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Quality Assurance Surveillance Plan

For the Marine Corps Logistics Support Services 
(MCLOGSS)
1.0
INTRODUCTION

This Quality Assurance Surveillance Plan (QASP) sets forth the procedures and guidance that the Special Projects Contracting Division (SPCD)will use in evaluating the technical performance of the contractors in accordance with the terms and conditions of the Request for Proposals (RFPs), Solicitation Numbers M67004-10-R-0003, the unrestricted multiple award solicitation requiring performance in the task areas providing Program Management Support, Information/Technology Specialized Support, Training Support, Program Support, Transportation/Supply Support, Maintenance Support, and Technical Data Development Support as defined below; M67004-10-R-0004, the restricted small business participation multiple award solicitation limited to Quality Assurance and Support to LOGCOM Centers and subordinates task area; and solicitation M67004-10-R-0013, restricted 8(a) small business participation multiple award solicitation limited to Information/Technology, Daily Operation of Logistics Systems/Requirements that comprise the Marine Corps Logistics Support Services (MCLogss) program initiative consisting of the below ten individual Task Areas that define functional and programmatic services that may be required.

Task Area 1, Program Management Support, provides program management and operational support from a strategic level to include development of operational plans, implementation of procedures and program coordination.

Task Area 2, Quality Assurance Support, provides management review and evaluation support in the form of quality assurance, performance audits, and financial statement audits, to determine program efficacy.
Task Area 3, Information/Technology (IT) Support for Daily Operation of Logistic Systems/Requirements, provides support to plan, design, provide, manage, operate and maintain reliable and efficient systems, equipment, facilities and logistics infrastructures in order to improve equipment and logistics performance, and reduce life cycle costs for systems currently in place.

Task Area 4, Information/Technology Specialized Support, provides IT services across the entire system development life cycle for a wide variety of information systems, using a variety of software applications, database management systems, and languages involving many computer environments and operating systems. 

Task Area 5, Training Support, provides logistical training support in system operations (other than information technology systems which are provided for under task area 3) and program instruction, including applied exercises resulting in the attainment and retention of knowledge, skills, and abilities regarding logistical platforms, systems, and warfighting capabilities they maintain. If military training videos will be required, the appropriate approvals will be gathered from Joint Combat Camera (COMCAM) in accordance with DoDINST 5040.4, 6 Jun 2006. 

Task Area 6, Program Support, provides technical and functional program support, and acquisition logistics and integrated logistics support disciplines to include: deployment logistics support; deployment asset visibility; ashore and afloat brigade inspection readiness; maintenance management; acquisition logistics; global pre-positioned stocks software database; and, program/project management support. 

Task Area 7, Transportation/Supply Support, provides support in logistics support planning; inventory and property planning; movement, storage and accountability; and logistics systems to permit rapid deployment and management of supplies and equipment. The proposed contract vehicle would not provide shipping services, but instead distribution services in accordance with Marine Corps Order 4470.1 (Oct 2007), “Marine Air Ground Task Force (MAGTF) Deployment and Distribution Policy” (MDDP).
Task Area 8, Support to LOGCOM Centers and subordinate commands in Maintenance Planning, provides logistics maintenance support for the Garrison-level Directorates of LOGCOM (DOL) in support of CONUS and OCONUS units/activities. Support areas include: Contractor Maintenance Teams (CMT) to accomplish operator and unit level maintenance; Mobile Training Teams (MTT); Logistics Evaluation & Assistances Teams (LEAT); property recovery and re-utilization operations; property disposal management; training equipment sets; DOL plans and operations, supply, maintenance and transportation; and, DOL logistics management. This task area also includes kitting and parts assembly support, which provides support to develop, acquire, manage, pack, ship, and store repair parts and kits to use in component repair and unit organic or other government maintenance programs in the accomplishment of unit level through general support/depot level maintenance, modification and/or rebuild. Total cost of parts will be limited to the actual cost of the kitting and/or parts plus material handling.

Task Area 9, Maintenance Support, provides logistics maintenance in support of CONUS and OCONUS units/activities. Support includes: mobile utility support equipment operation, maintenance and repair; establishment and sustainment of deployment logistics operations/sites; equipment asset management and maintenance; maintenance planning; property management and maintenance; strategic account management; project management, integrated facility management, and operations; maintenance and repair project management; integrated facility management; development logistics support; and, development asset visibility.

Task Area 10, Technical Data Development Support includes services to develop repair manuals, maintenance manuals, user manuals, and other documents to support the LOGCOM system.

This surveillance plan is not site-specific due to the broad scope and Marine Corps enterprise wide potential use for MCLogss. The majority MCLogss services are anticipated to be performed at the Marine Corps Logistics Command, Albany, GA. This surveillance plan is designed to provide monitoring, inspecting and reporting of all contractor performance aspects of the MCLogss program initiative. The QASP is not part of the contract, but is provided to the contractor solely as information. The Government reserves the right to make changes to this QASP during the contract performance period. The QASP describes the mechanism for documenting accomplishments or discrepancies for work performed by the contractor. Information generated from the surveillance activities will directly feed into the SPCD’s performance discussions with the contractor. The QASP is not a substitute for the contractor’s Quality Control Program.

The MCLogss overall Program Performance Requirements Summary (PRS) surveillance document is incorporated on the following page. 

	Description
	Standard
	AQL
	Surveillance Source
	Surveillance Calculation*
	Surveillance Method Measure 
	Incentive  

*See Note 1

	Client Satisfaction
	100% ≥ Satisfactory Rating from the Customer Surveys
	95% ≥   Satisfactory Rating on Customer Surveys
	SPCD Periodic Meetings and/or Customer Surveys issued and Interactive Customer Evaluation (ICE) received
	Compare Client Survey responses and  ICE Summary Program Calculations
	Compare Client Survey responses and ICE Summary Report to performance standard and AQL
	-Exercise of an Option   

-Positive CPARS Rating

	Control Costs

(CPFF only)
	100% Awarded Orders are Completed w/n funding Obligation
	Achieve ≥ 95% Completion within Obligated Funding
	COR/DCAA review of invoices submitted by Contractor Billings
	Calculation of “burn rate” on a semi-annual basis (COR reporting)
	Compare actual burn rate to funding burn rate
	-Exercise of an Option

-Positive CPARS Rating

	Schedule
	On-Time Performance Completion 100% of Time
	On-Time Performance 95% of time
	COR/ACOR Performance Appraisal Reports
	Compare calculation of the # of on-time deliveries divided by the total number of deliveries
	Review COR Performance Appraisals/ Reports
	-Exercise an  Option

-Positive CPARS Rating


*To be performed semi-annually
Note 1: The Government will not exercise options unless all regulatory requirements are met, and exercise of the option is a good business decision.  The contractor must meet the acceptable performance definition.
2.0 Purpose of the Quality Assurance Surveillance Plan

The purpose of this MCLogss program QASP is to ensure that the contractor meets the performance objectives stated in the Statement of Objectives (SOO) and subsequent submitted contractor Performance Work Statements (PWS). The QASP provides the  SPCD the ability to conduct surveillance activities of contractor performance during the life of the contract. The QASP details how the SPCD will monitor, evaluate, and document contractor performance for MCLogss.

The QASP is intended to accomplish the following:

1. Define the role and responsibilities of participating Government officials.

2. Identify the key deliverables that will be assessed.

3. Describe the rating elements and the evaluation methods that will be employed by the Government in assessing the Contractor’s performance.

4. Describe the performance assessment documentation.

2.1 A combination of methods for inspection will be used. These include:

a. Electronic Subcontracting Reporting System

b. Customer Surveys

c. Scheduled and Unscheduled Contracting Officer Representative’s (COR) Observations and Reports

d. Contractor Submitted Invoices.

3.0
Roles and Responsibilities of Government Officials
The QASP is a guide that will be used by the SPCD personnel to conduct surveillance activities of the sucessful MCLogss contractor performance after contract award. The COR and Alternate COR (ACOR) and Technical Assistants (TAs) will evaluate performance. Assigned CORs, ACORs, and TAs will conduct review of contract specific Reports of Work such as invoices, monthly status reports, and work plans. The SPCD will utilize the QASP as a tool to evaluate, if the contractor-provided services meet the performance standards in the contract and will be the basis for reporting and summarizing contractor performance. 

The Contracting Officer’s Representative will be responsible for monitoring, assessing, recording, and reporting the technical performance of the contractor. 

The CORs, ACORs and TAs will have overall responsibility of ensuring that invoices and monthly status reports accurately reflect activities performed during reporting periods and providing input relative to contractor technical performance on a day-to-day basis. The CORs, ACORs and TAs will also assess contractor performance. The CORs, ACORs and TAs will utilize performance standard checklists to gather pertinent information and to evaluate contractor performance.

The Contracting Officer (CO) or his/her representative will have overall responsibility for overseeing the contractor’s performance. The CO will also be responsible for the day-to-day monitoring of the contractor’s performance in the area of contract compliance, contract administration, cost control; reviewing the COR/ACOR/TA’s assessment of the contractor performance; and resolving all differences between the COR/ACOR/TA’s version and contractor’s version. The CO may call upon the technical expertise of other Government officials as required.
4.0
Standards of Performance and Rating Elements
The contractor’s performance shall be evaluated by assessing Client Satisfaction, Control Cost and Schedule completion percentages measured against the above performance requirements summary, Acceptable Quality Level for all orders awarded are completed within the obligated funding, and on-time performance completion. The acceptable standards of performance are described in the below table. The rating elements ‘ACCEPTABLE’ or ‘UNACCEPTABLE’ will be used for the standards.

	ACCEPTABLE:  
	Performance meets or exceeds all of the Performance Requirements Summary’s Acceptable Quality Level requirements. Contractor is performing MCLogss requirements within the performance guidelines set forth in the contract and individual task orders.

	UNACCEPTABLE:  
	Performance does not meet one or more of the Performance Requirements Summary’s Acceptable Quality Level requirements. Contractor has not performed MCLogss in accordance with the performance guidelines set forth in the contract and individual task orders.


The COR or ACOR will determine if the performance quality levels set forth in the contract have been attained based on input from the TAs.
5.0
Surveillance Methods
The below, not all inclusive, listed methods of surveillance may be used in the administration of this QASP. Additional performance parameters may also be used as surveillance methods. Results from the surveillance activities will be used as supplemental input to the Contractor Performance Assessment Reporting System (CPARS).
5.1
Client Satisfaction: This method relies on the users(s) of the services(s) to identify and report unacceptable or incomplete services to the COR. Customers will submit complaints to the COR utilizing the ICE Customer Feedback, electronic Form. The customer’s complaint will be investigated and validated by the COR. Customer complaints may initiate unscheduled inspections. The complaints found to be relevant will be referred to the Program Manager. The COR will ensure a solution and/or resolution is reached and will provide notification to the customer of the anticipated solution and/or resolution date. If the corrective action does not occur within the time frame established by the Service Provider, the customer may again contact the COR. If the problem is systemic in nature, (i.e., process or procedural problems), the COR will ensure that any systemic improvements made by the Service Provider are documented and escalated appropriately. The COR shall maintain a summary log of all formally received customer complaints and resolutions of each, as well as a copy of each complaint in a documentation file.

5.2
Control Cost:  Customer surveys will be conducted periodically utilizing a Customer Survey Form. Survey results will be documented and tabulated. Customer survey forms will be maintained in a documentation file.

5.3
Periodic Sampling: Services and/or products will be inspected on a semi-annual basis for determination of quality assurance. Results will be documented and kept on file.

The MCLogss Overall Program Surveillance Report, Enclosure 1, identifies the performance standards and surveillance methods for the contractor. Surveillance reports may be used to document satisfactory or unsatisfactory performance. Reports will be summarized, documented and kept on file. As applicable, Electronic Subcontracting Reporting System, Customer Surveys, Contractor Submitted Invoices, COR Performance Appraisal/Reports, on MCLogss requirements that also include the delivery of some supplies, Random Sampling, 100% Inspection, Scheduled and Unscheduled Observations, as methods of inspection. The preferred method of surveillance is the combination of customer surveys and COR performance appraisals/reports. This plan contains the necessary forms and computation tables to monitor contract performance. Scheduled Observations will be inspections previously scheduled and coordinated with the contractor’s site supervisor. These Scheduled Observations will include but not be limited to, trouble tickets, work orders, corrective and preventative maintenance requirements and on-site work inspections. Unscheduled Observations will be conducted by the COR at random. These Unscheduled Observations will include but not be limited to, unannounced visits, customer premises and outside location work areas. Any discrepancies detected during the course of the surveillance, even if not of sufficient degree to render the service unsatisfactory for the purpose of payment deductions, will require corrective action by the contractor. The COR will notify the site supervisor of the deficiency as soon as it is found. If the deficiency is not corrected in what the COR deems to be a timely manner, the COR will notify the SPCD Contracting Officer, in writing, for disposition. Monthly surveillance documentation and reports prepared by the COR will be maintained in the COR file. The COR file will also contain a copy of the contract, all contract amendments, modifications, surveillance reports, and other documentation required by the SPCD Contracting Officer. If, at any time during the surveillance period, the results of surveillance show that the number of unacceptable observations during the period exceeds the Acceptable Quality Level, the COR will determine whether or not the government was responsible for the nonconformance and take appropriate action. 

6.0 Documenting performance

6.1 Unacceptable Performance
When performance is determined to be unacceptable, the COR will provide a narrative of the nonconformance and sign and date appropriately.  The COR will present the information to the contractor and conduct an independent investigation of the nonconformance.  If the contractor wants to dispute the results of the surveillance, the COR will refer to the Contracting Officer for resolution of the matter. A report template is attached. Any report may become a part of the supporting documentation or other actions.

6.2
ACCEPTABLE PERFORMANCE

The Government shall document positive performance. A report template is attached. Any report may become a part of the supporting documentation or other actions. 

7.0
Contractor Overall Assessment
A determination of the contractor’s overall performance by the SPCD will be made based on furnished copies of the individual semi-annual COR/ACOR summary reports required for submission to the SPCD for documentation of the contractor’s performance prior to exercising any available option. The COR/ACOR will perform a semi-annual assessment of overall contract metric performance utilizing the adjectival rating system identified in Enclosure 1as the measure of the contractor’s on-going performance meeting the AQL performance standards. Should performance problems arise, or as required by the CO, the frequency of COR/ACOR MCLogss Surveillance Activity Checklist shall be accomplished on a monthly basis with a copy forwarded to the CO or his/her representative within the Special Projects Contracting Division. The COR/ACOR is the person responsible for monitoring contractor performance issues.
The SPCD will provide annual customer feedback to the contractor by summarizing the past year’s surveillance activities. In addition, SPCD will provide annual performance feedback to the contractor from personnel responsible for management of the MCLogss contract. As soon as significant discrepancies are identified in the contractor provided services or products, the COR will notify the contractor, and the CO, if resolutions are not feasible.

8.0
Performance Assessment Documentation

The MCLogss Performance Standards Checklist, Enclosure 1, may be used as a supplement for monitoring the contractor’s performance. Performance evaluations associated with the performance categories of quality, timeliness, and cost for the contract will be documented.  All surveillance activities used to assess the contractor’s performance will be documented and findings will be tabulated and kept.  The findings will be the basis for an annual performance discussion between SPCD personnel and the MCLogss contractor representative and will also be the formal documentation for CPARS.

9.0 enclosures 
Enclosure 1: MCLogss Surveillance Activity Checklist

Enclosure 2: MCLMCLOGSS COR/ACOR Performance Report

Enclosure 1
MCLogss SURVEILLANCE ACTIVITY CHECKLIST
Semi-Annual Summary of Ratings (Check one CPARS evaluation rating for each category):


Quality

Schedule


Exceptional
____
Exceptional   
____


Very Good 
____
Very Good 

____

Satisfactory
____
Satisfactory
____


Marginal
____
Marginal
____


Unsatisfactory
____
Unsatisfactory
____


Cost Control

Other Areas


Exceptional
____
Exceptional   
____


Very Good 
____
Very Good 

____

Satisfactory
____
Satisfactory
____


Marginal
____
Marginal
____


Unsatisfactory
____
Unsatisfactory
____

Metrics Surveillance:

The COR will perform an semi-annual assessment of overall contract metric performance utilizing the above adjectival rating system as a measure of the contractor’s on-going performance as meeting the AQL performance standards. Should performance problems arise, or as required, the frequency of COR MCLogss Surveillance Activity Checklist shall be accomplished on a monthly basis with a copy forwarded to the CO or his/her representative within the Special Projects Contracting Division. As stated above, the Contractor is responsible for providing the necessary data and documentation in support of their request to exercise an available option.

Enclosure 2 
MCLogss COR/ACOR Performance Report
1. CONTRACT NUMBER: <insert number>
2. Prepared by: (Name of COR) <insert name>
3. Date and time of observation:
4. Observation: 

<Examples of items to include in a report are:

- Method of surveillance.

- How frequently you conducted surveillance.

- Surveillance results.

- Number of observations.>
Prepared by: <Enter COR’s name>
_____________________________



________________

Signature – Contracting Officer’s Representative


Date
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