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QUALITY ASSURANCE SURVEILLANCE PLAN

FOR

CUSTODIAL SERVICES

SERVICE:
Basic Cleaning Services



Basic Restroom/Locker Rooms Cleaning Services



Periodic Cleaning Services

SURVEILLANCE:  The government evaluator will receive complaints from base personnel and pass them to the contractor's quality control inspector (QCI) for correction.

STANDARD:  Recurring defects are not permitted for any of the above service items.  For example, if customer X at building Y complains that there is trash left on the floor after vacuuming, the contractor must correct the defect through re-performance.  No defect is recorded against the contractor's performance.  However, if this same situation occurs again during the contract period, a defect is recorded and reported to the contracting officer for appropriate action in accordance with FAR 52.212.4, Contract Terms and Conditions-Commercial Items (May 1997).

PROCEDURES:  Any Base employee that observes unacceptable services, either incomplete or not performed, for any of the above service items should immediately contact the government evaluator and the evaluator will complete appropriate documentation to record the complaint.  The evaluator will consider the customer complaint valid upon receipt from the customer.  The evaluator should inform the customer of the approximate time the defect(s) will be corrected and advise the customer to contact the evaluator if not corrected. The evaluator will consider customer complaints as resolved unless notified otherwise by the customer.  The evaluator shall verbally notify the Contractor’s Quality Control Inspector (QCI) to pick up the written customer complaint.  The QCI will be given two hours after verbal notification to correct the unacceptable performance.  If the QCI disagrees with the complaint after investigation of the site and challenges the validity of the complaint, the QCI will notify the evaluator.  The evaluator will conduct an investigation to determine the validity of the complaint.  If the evaluator determines the complaint as invalid, he will document the written complaint of the findings and notify the customer.  The evaluator will retain the annotated copy of the written complaint for his/her files.  If after investigation the evaluator determines the complaint as valid, the evaluator will inform the QCI and the QCI will be given an additional hour to correct the defect.  A defect will not be recorded if proper and timely correction of the unacceptable condition(s) is accomplished.  However, a defect in Contractor’s Quality Control program will be recorded for QCI’s failure to recognize a valid customer complaint.  The QCI shall return the written customer complaint document, properly completed with actions taken, to the evaluator, who will file the complaint for monitoring future recurring performance.

SERVICE:  Emergency or Special Event Cleaning Services
SURVEILLANCE:  The government evaluator will evaluate the services required by each delivery order to ensure compliance.

STANDARD:  The contractor shall perform all work required by the delivery order in a satisfactory manner.

PROCEDURES:  The government evaluator will inspect all work tasks required by the delivery order to ensure contractor compliance with the appropriate paragraphs 1.1, 1.2, and/or 1.3 of the Statement of work (SOW) each time service is performed.  Record results of inspection, noting the date and time of inspection.  If inspection indicates defective performance, notify the contract manager or QCI of the defect and have him correct.  Contractor shall be given two hours after notification to correct the defect(s).  The evaluator shall not issue a receiving report accepting the services for the delivery order until all defects have been corrected.
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