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NASA HEADQUARTERS

Facilities and Administrative Services Division (FASD)

Support Services Contract

SURVEILLANCE PLAN 
General

The purpose of this plan is to establish criteria to assure technical and administrative proficiency and compliance with the provisions of the contract by review and verification of the performance of the work accomplished by TBD to provide Support Services at the NASA Headquarters, in Washington, DC. This plan will provide an effective and systematic surveillance method to monitor contractor performance.

The role of the government is quality assurance, ensuring contract standards are achieved, and the Support Services contractor is required to develop its own quality control program to drive product and service quality which includes developing a comprehensive program of inspections and monitoring actions. The Support Services Statement of Work (SOW) describes Contractor Quality Control as being the tool to provide Contractor management with an effective and efficient means of identifying and correcting problems throughout the contract. Once the government approves the Support Services contractor’s Quality Control program, the application of the process and standards in this surveillance plan will ensure a robust quality assurance program.

The period of performance for this contract is a 1-year base period with 4 one-year options scheduled to begin on or about March 1, 2012.  This contract is a Cost-Plus-Fixed-Fee (CPFF) with technical performance incentives contract.
Safety and Health

The Support Services contractor is required to submit a safety plan for approval, complying with all NASA, OSHA, and local and federal regulations. The Contracting Officer’s Technical Representative (COTR), through surveillance methods described below, will report immediately to the Contracting Officer (CO) any safety hazard resulting from unsafe acts, practices, conditions, and/or defective tools, materials, or equipment used by the Contractor. The COTR and the Headquarters Occupational Safety Officer will be notified by the Support Services contractor of incidents involving hazardous substances, all accidents, near misses, and any damage to Government property and equipment.

NASA Far Supplement clause 1852.223-75 “Major Breach of Safety or Security” is included in the contract, as is NASA FAR Supplement clause 1852.223-70 “Safety and Health.” 

Methods of Surveillance

The Government will use a variety of surveillance methods to evaluate the Support Services contractor’s performance: 

· Facilities Help Desk System (FHDS): The Facilities and Administrative Services Division’s computerized Facilities Help Desk System (FHDS) will be used by Technical Monitors (TMs) to inspect selected work orders placed in a “completed status” and “closed out status” by the Support Services contractor.  The Government TMs will perform randomly selected inspections of completed work orders only after work orders are in the “closed out” status. Furthermore, the Government TMs will also inspect the quality and accuracy of data input into the FHDS database.
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 survey cards.  Data from these systems will be provided to the Government and reviewed.  

· Random inspections: Spot checks and random inspections will be used by Technical Monitors, inspecting at least one-third of work orders in progress. As warranted, random spot checks may be conducted on any product or service, at any time, but will usually be limited to those of particular importance, such as critical areas or areas where performance problems are either suspected or have been previously identified. The CO will be made aware of all findings from these random spot checks. Evaluation will be through general observation of performance on-site. Observations may be made by the COTR, alternate COTR, or Technical Monitors assigned to each functional area, and all shall use an accepted documentation process to make their performance evaluations/observations available to the CO and COTR. Obvious failure to perform work shall be recorded and the information provided to the Contracting Officer.

· COTR/Project Manager Meetings: COTR will meet on a regular and continuing basis with the Support Services contractor’s project manager to discuss overall contractor technical performance and approach to operational program implementation.

· CO/Project Manager Meetings: CO will meet on a regular and continuing basis with the Support Services contractor’s project manager or designated representative to discuss overall administrative business management and approach to contract and subcontract management, as well as financial resource, information, document, and government real and other property management. Monthly reports (Contract Section B.1, Deliverable Requirements) will be reviewed for timeliness, content, completeness, and accuracy. The contractor shall be responsible for reporting work that was either rescheduled or not completed. Work reported as not completed shall be recorded and provided to the Contracting Officer.

· Monthly Progress Meetings: Facilities Management Division management, CO, COTR, alternate COTR, and key individual representatives from the Support Services contractor will meet on a monthly basis to review all aspects of the contractor’s performance.

Performance Summary

The Facilities and Administrative Services Division (FASD) is the institutional provider of facilities support services to the NASA Headquarters building.  The FASD provides the expertise to our customers to successfully accomplish their mission while maintaining compliance with facilities support services requirements and pursuing facilities sustainability and excellence.  The Contractor’s performance will be evaluated semi-annually through the administration of the provisions in the Technical Performance Incentive Fee Plan.
Government surveillance personnel will interface directly with their Contractor counterparts.  The Government will use the Form NHQ 806 (Performance Monitor Report) to document problems, concerns, deficiencies, issues, and take note of Contractor accomplishments.  The Notice for the Record is used as a warning that the contractor’s potential for meeting performance requirements is leading to failure in the SOW.  The Deficiency Notice is issued when the contractor has failed to follow requirements in the Statement of Work (SOW).  The Commendation Notice shall be noted as a performance that exceeds requirements and /or expectations of the SOW.  
At the end of the six month period the Government will prepare a report formally documenting the observations throughout the period.  The semi-annual periods are as follows: 

· March through August 

· September through February

Record Keeping and Documentation

The COTR is responsible for maintaining accurate and complete records of the Support Services contractor’s performance. The COTR is responsible for collecting the performance evaluation forms and maintaining any other material that reflects the quality of the Contractor performance.  Even though the Contractor is responsible for ensuring performance compliance under their Quality Control requirements, the Government will give the Contractor prompt notice of defects observed by the COTR and his Quality Assurance Representatives. This does not imply that the Government is obligated to carry out quality control inspections for the Contractor, but that on discovering a problem, the Government will inform the Contractor in detail of the incident.  COTR will keep CO informed of any issues brought to the attention of the contractor by the COTR.

If performance issues arise, they will be discussed immediately between the CO, COTR, and Contractor. Action plans will be developed and resolutions tracked for closure by the Contractor and Government.

During the course of the contract, the COTR will retain a copy of all surveillance documentation. At the end of the surveillance period, these records shall be forwarded to the Contracting Officer for inclusion in the contract file. However, when a specific service or task becomes unsatisfactory during a surveillance period, a copy of the documentation supporting the unsatisfactory performance shall be forwarded to the CO for action between the Government (CO and COTR) and Contractor.

Technical Monitor Reports – The TM’s will provide to the COTR a 6 month performance evaluation report that is used as technical documentation for the Technical Performance Incentives 6 month performance review. This report shall provide insight concerning contractor’s performance of deliverables and meeting requirements in the SOW that reference that support service.

Responsibility

The COTR has full responsibility for the day-to-day technical operations of the baseline contract and the initiation of task orders placed against this contract. The Contracting Officer has full responsibility for authorizing the task orders and ensuring contract compliance.

Contracting Officer’s Technical Representative Signature

Contracting Officer Signature

1

