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1.0 
INTRODUCTION
This Quality Assurance Surveillance Plan (QASP) is designed as a guide in monitoring the Performing Activity’s (PA’s) performance in accordance with the terms and conditions of the Request for Proposal  (RFP), Solicitation Number SP0700-03-R-7011, for the Defense Reutilization and Marketing Service (DRMS).  This section presents the principles associated   PA surveillance.  Section 2 presents the detailed collection plans for each Performance Work Statement (PWS) requirement.  

The QASP will be used as a government document to enforce the inspection and acceptance clauses of the RFP, recognizing that the PA’s Quality Control/Customer Service Plan (QC/CSP) will impact the final QASP.  The QASP may require revision after competition completion to reflect the PA’s QC/CSP and known strengths and weaknesses.  The Contracting Officer (KO), Continuing Government Activity (CGA) and the DRMS Transition team will work with the PA to formulate any changes.  The QASP will be shared with the PA’s Manager during Transition to achieve the best possible performance. 

1.1
QASP FOR DRMS STOCK, STORAGE AND ISSUE ACTIVITIES

    a.  This QASP specifically corresponds to the PWS contained in Section C of the RFP.  
    b. The objective of this QASP is to evaluate the PA’s performance across all requirements relative to performance standards.  All activities included in the PWS are grouped into major categories of effort that lead to effective provision of support services.  For this reason, the primary interest of the Government is the acceptability of the service provided by the PA, rather than the detailed operational procedures utilized to provide the service.

    c. The PA shall provide a Quality Control/Customer Satisfaction Plan (QC/CSP), which addresses methods for meeting performance standards and complying with applicable regulations as detailed in the PWS.  The Government is responsible for a QA plan to measure compliance with overall final standards.  The Government’s intent is to use QA to ensure the effectiveness of QC/CSP.

     d. The QASP provides information regarding the inspection of tasks required by the PWS.  This does not preclude the Government from using more stringent inspection timeframes and methods or any other methods necessary to measure performance.  If one inspection finds a service to be unsatisfactory or with more defects and deficiencies than would be reasonable, the QAE may determine that a follow-up inspection is appropriate.  The Government reserves the right to use other methods of inspection than might be cited here for specific services and more frequent inspections than might be cited herein.  However, the Government will endeavor to preclude interference with the PA in the performance of the requirements of the PWS.

1.2 TERMS

The following terms and acronyms are provided to facilitate understanding of this QASP:

Acceptable Performance Level (APL):   The minimum performance of each requirement before the Government considers performance unsatisfactory.  Specification of an acceptable performance level does not allow the PA to knowingly provide defective service; it is recognition of the fact that defective performance may sometimes occur unintentionally.  As long as the performance percentage does not fall below the specified acceptable performance level, the Government will not deduct for poor performance.  However, the PA shall be required to re-perform or correct the defective service or product at no additional cost to the Government.

Analysis Discrepancy Report (ADR):  Analysis of the sample selection taken during the performance period being surveyed.

Performing Activity (PA) :   The activity selected during the competition to perform the required services.  The term also includes the employees of the PA, who are performing the services.

PA Discrepancy Report (PADR): This report is the official form for documenting unsatisfactory performance for resolution by the PA.

Quality Assurance (QA):  The functions and associated actions performed by the Government to ensure that requirements are performed in accordance with specified standards, and that an appropriate level of PA quality control activities are in place and operational.  

Quality Assurance Surveillance Plan (QASP):  A written document that specifies the techniques and procedures the Government will utilize to perform quality assurance inspection and acceptance of PA services.  However, the Government is not limited to the types of inspection or the timeframes for inspection cited herein.

Quality Control (QC):  Those internal PA management functions that include, but are not limited to, training, documented procedures, inspections, and tests (taken at the point of performance) necessary to ensure that PA products and services conform to PWS requirements, specifications, and standards.

Surveillance Positions:  The Government will utilize the following positions to perform award management and surveillance.  Note: If the MEO is the successful offeror, there will not be a post award KO or Contracting Officer’s Representative (COR) positions, as the award will be dissolved once appeals and protests are resolved.  There will be QAE position(s), however, regardless of the identity of the PA.
· Contracting Officer (KO)  - DSCC will perform pre-award KO functions pursuant to the Federal Acquisition Regulations.  Upon award of a contract, DSCC will transfer the contract to DRMS for performance of all post award KO functions.  The KO will delegate some degree of day-to-day surveillance to the COR member(s) of the CGA in the event of an award to a contractor.

· Contracting Officer's Representative (COR) - The primary technically oriented representative assigned to monitor total PA performance and interaction with the Government personnel and provide technical coordination, as required, with Government organizations. 

· Independent CGA Oversight Office.  DRMS will create an office, independent from the CGA operations that are to provide oversight of the DRMS CGA QA program to ensure implementation and adherence.   

· Quality Assurance Evaluator (QAE) - The specific on-site Government representative delegated authority for the day-to-day managerial and technical interaction with the PA personnel.  

1.3
QASP PRINCIPLES

     a. The PA is responsible for QC/CSP inspection at the time of performance.  The Government is responsible for QA through inspection of the delivered product or service. The acceptance and inspection clause in the RFP allows the Government to implement quality assurance procedures.  Other clauses require the PA to implement a quality control/customer satisfaction plan.

     b. The QASP documents a program undertaken by the Government to provide a measure of the quality and timeliness of products and services purchased from the PA.  The Government, as recipient of the products and services provided by the PA, is responsible for developing and implementing methods for quality assurance.   This is usually done through QASP implementation by a COR for a contractor and other designated personnel.  If the MEO is implemented, the QAE(s) and other designated personnel will implement.  Implementation of the program assists in providing assurance that the quantity and quality of products and services received comply with PWS requirements.

     c. The QASP focuses on the quality and timeliness of the products and services received from the PA rather than on the procedures used to provide them.  The QASP details the following:

· Methods for surveillance of each PWS requirement

· Evaluation procedures to be used for each surveillance method

· Approaches for implementation of the QASP

     d. There is a QA approach specified for each required service. The approaches are step‑by‑step procedures explaining performance and documentation of the evaluation processes, analysis of evaluation results, and determination of satisfactory or unsatisfactory PA performance.  
1.4
SURVEILLANCE METHODS

The following surveillance methods can be applied individually or in combination to monitor performance of the services.

Direct Observations:  Direct Observation of services and products is used to survey the requirements.  Observations can be performed periodically or through 100% surveillance. The observations are documented in a surveillance log.

Management Information Systems (MIS):  This method evaluates outputs of a PWS requirement through the use of management information reports.  When using PA generated reports, this method is best for general surveillance, and may need to be supplemented by Planned Samplings.  The use of performance critiques (as in training courses) is included in this method.  MIS reports can assist all other methods.  The key is to recognize that the PA generates many available reports.  In a worst-case scenario, PA provided reports might be modified to conceal problems.  The QAE can accept the reports at face value, but use other methods to investigate problem areas.  MIS analysis may be documented in surveillance logs or reports.  The log is used when additional surveillance efforts are required based upon the MIS data.  A report is appropriate to document the result of MIS analysis.

Planned  Sampling :  This method uses a comprehensive evaluation of selected outputs.  This is applicable to interim outputs, whose quality is also measured in final outputs.  The inspections may be scheduled (Monthly Review) or unscheduled (as required).  Planned Sampling may be documented using a Surveillance Checklist. Planned Sampling is also called Periodic Inspection.  

100% Inspection:  This method evaluates all outputs of the PWS requirement.  This is most applicable to small quantity, but highly important products and services.  100% inspections may be documented using a Surveillance Checklist.  

Validated User/Customer Complaints:  This method relies on the user or the customer to identify deficiencies.  The complaints are then investigated and validated by the QAE.  In case of a dispute, the KO makes the final decision.  This is highly applicable to services provided in quantity and where quality is highly subjective.   

User Survey:  This method combines elements of validated user complaints and random sampling.  A random survey is conducted to solicit user satisfaction.  This is appropriate for high quantity activities that have historically been satisfactory.   The QAE will receive the survey responses.  They should be reviewed initially to identify negative responses.  PA provided tabulated reports should be reviewed for trends and general issues.  The survey results may be documented in a Surveillance Report.

Random Sampling: This method is designed to evaluate the outputs of the PWS requirement by randomly selecting and inspecting a statistically significant sample.  This is highly recommended for large quantity, repetitive activities with objective and measurable quality attributes.

1.4.1 ADDITIONAL INFORMATION.  The following is additional information on the surveillance methods:  

     
 a.   Direct Observation:   This method of surveillance is appropriate for QAEs, CORs or other DRMS personnel who observe the PA in the process of performing services.  These observations are for positive feedback as well as bringing problems to the PA’s attention.  

 
 b.   Management Information System:  This will be the system referenced in the PWS under 5.1.3, Compliance Assistance Management System.  The PA will input information and DRMS will use this as one of the methods of surveillance.  

 
 c.   Planned Sampling:  This method is also called Periodic Inspection.  This method is a variation of random sampling.  However, the sample is only taken in times when a deficiency is suspected.  This method is a good follow up to MIS analysis.  The sample results are applicable only for the specific work inspected.  Since the sample is not random, it cannot be applied to total activity performance. 

    
 d.  100% Inspection:  This method of surveillance will be used for only those services that do not occur frequently or in great quantity.  However, at the Government’s option, this can be a regular method of surveillance.

  
 e.  Validated User/Customer Complaints:  Once established, the user complaint program and procedures should be presented to every organization receiving services from the PA.  Operating instructions should be given to each organization, outlining the user complaint program, the format and content of a user complaint, and the action that can be expected from those assigned to monitor and manage the process.  Validated complaints constitute a surveillance method based on user awareness.  Users familiar with the PWS requirements will notify the QAE when there is a case of poor performance or nonperformance.  Upon notification, the QAE will complete a User Complaint Record (UCR) and conduct an inspection to validate or invalidate the complaint.  A user complaint cannot be used to satisfy a random observation or 100% inspection requirement.  However, it can be used a further evidence of unsatisfactory performance, if the periodic or 100% inspection shows that the specific service is unsatisfactory.  The KO or designee may use customer complaints as a tool to determine if other actions are required.  

     
f.   User Survey:  User surveys will be coordinated with the PA to assure that the Government and the PA understand what will be surveyed.  In case of a dispute, the KO will make a final decision.  User survey results will take into account the timeframe of performance period within which the work was performed and which monthly period the complaints were received.

g.   Random Sampling: 

           1.  The random sampling (tally) checklists prepared for each sampling guide are used to record information on observations and defects.  The details of any defects (defects or discrepancies, herein referenced as defects) discovered during the sampling process are recorded on the checklist.  The KO or designee informs the PA's Program Director or designated PA representative when discrepancies or defects occur and asks the PA representative to correct the problem.  A notation is made on the tally checklist of the date and time the deficiency was discovered.  The Program Director or PA representative must initial the entry on the checklist.  Tally checklists are to be assembled, summarized and forwarded to the appropriate office as required.  If the PA is responsible for not meeting the APL as indicated in the sampling guide, a PADR is issued to the PA.  If the failure is considered serious, the PADR is issued at the time of unsatisfactory performance rather than at the end of the month.  When completed and signed, the PADR, along with the random sampling checklist, becomes the documentation supporting payment, nonpayment, or other actions.  

          2. The first step in random sampling is to determine the total number of items in a lot that is to be monitored using random sampling.  Based on the lot size, the respective sample size for normal inspection is determined by reference to the Random Sampling Scheme for Alternative Lot Sizes. Once the sample size is selected, the fixed APL and the sample size should be referenced in the Single Sampling Plans for Normal Inspection (Master Table, or equivalent statistical table) to determine the accept/reject numbers.  If the "Accept" number is zero, the sample size should be increased until the "Accept" number is one.  The APL is fixed in the PWS and remains the same.  Once the sample size has been determined, all items designated in a lot must be numbered beginning with one through the total of all items in the lot. 

          3. Once all items in a lot are numbered, the actual sample must be selected. The Office of Procurement Policy (OFPP) Pamphlet No. 4 presents an example of a random number table that can be used by the QAE in developing random samples.  The random numbers in this table are arranged in groups of five numbers (i.e., 58651, 25480, etc.).  To use the table, the inspector will begin by picking at random a group of numbers on any page on the table.  This can be done by a process as simple as closing the eyes and pointing with a pencil or finger to some initial group of numbers.  

          4. The use of variety in the random number table ensures that detectable patterns do not occur.  In addition to starting at different points and alternating the patterns used, the use of the first significant digits and last significant digits of the selected numbers will also provide variety.  Success in the use of the tables requires consistency but also variety.  Once the total number of random numbers is selected, the numbered items in the lot, which match the selected random number table numbers, must be inspected.  Based upon the fixed APL, the sample size and the inspection of the sampled items, the QAE should reference the appropriate columns of the Single Sampling Plans for Normal Inspection to assess whether or not the PA has equaled or exceeded the "Reject" number for the particular fixed APL and sample size.  PA performance or non‑performance must be documented by the QAE on the sampling guide tally checklist for each inspection.  This documentation should be assembled monthly and forwarded to the appropriate office.

          5. If the PA has equaled or exceeded the "Reject" number, performance is considered unsatisfactory and the PADR should be prepared.  The sample selection and analysis may begin during or after the performance period being surveyed.  Caution must be exercised to ensure that sample results are applied to the correct performance period in which the work was produced.  

          6. When a PA's quality control program works, good performance results.  If the result of the QAE surveillance shows consistently good performance, the amount of the surveillance can be decreased for services surveyed by random sampling.  This decision is solely at the Government’s discretion.

          7. Reduced inspection can be used when all of the following conditions have been met for a sampling guide:

· The preceding four lots, i.e., last four performance periods, have been acceptable

· The number of defects in each of the preceding four lots is less than one-half of the acceptable number.  For example, with an APL of 10% and a sample size of 20, the acceptance number is five.  If two or less defects were found in each of the last four lots, reduced inspection could be used

· The normal sample size is being used

· Appropriate parties agree to use reduced inspection

          8. Reduced inspection decreases the sample size used to evaluate PA performance.  In addition, the acceptance and rejection numbers change for the given APL.  To implement the required changes to the existing sampling guide for reduced inspection, the following procedures should be initiated:

· Using the existing lot size, find the new sampling size using the procedures contained in OFPP Pamphlet No. 4 (or equivalent statistical table)

· Using the APL in the sampling guide and the new reduced sample size, identified in OFPP Pamphlet No. 4, locate the new "accept" and "reject" numbers.  Note that there is a gap between the acceptance and rejection numbers; e.g., with a sample size of 20 and an APL of 10%, accept is 5 and reject is 8.  This means that the lot would not be rejected unless eight or more defects were found.  However, a number of defects greater than five will be cause for returning to normal inspection, i.e., returning to the sample size and acceptance and rejection numbers used in the original sampling guide.

          9. When reduced inspection is in effect, return to normal inspection the next performance period under the following conditions:

· When the number of defects exceeds the acceptance number under reduced sampling, or

· The KO or designee deems it necessary to return to normal inspection.

         10. If, during the first month normal sampling has been resumed, the number of defects found is again less than 50% of the reject level, a return to reduced inspection may be used the next month.  If the number of defects found is over 50% of the reject level, then normal sampling must be performed until four months of less than 50% of the reject level defects are found.

1.5
DOCUMENTATION REQUIREMENTS

     a. Implementation of a QASP is based upon the quality of the surveillance documentation.  Easy to use and complete documents are required, and the management and surveillance team must be disciplined in completing the required documentation.  The inspection and acceptance of PA provided products and services cannot be based upon opinion or anecdotal evidence.  Completeness, currency and accuracy are required to document both satisfactory and unsatisfactory performance.

     b. The following pages contain the primary general documents required by this QASP.  Section 1.6 and Chapter 2 discuss the implementation of these documents.  

     c. Surveillance Reports:  A generic surveillance report follows this page.  The report is used for surveillance methods that are scheduled and completed in a continual process.  As shown, the report is summary in nature, under the assumption that most surveillance is satisfactory.  However, the results and compliance blocks should be used to document unsatisfactory performance.  The blocks are completed as shown on the reports.

SURVEILLANCE REPORT

FOR

DEFENSE REUTILIZATION MARKETING SERVICE PA LOCATION SITE

Requirement:  To be inserted from the PWS

Reference:  Insert the paragraph reference from the PWS

Method of Surveillance:  Based on the QASP, including frequency.  Method and frequency may be changed at the Government’s discretion.

APL and Lot Size:  The APL % and the lot size per period 

Date(s) Accomplished:  Insert the date or dates when the surveillance is performed

Surveillance Results:  Insert the results that document satisfactory and unsatisfactory performance.  Include any additional comments that may impact the efficiency and effectiveness of performance by either the Government or the PA.

Compliance:  Enter YES or NO

Rationale:  Optional for compliance, mandatory for non-compliance

Preparer:  Name, title, and date

     d.  Surveillance Logs:  A generic surveillance log follows below.  This log is valid for primary surveillance methods that are based on responses to observed or reported issues.  The logs are used when the surveillance may be conducted as needed, or over an extended period of time.  The blocks are completed in the following manner.

SURVEILLANCE LOG
FOR
DEFENSE REUTILIZATION MARKETING SERVICE PA SERVICE LOCATION SITE

Initiating Action:  Enter the surveillance schedule, observation, analysis, or user complaint that generated the need for the surveillance.  As applicable, reference the user complaint record or other documentation.

Requirement:  To be inserted from the PWS

Reference:  Insert the paragraph reference from the PWS

Method of Surveillance:  Based on the QASP, including frequency

APL and Lot Size:  The APL % and the lot size per period 

Date(s) Accomplished:  Insert the date or dates when the surveillance is performed.  It is common for a log to have multiple dates.

Surveillance Results:  Insert the results that document satisfactory and unsatisfactory performance.  Include any additional comments that may impact the efficiency and effectiveness of performance by either the Government or the PA.  It is common for a log to be used to document required changes in Government direction or procedures that affect performance.

Compliance:  Enter YES or NO

Rationale:  Optional for compliance, mandatory for non-compliance

Preparer:  Name, title, date

     e.  User Complaint Record (UCR):  

· A generic UCR follows below. The Government Representative or the originating party may fill out the record.    

· The complaint record should be of sufficient detail to allow a complete investigation that may be documented in a surveillance log.  When appropriate, the record should be maintained with the log.  A UCR should include the following information.

· If the QAE or COR determines that the complaint is valid, the QAE or COR is required to enter his/her signature, the date, and the time on the UCR.  The re-performance period (if applicable) shall commence as though the deficiency was discovered through a scheduled inspection.  If the number of user complaints exceeds the APL, a discrepancy report must also be prepared.

· In the requirements, using validated user complaints, quality can be subjective.  The QAE or COR needs to carefully evaluate the complaint to guard against unfair user opinions.  The evaluations are likely to identify areas where users need to give more complete guidance to the PA.


USER COMPLAINT RECORD

FOR

DEFENSE REUTILIZATION MARKETING SERVICE PA SERVICE LOCATION SITE

Source:  Name of individual, title and organization, office location, and telephone number.

Date:  xx/xx/xx
Time:  xx:xx

Received By:  Enter name of Government Representative.

Nature of Complaint:  Describe the situation and events.  Include all information, including Government and PA actions.

Reference:  Insert the PWS reference, including requirements.

Log Reference:  Reference the surveillance log used to document the investigation.

PA Informed:  Date, time, person informed, title, phone number of both when originally informed (if applicable) and when informed of investigation result.

Action taken by the PA :  Document any response or action reported by the PA or attach any documentation provided by the PA.

Preparer:  Name, title, and date.

     f.  Discrepancy Reports: 

· A generic PA discrepancy report follows below.  This report is the official form for documenting unsatisfactory performance for resolution by the PA.  This form emphasizes that the goal of the QASP is not to build files regarding non-performance.    The goal is to assist the PA to provide effective and efficient performance in accordance with the requirements.  

· The appropriate Government representative fills in the discrepancy information.  In most cases, the QAE will provide this information, and the CGA’s designee will provide the PA's Site Manager (or designated representative) with the verbal and written notification.

· The PA's Project Director or designee shall approve the PA's response and sign the appropriate line.  The response shall include corrective actions at the designated location and all other locations, actions to prevent recurrence, and QC procedures to be used or modified.

· The QAE or COR shall evaluate the response and provide a recommended course of Government action for review and approval. The PA will then be provided with the original form and a file copy.  The original shall be signed by the PA's Site Manager and returned.

PA DISCREPANCY REPORT
FOR
DEFENSE REUTILIZATION MARKETING SERVICE PA SERVICE LOCATION SITE

Discrepancy:  Describe in detail, include date and time, citations, if any, and reference applicable requirements.

Notification:  List PA representative who was notified and date.  PA representative shall sign to acknowledge receipt.

PA Response:  The PA's response shall be documented on the form or attached to the form and be signed by the PA's Project Director.

Government Evaluation:  List acceptance, partial acceptance, or rejection, and provide rationale.

Government Action:  List action, if any.

Close Out:  

Name & Title

Signature

Date
PA 


___________

________

mm/dd/yy

KO or designee

___________

________

mm/dd/yy

1.6
IMPLEMENTATION

The QASP implementation is based on careful planning and targeted use.  These goals are met through scheduling, documenting, modification, and implementation of the Plan.

Surveillance Schedules: 

     a.  Surveillance schedules should be developed or modified on a monthly basis.  The QAEs will develop a monthly inspection schedule for activities based on the surveillance plan's requirements.  The monthly schedule should be completed by the last workday of the preceding month.  Identifying the required tasks develops the monthly inspection schedule.  Items to be inspected during the month are to be incorporated into the schedule and noted in such a manner as to clearly indicate what the representative is monitoring.  Time to validate user complaint items should also be incorporated into the inspection schedule to the extent possible.  The primary scheduling requirements are tracking surveillance as it occurs and scheduling surveillance, as it is required.

     b.  The appropriate representative must retain a copy of all inspection schedules.  The QAE must maintain the PA Discrepancy Reports, UCRs, and Surveillance Activity Checklists for 100% inspected items, and Surveillance Checklists for MIS reported information.     

     c.  If the specific service is judged to be unsatisfactory during an inspection, the documentation supporting the deficiency report is to be forwarded to the KO within five working days after the inspection.  When the output is based on a PA‑developed procedure, the procedures themselves are only analyzed when the Government considers the level of service unsatisfactory.  When this is the case, the QAE or COR must determine whether the unsatisfactory performance is the fault of the Government or the PA and provide a recommendation to the KO.

     d.  When the Government has caused the PA to perform in an unsatisfactory manner, no action is required of the PA and the discrepancies are not counted against the PA's performance.  Rather, the QAE must prepare a letter addressed to the responsible Governmental organization requesting corrective action be taken.  When unsatisfactory performance is the PA's fault, the PA is informed of the deficient performance and requested to take corrective action.  

Documentation:  Section 1.5 presented the required documentation and the previous paragraphs discussed the schedule.  The following are the key elements concerning documentation in the implementation of the QASP.

· PA performance must be documented to provide a legal basis to take action.  Informal or anecdotal evidence cannot be used to reward the PA or to initiate corrective actions.  

· It is equally important to document both satisfactory and unsatisfactory performance.  Documentation of satisfactory performance assists in documenting that the PWS requirements are properly implemented and executed.  It also assists in identifying PA approaches that are working, when unsatisfactory performance is documented for the same requirement at a different location.

· The documentation does not require complex writing.  Simple and clear sentences are preferred.  The key is to be complete.  Some documents may be reviewed months later.  The discussions should always allow for complete understanding based solely on the form.

· The forms are set up as one page.  However, they may be extended to as many pages as required.  Formatting is easier when using the computer files retained by the QAE.

Modification:  

     a.  The Government can modify the QASP unilaterally.  Such modifications cannot be grounds for increasing the cost of services performed.  The QASP represents the Government's acceptance and inspection program for the PWS requirements.

     b.  Modifications refer to changes in the QASP requirements, as reflected in the PWS.  Modifications do not refer to monthly adjustments in surveillance schedules by individual QAEs or other representatives.  

     c.  The QAE will present recommended QASP modifications for approval.  The QAE may provide QASP modifications to the PA for information only.  The QAE is responsible for distributing all QASP modifications.

     d.   All components will use the same QASP.  The QAE is responsible for identifying to the KO any specific modifications required for their functional area.  The QAEs are in a unique situation to test the QASP and recommend improvements.  The COR or QAE may be the primary input for modifications to the management reports and the MIS analysis.

     e.  The Government reserves the right to ensure the PA is obtaining and maintaining required training and certifications.

     f.  This QASP is written prior to competition completion.  As such, variables remain unknown, such as (these variables may affect the need to modify the QASP):

· Will there be any critical changes in the requirements or governing directives and laws?

· Will there be any major Organizations (i.e., DLA, DRMS) that could affect the services required?

2.0
COLLECTION PLAN

Specific quality standards are provided as appropriate.  Where quality standards are not provided, the PA’s QC/CSP shall address how the quality inherent in the requirements will be met.
2.1 CUSTOMER SATISFACTION

	Paragraph/

Activity 
	Standard
	APL
	Source


	Surveillance Method
	Measurement Universe

	5.1.4 Customer Satisfaction

(C-5.1.3)
	Customer Satisfaction resulting from implementation of the QC/CSP.


	No more than 2 valid customers complaints during the month.


	Valid Customer Complaints
	Customer Complaints; User Survey
	All personnel who are not part of the PA.


2.2 RECEIVING

Timeliness

	Paragraph/

Activity 
	Standard
	APL
	Source


	Surveillance Method
	Measurement Universe

	5.2.3  Scheduling Generator Deliveries 

(C-5.2.2)
	Delivery Date and time to unload property shall be within ten (10) workdays from the date Generator requests to schedule turn-in


	95%


	Valid documented complaints
	Periodic Review of Customer Complaints
	Generators that have scheduled the delivery of property to PA managed facilities.


	Paragraph/

Activity 
	Standard
	APL
	Source


	Surveillance Method
	Measurement Universe

	5.2.3 Transportation arrangements; impacted Sites

(C-5.2.1)
	Impacted Site  property turn-ins to the PA facility shall be picked up within 7days after being notified by the Generators unless arrangements are made with the KO or designee. The PA should also work to pick up earlier than 7 days if circumstances dictate an earlier removal.  Conversely, it is acceptable for the PA to arrange with the generator a longer pick-up schedule than 7 days if acceptable to the generator.
	98%
	All   property transported from an impacted site to a PA-managed facility.
	Periodic review of impacted Generator disposal inventory
	All property transported from impacted site to a PA-managed facility.  

	5.2.3  Unloading Scheduled Deliveries by Generators

(C-5.2.2)
	The conveyance shall be unloaded and the property staged for receipt processing within three (3) work hours from the time     property is delivered to a PA managed facility.
	98%


	Valid documented complaints
	Review of Customer complaints.
	All generator usable excess property deliveries to a PA-managed facility.

	5.2.3  Unloading Unscheduled Deliveries by Generators

(C-5.2.2)


	The conveyance shall be unloaded and the property staged for receipt processing within five (5) work hours from the time property is delivered to a PA managed facility. 
	98%  


	Valid documented complaints
	Periodic Review of Customer complaints
	All generator usable excess property deliveries to a PA-managed facility. 

	5.3.2.1  Establish Record of Property Receipts 

(C-5.3.1.3)
	For all property received, establish accountable property record within 7 calendar days of either taking physical custody of the property or of accepting DTIDs for property not in physical custody of PA  
	98% 


	DAISY
	Planned sampling.  
	All DTIDs received during the period being inspected..

	5.3.2.1  Receipt Processing 

(C-5.3.1.4) 
	File a copy and furnish a copy of DoD 1348-1a to Generators within 15 calendar days of receipt.  
	 98%
	PA Central file
	Planned Sampling
	All DTIDs received during the period being inspected.


Quality

	Activity


	Standard


	APL


	Source


	Surveillance Method
	Measurement Universe

	5.3.2.2 Categorizing

Demil; pilferable; and hazardous property

(C-5.3.1.2)      
	Property accurately categorized
	100%
	DAISY/PA Inventory locations 
	Planned Sampling, or 100% of Inventory


	DEMIL, Pilferable, and Hazardous property

	5.3.2.2.  Categorizing  all other property

(C-5.3.1.2
	Property accurately categorized
	95%
	DAISY/PA Inventory locations
	Planned Sampling


	All other usable excess property physically received at PA managed facility (other than DEMIL, Pilferable, and Hazardous Property).


2.3 STORAGE

Timeliness

	Activity
	Standard
	APL
	Source
	Surveillance Method 
	Measurement Universe

	5.4.2.1  Property Movement & Location due to DEMIL Code changes 

(5.4.1.2)
	 Completed within 3 workdays from DAISY notification.
	98% 
	DAISY DEMIL code change notifications
	Planned Sampling
	All DEMIL code changes.

	5.4.2.1 Property Movement & Location Changes due to Downgrade transactions

(C5.4.1.3)
	Completed within 3 workdays after KO or designee notification,
	95%
	DAISY Downgrade transactions
	Planned Sampling
	All downgrade transactions.


Quality

	Activity
	Standard
	APL
	Source
	Surveillance Method
	Measurement Universe

	 5.4.2.2  Storing DEMIL, Hazardous, Precious Metals

(C-5.4.1.2 and 5.4.1.4)
	Property has an assigned location, is in the proper locations and is properly stored/labeled.
	100%
	DAISY/PA Inventory Locations
	Planned Sampling
	DEMIL, Hazardous and Precious Metals.

	5.4.2.2 Storing Pilferable Property

(C-5.4.1.2 and 5.4.1.3)


	Pilferable property stored in controlled areas or in sealed and banded containers. Property has an assigned location, is in the proper location and is properly stored/labeled
	100%
	DAISY/PA Inventory Locations
	Planned Sampling
	All pilferable property in current inventory.

	5.4.2.2 Storing All other Property

(C-5.4.1.3)
	Property has an assigned location, is in the proper location and is properly labeled
	95%
	DAISY/PA Inventory Locations
	Planned Sampling
	Current inventory at the PA-managed facilities except for classes of items listed above for Paragraph 5.4.1.2 and 5.4.1.3 


2.4 ISSUE

Timeliness

	Activity
	Standard
	APL
	Source
	Surveillance Method
	Measurement Universe

	5.5.2.1  MILSTRIP Packing & Crating

(C-5.5.1.1.2) Priority 1-5 
	Pack and crate property properly within 1 calendar day of receipt of material release authority 
	 97% within 1 calendar day for priority 1 through 5 
	DAISY/PA Central File
	Planned Sampling
	All MILSTRIP requisitions processed during the inspection period.

	5.5.2.1 MILSTRIP Packing & Crating

(C-5.5.1.1.2) Priority 6-15
	Pack and crate property properly within 3 calendar day of receipt of material release authority 
	95% within three (3) calendar days for priority 6 through 15
	DAISY/PA Central File
	Planned Sampling
	All MILSTRIP requisitions processed during the inspection period.

	5.5.2.1 Outloading Property

(C-5.5.1.1.3)
	Coordinate customer arrival time.  Within 30 minutes of customer arrival at loading site provide customer an estimated time they will be loaded.   Commence loading within thirty minutes of estimated time.    
	No more than 3 valid customer complaints per month.
	Valid documented complaints
	 Review of documented complaints.
	All customers requiring PA outloading.

	5.5.2.1 Processing Issue Documents & Record Update

(C-5.5.1.1.4)
	Update DAISY within three days to reflect any changes to the accountable records resulting from property issue transactions. 
	98%
	DAISY
	Planned Sampling
	All property issue transactions for the time frame inspected.

	5.5.2.1 Processing Issue Documents & Record Update

(C-5.5.1.1.4)
	For property outside of PA’s authority level (pursuant to DRMS-I 4160.14, Volume IV, Chapter 6, Attachment 1), provide data/notification to the KO or designee on the same workday.  
	95%
	DAISY
	Planned Sampling
	All property downgrades requiring Government approval.


Quality

	Activity
	Standard
	APL
	Source
	Surveillance Method
	Measurement Universe

	5.5.2.2 Verifying Authorizations – General

(C-5.5.1.2.1)
	Property is released to personnel that are authorized to sign for and receive property. 
	97%
	Central File
	Planned Sampling
	All R/T/D/S property released at the PA facility for the period measured.

	5.5.2.2 Verifying Authorizations – DEMIL, Hazardous, Pilferable and precious metals.

(C-5.5.1.2.1)
	Property is released to personnel that are authorized to sign for and receive property. 
	100% 
	Central File
	100% inspection
	Property in these categories released during the time frame being inspected.

	5.5.2.2 Packaging, Crating, and Handling (PC&H)     (C-5.5)
	Property is properly packaged and prepared for shipment. 
	97%
	Property awaiting shipment at PA facility or servicing Transportation facility
	Planned Sampling
	All property issued requiring PC & H other than the classes cited below.

	5.5.2.2 Packaging, Crating and Handling (PC&H) DEMIL, Precious Metal and Hazardous Property.

(5.5)
	Property is properly packaged and Prepared for shipment.
	100%
	Property awaiting shipment at PA facility or servicing Transportation facility
	100% inspection or Planned Sampling
	All property issues requiring special packaging requirements pursuant to the cited regulations in 5.5


2.5 CUSTOMER ASSISTANCE

	Activity
	Standard
	APL
	Source
	Surveillance

Method
	Measurement Universe

	5.6.2.1  Handling Inquiries

(5.6.1.1)
	Provide information to the requester within four (4) work hours of receipt of the request for property located at the PA Facility.  
	No more than 3 valid customer complaints per month.    
	Valid documented complaints
	 Review of Customer complaints; user surveys 
	Customer inquiries

	5.6.2.1 R/T/D Customer Assistance

(5.6.1.2)
	100% Availability for customer assistance during normal PA working days and hours of operation.  
	No more than 3 valid customer complaints per month 
	Valid documented complaints
	Review of documented customer complaints; User Surveys
	Customers requiring assistance for viewing and requisitioning PA-managed property.


2.6 PROPERTY ACCOUNTABILITY

Timeliness

	Activity
	Standard
	APL
	Source
	  Surveillance Method
	Measurement Universe

	5.7.2.1 Resolving Discrepancies

(5.7.1.2)
	Resolve discrepancies between physical inventory and the accountable record within three (3)  workdays of discovery.  
	90%
	DAISY/PA Inventory
	Planned Sampling
	Current inventory at the PA managed facilities.

	5.7.2.1 Resolving Discrepancies after Issuance

(5.7.1.2) 
	Resolve discrepancies within four (4) workdays of discovery.  
	90%
	DAISY/

Release documentation
	Planned Sampling
	All property issued from PA managed facilities during the time frame being inspected.

	5.7.2.1 FLIPL

(5.7.1.3)
	PA portion of FLIPL completed within 10 workdays of inventory loss or damage.  
	95%  
	Central File
	Planned Sampling
	All property losses requiring FLIPLs at PA-Managed facilities.


Quality

	Activity
	Standard
	APL
	Source
	Surveillance Method
	MEASUREMENT UNIVERSE

	5.7.2.2 Inventory Accuracy  - General 

(5.7.1.2)
	Accountable property record matches actual physical property inventory.
	95%
	DAISY/PA current Inventory
	Planned Sampling
	Current inventory at PA operated facilities except for those classes of property listed below.

	5.7.2.2 Inventory Accuracy - DEMIL, Hazardous, pilferable, and Precious Metals

(5.7.1.2)
	Accountable property record matches actual physical property inventory.
	100%
	DAISY/PA current Inventory
	Planned Sampling – 100% inventory.
	Current inventory at PA operated facilities.


2.7 RECEIVED IN PLACE

	Activity
	Standard
	APL
	Source
	Surveillance Method
	Measurement Universe

	5.8.1.1

Establish Record of Property Receipts

(C-5.8)
	For all property received, establish accountable property record within seven (7) calendar days of either taking physical custody of the property or of accepting DTIDs for property not in physical custody of the PA
	98%
	DTIDs received at the PA’s Facility
	Planned Sampling
	DTIDs received during the time frame being inspected.

	5.8.1.1 Receipt Processing

(C-5.8
	File and furnish copies of DoD 1348-1a to Generators within 15 calendar days of receipt
	98%
	DTIDs received at the PA’s Facility
	Planned Sampling
	DTIDS received during the time frame being inspected.

	5.8.1.1 Processing Issue Documents & Record Update

(C-5.8)
	Update DAISY within 3 workdays to reflect any changes to the accountable records resulting from property issue transactions.
	98%
	DAISY

Issue Documentation
	Planned Sampling
	All property issued during the time frame being inspected.
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