QUALITY ASSURANCE SURVEILLANCE PLAN (QASP)

Section 1.  Overview.  This QASP is issued to provide methods of surveillance for the elements of the Performance Work Statement (PWS) for the Expert-level OS390/zOS Software support—(Security, Output Management, Time Manipulation, Assembler Language Specialty).  

Section 2.  Surveillance Responsibilities.  Performance of the service under the criteria defined for each PWS element will be evaluated as stated below.  Full payment of monthly invoices will be provided upon performance within the established performance thresholds.  

When the performance threshold for a particular mission critical PWS is not met and re-performance does not correct the problem, the contractor shall explain, within 15 days in writing to COR why performance was unacceptable, how performance will be returned to acceptable levels, and how recurrence of the problem will be prevented in the future.  The COR shall evaluate the contractor's explanation and determine if full payment, partial payment, or the contract termination process is applicable. 

When re-performance does not correct the deficiency and the contractor’s explanation of degraded performance is not deemed acceptable, the COR will notify the contracting office that a partial payment will be made.  Partial payment will deduct ___ percent (pick percentage) of the contractor’s monthly invoice, until such time as the performance is corrected.

	Performance Objective
	SOW Paragraph
	Performance Threshold
	Surveillance Methods

	Provide technical, engineering, training, and consulting services/support (MISSION CRITICAL)
	2.1 through 2.1.8.
	No mission critical shortfalls as identified by customer complaint. 
	Customer complaint and random sampling.

	Provide training. 
	2.1.2
	Perform quarterly training.  


	Customer complaint.

	Plan, coordinate and implement system migrations.  (MISSION CRITICAL)
	2.1.3
	System migrations must be supported 100% of the time.  (or give time limit or acceptable percentage).  
	100% inspection (or less percentage if applicable).

	Plan, coordinate and implement system upgrades and conversions.
	2.1.4
	Keep product maintenance current.  Upgrades/conversions must be processed within XXXX (give time frame).  
	Periodic surveillance.

	Develop and maintain SMF accounting exits, JES2 exits and ISFUSER exits.  
	2.1.5
	No mission critical shortfalls as identified by customer complaint (if mission critical)
	Periodic surveillance.

	Provide technical advice and consulting services
	2.1.6
	Requested advice/consulting will be provided to the customer.
	Customer complaint and periodic surveillance.

	Perform problem reporting/monitoring, status updates, incident logs and capacity planning processes and procedures.
	2.1.7
	Required logs and processes and procedures are kept current.
	Customer complaint and random sampling.

	Perform trend analysis.
	2.1.8
	Trend analysis is periodically performed and performance issues brought to customer attention.
	Periodic surveillance.


Types of Surveillance:

Customer Complaints are the preferred manner in which to handle contractor service deficiencies.  Upon receiving a complaint, a member of the COR or designated representative will contact the contractor and work to resolve the issue.  This method can also be combined with any of the following methods, i.e., if a problem is detected using one of the other surveillance methods, customer complaints can be used as substantiating evidence.

Random sampling is the most appropriate method for frequently recurring tasks.  It is done to determine whether or not to accept the contractor’s performance of a total lot of a particular task for a given period of time.  Random sampling involves selection of the sample size for a specified performance criteria based upon the size of the lot to be sampled.

100% inspection is preferred for those tasks that occur infrequently.  This includes tasks that cannot be randomly sampled because the size of the lot is too small.  It is also used in cases where task performance requirements are very stringent. 

Periodic surveillance consists of the evaluation of samples selected on other than a 100% or statistically random basis.  An example of this would be weekly inspections at a specified and predictable time.

