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CONTRACT NO.______________________

INTRODUCTION

This Quality Assurance Plan (QAP) has been developed pursuant to the requirements of the Statement of Work (SOW) in Contract No._____________.

This plan sets forth procedures and guidelines that the Department of Commerce will use in evaluating the technical performance of the

Contractor,______________________.  A copy of this plan will be furnished to the Contractor so that he/she will be aware of the methods that the

Government will employ in evaluating his/her performance

A. Purpose of the QAP
1. The QAP is intended to accomplish the following:

a. Define the roles and responsibilities of participating Government officials:

b. Define the types of work to be performed, i.e. work orders, preventive maintenance, telephone calls, etc:

c.
Describe the evaluation methods that will be employed by the Government in assessing the Contractor's performance;

d. Provide copies of the quality assurance monitoring forms that will be used by the Government in documenting and evaluating the Contractor's performance; and

e. Describe the process of performance documentation.

2.
The Contractor has developed a Quality Control Plan (QCP) which sets   forth procedures and responsibilities for controlling high quality work.  The Contractor has designated his employee, _______________, to be responsible for implementation of the QCP.

B.
ROLES AND RESPONSIBILITIES OF PARTICIPATING GOVERNMENT OFFICIALS
The following Government officials will participate in assessing the quality of Contractor's performance.  Their roles and responsibilities are described as follows:

1. _____________________will serve as the Contracting Officer's Technical Representative and Quality Assurance Specialist
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Technical Representative and Quality Assurance Specialist

(COTR/QAS) and be responsible for monitoring, assessing, recording and reporting on the technical performance of the Contractor on a day-to-day basis.  Will have primary Responsibility for completing "Quality Assurance Monitoring "Forms" which he will use to document his inspection and evaluation of the Contractor's work performance.  It is extremely

Important for the COTR/QAS to establish and maintain a congenial line of communication with the Contractor's Project Manager

(PM) and the PM's office staff because of the constant daily contact that is necessary in performing monitoring functions.  The COTR/QAS, CO,

and PM must work together as a team to ensure that required work is accomplished in an efficient and proper manner.  There should be no hesitation to call special meetings to discuss and resolve serious problems.  Less serious problems should be discussed and resolved at regularly scheduled meetings.

2. _______________________will serve as the Contracting Officer (CO) and have overall responsibility for overseeing the Contractor's performance.  _________________will also be responsible for the day-to-day monitoring of the Contractor's performance in the areas of contract compliance, contract administration, cost control and property control; reviewing the COTR/QAS's assessment of the Contractor's performance; and resolving all differences between the COTR/QAS's version and the Contractor's version.  All planned additions and modifications resulting in alterations of the facility's structure or mechnical services must be approved by the CO prior to commencement.  The CO may call upon the expertise of other Government individuals as required.  The Contracting Officer's procurement authorities include the following:

a. Final authority for any decisions which produce an increase or decrease in the scope of the contract;

b. Final authority for any actions subject to the "Changes" clause;

c. Final authority for any decisions to be rendered under the "Disputes" clause;

d. Final authority for negotiation and determination of indirect rates to be applied to the contract;

e. Final authority to approve the substitution or replacement of the Project Manager and other key personnel;
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f. Final authority to approve the Contractor's invoices for payment, subject to the Limitation of Costs clause and the Limitation of Funds clause;

g. Final authority to approve the GFE/GPF inventory turnover to the Contractor;

h. Final authority to monitor and enforce Department of Labor promulgated labor requirements;

i.    Final authority to administer all property-related clauses contained in the contract;

j. Authority to arrange for and supervise QA activities under the contract;

k. Final authority to approve the Contractor's on-site purchasing, work order control, stock equipment inventory,

pager/telephone credit card record systems and other systems which the Contractor is required to furnish under the contract;

l.    Final authority to approve the Contractor's Quality Control Program, preventative maintenance program, emergency/disaster contingency plan, strike contingency plan and phase-in/phase-out plan;

m.  To approve all Contractor purchases of equipment, supplies, and materials exceeding $2,500 in value are encouraged even though not

Required by FAR 13.106); and

n. Signatory authority for the issuance of all modifications to the contract.

C.
IDENTIFICATION OF THE TYPES OF WORK TO BE PERFORMED
1.   This contract calls for the Contractor to provide onsite telecommunications support services for DOC.  The work to be     performed under the 


      contract falls into the categories listed below:

a.  Operation of a Service Desk to receive telephone trouble calls, service complaints and inquiries from HCHB offices (Section 200.1 of the

                 SOW);
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b.
Restoring inoperative telephones and related equipment to service (Section 200.2 of SOW);

c. Processing work orders for the  installation, relocation, upgrading and removal of telephone lines, telephone instruments and telephone equipment features (Section 200.3 of SOW);

d.
Performing scheduled preventive maintenance on all applicable telephone equipment located in the HCHB (Section 200.4 of SOW);

f. Operating the TMS to maintain a complete inventory of WITS lines and telephone equipment in the HCHB (Section 200.5 of SOW);

g. Operating the BAOSC to place orders for telephone lines, features and telephone equipment and parts from Bell Atlantic (Section 200.6) of SOW; and

h. Furnishing the General Services Administration (GSA) with the FTS2000 Customer Account Number (FCAN) for all local lines where owership is either established or changed (Section 200.7 of SOW).

2.  The work to be performed under this contract falls into two categories, emergency and non-emergency services.  Emergency services are defined as operations, maintenance and repair services which must be performed in order to protect or prevent the loss of Government property or human life, or to enable the DOC to continue normal, day-to-day operations.  Non-emergency services are broken down into routine tasks (work that results from normal equipment or system breakdowns) and special tasks.  Routine tasks include repairing and restoring inoperable telephones and related systems back to service; performing scheduled preventive maintenance on telephone equipment; and operating the TMS and BAOSC systems.  Special tasks consists of processing work orders (CD Form 410) for the installation, instruments and telephone features.

3.  Telephone trouble calls are received by the Service Desk and scheduled for performance by the Contractor depending on the nature of the call (whether the call is an emergency or not).  The Contractor is expected to make an onsite response to the location of all emergency calls as soon as possible and stay until the necessary repairs have been made and service is again fully restored.

3. Most of the routine tasks are performed in accordance with Contractor-developed SOPs.  Preventive maintenance is performed on a monthly basis in accordance with an annual schedule developed by the Contractor.  TMS is operated in accordance with the procedures and instructions contained in a TMS User Handbook; updates to the TMS are made from work orders, key 
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4. sheets and bureau memoranda.  BAOSC is operated in accordance with the BAOSC 2000 Users guide; orders placed over the system are made from survey forms (key sheets) completed by the Contractor.  FCAN updates to GSA are prepared daily from completed TMS updates or BAOSC orders.

5.  Work orders are scheduled for accomplishment to meet requested completion dates or as directed by the COTR.  Priority is given to work orders from senior management officials and to requests involving the installation of new equipment or extensive office moves.
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D. METHODOLOGIES TO BE USED TO MONITOR THE CONTRACTOR'S PERFORMANCE
Even though the Government through its COTR/QAS will be monitoring the Contractor's performance on a continuous basis, the sheer volume of tasks performed by the Contractor make 100% technical inspections impractical.  Accordingly, the Department of Commerce will use three methodologies (random sampling, validated complaints from HCHB employees and 100% inspection) to monitor the Contractor's performance under this contract.  The use of these methodologies is described in Exhibit A to this QAP.

E. QUALITY ASSURANCE REPORTING FORMS
1. The COTR/QAS will use two quality assurance monitoring forms (Exhibits B & C) to document and evaluate the Contractor's performance under the contract.  The two forms when completed will document the COTR/QAS's understanding of what the Contractor was supposed to do, what was actually done, and the impact or consequences of what was done.

2. The COTR/QAS will judge each event in accordance with the following definitions of contractor performanc:

a. Superior (+) - a level of performance which exceeds the minimum standards of performance.

b. Acceptable (o) - an acceptable level of performance which meets the minimum standards of performance.

c.
Unacceptable (-) - a level of performance which is not acceptable and fails to meet the minimum standards of performance.
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3. The COTR/QAS must substantiate all tasks which he judges to be indicative of "superior" or "unacceptable" level is expected from the Contractor and need not be substantiated.

4.  The COTR/QAS will forward copies of all completed QA monitoring forms to the CO and Contractor by close of business on the day the forms were prepared.  The Contractor is required to respond in writing to any negative QA monitoring form(s) within 5 working days after receipt of the form(s).

F. ANALYSIS OF SURVEILLANCE RESULTS

5.  The CO will review each QA monitoring form prepared by the COTR/QAS.  When appropriate, the CO may investigate the event further to determine if all the facts and circumstances surrounding the event were considered in the COTR/QAS's opinions outlined on the forms.  The CO will immediately discuss every event receiving a substandard rating with the Contractor to assure that corrective action is promptly initiated.

6.  At the end of each month, the COTR/QAS will prepare a written report for the CO summarizing the overall results of his surveillance of the Contractor's performance during the previous month.  This report will become part of the formal QA documentation.

A.
SERVICE DESK
1.  Contract Requirement:  Section 200.1 of SOW.

Performance Indicator:  Incoming calls shall be answered in a courteous manner within the first 3 rings.  The Contractor will be expected to obtain complete information on the nature of all trouble calls/service complaints from the caller and accurately transcribe it onto a service call work ticket.  The Contractor will also be responsible for answering routine questions on telephones and telecommunications services provided to HCHB offices.

2.  Primary Method of Surveillance:  Random sampling.  Validated complaints will be used as a second method of surveillance.

3. MSP:  92% to 95% of all calls are answered within the first three (3) rings.
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4. Quantity of Work Performed:  360 calls per month.

Level I - Three days each month

Level II - One day each week

Level III - Two days each week

5.  The initial level of surveillance will be at Level II.  The level of surveillance may be adjusted monthly based on the Contractor's performance.  If performance during past month was poor, then Level III will be used; If performance was excellence, then Level I will be used.

6. Sample Size:  50 calls

7. Sampling Procedures:  The COTR/QAS will randomly select a two-hour period during a work day (work days will also be selected on a random basis) during which he will monitor the time taken by the employee assigned to the Service Desk to answer incoming calls.  The COTR/QAS will not inform the Contractor of the randomly-selected day or times during the day, but will inform the CO.

8. Evaluation Procedures:  The COTR/QAS will monitor the Service Desk and record the number of calls received by the Services Desk and the number of calls answered within the first three (3) rings.

9. Analysis of Results:  The COTR/QAS will compute the Observed Defect Rate (ODR) for the past month's performance as follows:

ODR    =    ______________# of Calls answered within 3 rings____     X 100
If the calculated ODR is equal or greater than the MSP, the contractor's performance is acceptable.  If the calculated ODR is less than the MSP, the Contractor's performance is unacceptable.

B.  TROUBLE CALLS
1. Contract Requirement:  Section 200.2 of SOW

Performance Indicator:  The Contractor shall promptly respond to all emergency situations and remain until all inoperative telephone equipment is back in service.  All non-emergency calls are responded to in order of the call's receipt by the Service Desk.  The Contract will be expected to restore 90% - 92% of all 
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inoperative telephones service within 24 hours of receipt of the call and all telephones within 48 hours.

2. Primary Method of Surveillance:  100% Inspection for all emergency calls; random sampling for all non-emergency calls.

3. MSP:  Service is restored for all emergency situations as soon as possible; service is restored to 90% - 92% of all non-emergency calls within 24 clock hours of the receipt of the trouble call.

4.     Quantity of Work Performed:  0-1 Emergency Calls each month.

115 trouble calls each month.

5.
Level of Surveillance:

Level I - 3 days each month

Level II - 5 days each month

Level III - 7 days each month

The initial level of surveillance will be at Level II.  The level of surveillance may be adjusted monthly based on the Contractor's performance.  If performance during past month was poor, then Level III will be used; If performance was excellence, then Level I will be used.

6.      Sample Size:  25 call each month (Level II)

7. Sampling Procedures:  On the last day of the month, The COTR/QAS will randomly select work days during the previous month (whichever number is appropriate for the selected level of surveillance) as the days he will conduct his QA review.

8. Evaluation Procedures:  The COTR/QAS will review a report on completed     trouble calls generated by the Work Order Control System and determine by comparing the date and time the incoming trouble call was received by the Service Desk with the actual date and time service was restored the number of the calls where service was restored with 24 clock hours.

9. Analysis of Results:  The COTR/QAS will compute the Observed Defect Rate     (ODR) = # of calls where service is restored within 24 hour  X 100

# of trouble calls received on days sampled

QUALITY ASSURANCE PLAN

EXHIBIT A

B. WORK ORDERS
   1.
Contract Requirement:  Section 200.3 of SOW.

Performance Indicator:  Work Orders shall be scheduled for accomplishment to meet the requested completion date or as directed by the COTR.  Priority shall be given to requests for senior DOC management officials and to requests which involve the installation of new telephone equipment or extensive office moves.  The Contractor will be expected to accurately survey the work to be done; order the necessary new lines, equipment and features and schedule his/her employees so that the work is completed by the scheduled or agreed-upon completion date.

   2.
Primary Method of Surveillance:  Random sampling.  Validated complaints will be used as a second method of surveillance.

   3.
MSP:  90% - 93% of all work orders are accomplished by the requested or agreed upon completion date.

   4.
Quantity of Work Performed:  76 work orders per month.

5. Level of Surveillance:

Level I - 3 days each month

Level II - 5 days each month

Level III - 8 days each month

The initial level of surveillance will be at Level II.  The level of surveillance may be adjusted monthly based on the Contractor's performance.  If performance during past month was poor, then Level III will be used; If performance was excellence, then Level I will be used.

6.
Sample Size:  18 calls per month (Level II)

7.
Sampling Procedures:  On the last day of the month, the COTR/QAS will randomly select work days during the previous month (whichever number is appropriate for the selected Level of Surveillance) as the days he will conduct his QA review.
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8. Evaluation Procedures:  The COTR/QAS will review a report on completed work orders generated by the Contractor's work order control system and compare actual work order completion dates with the requested or agreed upon completion dates and note all instances where actual completion was on or before the requested or agreed upon completion date.

9. Analysis of Results:  The COTR/QAS will compute the Observed Defect Rate                  (ODR) for the past month's performance as follows:

ODR = # of Orders completed by requested due date   X  100 


         # of Work Orders completed on days sampled

If the calculated ODR is equal or greater than the MSP, the contractor's performance is acceptable.  If the calculated ODR is less than the MSP, the Contractor's performance is unacceptable.

E.
PREVENTIVE MAINTENANCE
1.
Contract Requirement:  Section 200.4 of SOW.

Performance Indicator:  The Contractor shall follow his/her annual PM Schedule and perform the PM scheduled for accomplishment each month.  All PM shall be done in a thorough and professional manner and in accordance with the recommended frequencies, equipment specifications and original manufacturer's 

instructions.  The Contractor will be expected to reschedule for performance any PM not completed the previous month or PM that was not done satisfactory.

2.
Primary Method of Surveillance:  Random sampling.

3.
MSP:  90% - 93% of all scheduled PM is performed each month.

4. Quantity of Work Performed:  9 Wire Closets each month.

5.
Level of Surveillance:


Level I - All equipment in each wire closet


Level II - 1/2 of equipment in each wire closet


Level III - 1/3 of equipment in each wire closet
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The initial level of surveillance will be at Level II.  The level of surveillance may be adjusted monthly based on the Contractor's performance.  If performance during past month was poor, then Level III will be used; If performance was excellence, then Level I will be used.

6.
Sample Size:  6 wire closets each month

7.
Sampling Procedures:  The COTR/QAS will review the Contractor's annual PM Schedule and monthly report on completed PM and randomly select six (6) wire closets to inspect.

8. Evaluation Procedures:  The COTR/QAS will visually inspect the equipment in the wire closets to determine if it has all been PMed in accordance with the equipment specifications and original manufacturer's instructions.  The COTR/QAS will pay particular attention on the quality of the PM performed and if the wire closet is left broom-swept clean and free of wire and debris.

9. Analysis of Results:  The COTR/QAS will compute the Observed Defect Rate (ODR) for the past month's performance as follows:

ODR = # of Pieces of Equipment PMed   X 100


      # of Pieces of Equipment



Scheduled to be PMed

If the calculated ODR is equal or greater than the MSP, the contractor's performance is acceptable.  If the calculated ODR is less than the MSP, the Contractor's performance is unacceptable.

F.
TMS - Data Field Completeness
1. Contract Requirement:  Section 200.5 of SOW.

Performance Indicator:  The Contractor shall be responsible for operating TMS to maintain a complete and accurate data basse of information on all WITS lines and telephone equipment in the HCHB.  The Contractor is also responsible for performing the standard error-checking routines in TMS to ensure the accuracy and consistency of data entered.  All updates are entered into TMS on a daily basis and in an accurate and complete manner.

2. Primary Method of Surveillance:  Random sampling.  Validated complaints will  be used as a second method of surveillance.
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3. MSP:  92% - 95% of all required data fields for WITS/FTS2000 line, feature and billing updates (adds, deletions, changes) are entered into TMS.

4. Quantity of Work Performed:  635 updates each month

5. Level of Surveillance:

Level I - 3 days each month

Level II - 5 days each month

Level III - 8 days each month


The initial level of surveillance will be at Level II.  The level of surveillance may be adjusted monthly based on the Contractor's performance.  If performance during past month was poor, then Level III will be used ; If performance was excellence, then Level I will be used.

6. Sample Size:  150 updates each month (Level II)

7. Sampling Procedures:  On the last day of the month, The COTR/QAS will randomly select work days during the month (whichever number is appropriate for the selected level of surveillance) as the days he will conduct his QA review.

8. Evaluation Procedures:  The COTR/QAS will request the TMS Systems Manager to run a TMS line and equipment validation management report of all line/equipment u

9. pdates that were entered into TMS for the days selected for survey.  The report will show the total number of data fields that were completed and the total number of data fields for which data should have been entered. 

10. Analysis of Results:  The COTR/QAS will compute the Observed Defect Rate (ODR) for the past month's performance as follows:

ODR = # of data fields with data 

X 100


   Total  # of data fields requiring



data for days sampled
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If the calculated ODR is equal or greater than the MSP, the contractor's performance is acceptable.  If the calculated ODR is less than the MSP, the Contractor's performance is unacceptable.

G. TMS - Data Entry Accurancy
1.
Contract Requirement:  Section 200.5 of SOW.


Performance Indicator:  The Contractor shall be responsible for operating TMS to maintain a complete and accurate data base of information on all WITS lines and telephone equipment in the HCHB.  The Contractor is also responsible for performing the standard error-checking routines in TMS to ensure the accuracy and consistency of data entered.  All updates are entered into TMS on a daily basis in an accurate and complete manner.

2. Primary Method of Surveillance:  Random sampling.  Validated complaints will be used as a second method of surveillance.

3. MSP:  WITS/FTS2000 line, feature and billing updates (adds, deletions, changes) entered into TMS agree with 90% - 93% of the data entered into BAOSC/ or FCAN reports.

4. Quantity of Work Performed:  635 updates each month

5. Level of Surveillance:

Level I - 3 days each month

Level II - 5 days each month

Level III - 8 days each month

The initial level of surveillance will be at Level II.  The level of surveillance may be adjusted monthly based on the Contractor's performance.  If performance during past month was poor, then Level III will be used; If performance was excellence, then Level I will be used.

6.
Sample Size:  150 updates each month (Level II)

7.
Sampling Procedures:  On the last day of the month, The COTR/QAS will randomly select work days during the month (whichever number is appropriate for the selected level of surveillance) as the days he will conduct his QA review.
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8. Evaluation Procedures:  The COTR/QAS will compare screen printouts of BAOSC orders and FCAN reports with screen printouts of TMS updates performed on the days selected for survey and count the number of data fields where the data entered into TMS for work orders does not match the data entered into BAOSC/shown on FCAN reports on the work orders.  This figure will be subtracted from the total number of TMS data fields to determine the number of data fields with correct data.

9. Analysis of Results:  The COTR/QAS will compute the Observed Defect Rate (ODR) for the past month's performance as follows:

ODR  =  # of TMS data fields with correct data      X  100



Total # of TMS data fields

If the calculated ODR is equal or greater than the MSP, the Contractor's performance is acceptable.  If the calculated ODR is less than the MSP, the Contractor's performance is unacceptable.

H. BAOSC
1.
Contract Requirement:  Section 200.5 of SOW.


Performance Indicators:  The Contractor shall be responsible for utilizing the BAOSC to place orders for WITS telephone lines, telephone equipment and parts and telephone service features.  All orders shall be entered into the BAOSC in an accurate and thorough manner and in accordance with the procedures contained in the BAOSC 2000 Users Guide.

2.
Primary Method of Surveillance:  Random sampling.

3.
MSP:  Orders for line uupdates (add, deletions, changes) and telephone equipment are entered into BAOSC with a 92% - 95% degree of accuracy.

4.
Quantity of Work Performance:  275 orders each month

5.
Level of Surveillance:



Level I - 3 days each month



Level II - 4 days each month
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Level III - 7 days each month


The initial level of surveillance will be at Level II.  The level of surveillance may be adjusted monthly based on the Contractor's performance.  If performance during past month was poor, then Level III will be used; If performance was excellence, then Level I will be used.

6.
Sample Size:  50 updates each month (Level II)

7.
Sampling Procedures:  On the last day of the month, The COTR/QAS will randomly select work days during the month (whichever number is appropriate for the selected level of surveillance) as the days he will conduct his QA review.

8. Evaluation Procedures:  The COTR/QAS will compare screen printouts of BAOSC orders with the key sheets from which data for the BAOSC order was obtained and note the number of data fields where data on the BAOSC screen printouts does not agree with the data on the key sheets.  This figure will be subtracted from the total number of BAOSC data fields to determine the number of data fields with correct data.

Analysis of Results:  The COTR/QAS will compute the Observed Defect Rate (ODR) for the past month's performance as follows:

ODR = ___# of BAOSC data fields with correct data
X 100



Total # of BAOSC data fields

I.
FTS2000 Organizational Billing Identifier (FCAN)

1. Contract Requirement:  Section 200.7 of SOW.

Performance Indicator:  The Contractor shall be responsible for furnishing to GSA on a weekly basis the appropriate organizational billing identifier [FTS2000 Customer Account Number (FCAN)] for all local lines where ownership.

2.
Primary Method of Surveillance:  Random sampling.

3.
MSP:  100% of all FCAN changes are sent to GSA on a weekly basis.  The changes reported are 92% - 95% accurate.

4.
Quantity of Work Performed:  300 changes each month.
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5.
Level of Surveillance:



Level I - 3 days each month



Level II - 5 days each month



Level III - 8 days each month

The initial level of surveillance will be at Level II.  The level of surveillance may be adjusted monthly based on the Contractor's performance.  If performance during past month was poor, then Level III will be used; If performance was excellence, then Level I will be used.

6.  
Sample Size:  70 changes each month

7.
Sampling Procedures:  On the last day of the month, The COTR/QAS will randomly select work days during the month (whichever number is appropriate for the selected level of surveillance) as the days he will conduct his QA review.

8. Evaluation Procedures:  The COTR/QAS will compare the data in the FCAN reports against the data in printouts of the BAOSC orders/TMS updates prepared on the days being surveyed and count the number of places where data in the FCAN reports do not agree with the data in the printouts of the BAOSC orders/TMS updates.  This figure will be subtracted from the total number of 

reported changes on the FCAN reports to determine the number of changes that were accurately reported in the FCAN reports.

9.
Analysis of Results:  The COTR/QAS will compute the Observed Defect Rate (ODR) for the past month's performance as follows:

ODR  =  _______# of Accurate FCANs Reported______     X  100   



Total # of FCAN changes on FCAN Reports

If the calculated ODR is equal or greater than the MSP, the contractor's performance is acceptable.  If the calculated ODR is less than the MSP, the Contractor's performance is unacceptable.
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QUALITY ASSURANCE MONITORING FORM
WORK TASK:_________________  SURVEY PERIOD  _______________________

METHOD OF SURVEILLANCE:  Random Sampling

LEVEL OF SURVEILLANCE SELECTED:  ________________

NUMBER OF ITEMS SAMPLE DURING SURVEY PERIOD:  _____________


ANALYSIS OF RESULTS:



ODR     =        _________________     X   100     or   _____________

EVALUATION OF CONTRACTOR'S PERFORMANCE:   _________________


(from Quality Assurance Plan)

NARRATIVE DISCUSSION OF CONTRACTOR'S

PERFORMANCE DURING SURVEY PERIOD:

---------------------------------------------------------------------------------------------------------

---------------------------------------------------------------------------------------------------------

---------------------------------------------------------------------------------------------------------

---------------------------------------------------------------------------------------------------------

---------------------------------------------------------------------------------------------------------

---------------------------------------------------------------------------------------------------------
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QUALITY ASSURANCE MONITORING FORM
WORK TASK:____________________  SURVEY PERIOD  ____________________

METHOD OF SURVEILLANCE:  Validated Complaints

DATE AND TIME OF COMLAINT:  __________________________

NAME OF COMPLAINANT:  ________________________

NATURE OF COMPLAINT:

------------------------------------------------------------------------------------------------------------

------------------------------------------------------------------------------------------------------------

------------------------------------------------------------------------------------------------------------

------------------------------------------------------------------------------------------------------------

RESULTS OF COTR/QAS/S INVESTIGATION INTO COMPLAINT:

------------------------------------------------------------------------------------------------------------

------------------------------------------------------------------------------------------------------------

------------------------------------------------------------------------------------------------------------

------------------------------------------------------------------------------------------------------------

DATE/TIME CONTRACTOR NOTIFIED OF COMPLAINT:__________________

ACTION TAKEN BY CONTRACTOR:

------------------------------------------------------------------------------------------------------------

------------------------------------------------------------------------------------------------------------

------------------------------------------------------------------------------------------------------------

RECEIVED AND VALIDATED BY:________________________________________

                                                                ________________________________________

PREPARED BY:___________________                  DATE:  _____________________
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