Information and Decision Meetings

· Review of Deliverables

· Metric Review and Evaluations

· Documentation of problems, issues and concerns

Inspection – Inspection shall be conducted at several levels and time intervals.  Formal and informal inspections will be conducted monthly, quarterly, semi-annually, or annually depending on the contract requirements. Inspections shall be conducted if and when specified in individual performance metrics. The Government will perform system and process checks as needed to insure performance.  Some inspections will be accomplished by automated monitoring and documentation features built into the Help Desk software package.   It is the intent that these inspections be as non-intrusive to the Contractor as possible.  Following the inspection the COTR, or his designated Performance Monitor, shall enter summary results into the Surveillance Activity Checklist.  

Random Monitoring – Random monitoring shall be conducted to verify and validate Contractor work performance and metrics.  In random monitoring data is collected by the Government independent of the Contractor.   Results from random monitoring will be entered into the Surveillance Activity Checklist. 

Summary

This QASP describes the approach NASA intends to use to monitor this contract and assure that the Contractor performs in accordance with the terms and conditions of the contract.  The goal is to balance the level of Government surveillance with the perceived impacts and risks of mission failure.

As experience is gained with the Contractor, the Government reserves the right to change this QASP and the metrics used to evaluate Contractor performance.  However, in cases where new surveillance metrics might influence incentive payments or deductions, changes will be negotiated with the Contractor.

