FUNCTIONAL ASSESSMENT PLAN (FAP)

BACHELOR QUARTERS

1402000

	BACHELOR QUARTERS FAP

	

	Assessment Levels (AL)
	Assessment Frequency (Freq)

A – Annually

Q – Quarterly

M – Once per month

BW – Once every 13-16 days 

W – Once per week

R – As required

 

	Method of Assessment (MOA)

PS –  Periodic Sampling

RS –  Random Sampling

VCC – Validated Customer Complaints

UV – Unscheduled Visits 

CE – Customer’s Evaluation


	AL1
	Start assessment at this Level


	
	

	
	
	
	

	AL2
	Add this Level if Contractor performance for AL1 is Unsatisfactory
	
	

	
	
	

	AL3
	Add this Level if Contractor performance at AL1 or AL2 is Unsatisfactory
	
	

	Note:  Return to appropriate Assessment 
Level when performance improves.
	
	Note:  The first method listed in the MOA column below is the primary assessment method.


	Spec

Item
	Performance Objective
	Performance Standard
	MOA
	Assessment Level
	Sample Size
	Freq

	
	
	
	
	AL1
	AL2
	AL3
	Normal
	Reduced
	

	3.1
	Operations Management

The Contractor shall provide management services to ensure BQ operations for personnel and community support and property programs are provided.
	Services are provided in a timely manner.

<<Note to Spec Writer: Customer complaints, customer survey forms, or a combination of the two can be used to determine Contractor performance.  Examples of each are as follows:

No more than four customer complaints are received per month.

Contractor receives a minimum quarterly rating of 4.5.

Either or both examples may be used.>>


	PS

VCC
	
	N/A


	N/A
	10%
	5%
	M

	3.1.1
	Billeting and Common Operations
The Contractor shall provide billeting and common operation services to support resident personnel.
	Operations are provided in a timely, accurate, and effective manner.
	PS
	N/A
	
	N/A
	10%
	N/A
	M

	3.1.1.1
	Front Desk Operations

The Contractor shall provide front desk operations for customers ensuring accurate, prompt, courteous and professional services.  
	Reservation requests are received and processed within <<Note to Spec Writer:  Insert expectations for average response times to complete reservation requests, e.g. 5 minutes of receipt of call or request>>.

Reservations are scheduled accurately and all documentation is complete.

The reservation desk is attended <<Note to Spec Writer: indicate an appropriate rate, e.g., 99% of the time>>.

There are no more than <<Note to Spec Writer: Indicate an appropriate number, e.g., two>> validated customer complaints per month.


	PS

VCC
	N/A
	N/A
	
	10%
	N/A
	M

	3.1.1.2
	Check-in and Check-out Services

The Contractor shall provide timely and accurate check-in and check-out services.
	The Contractor shall greet and provide customer services within <<Note to Spec Writer: Indicate time e.g., 10 minutes>> of arrival at desk, with no more than <<Note to Spec Writer: Indicate an appropriate number, e.g., three>> validated customer complaints per month.


	PS

VCC
	N/A
	N/A
	
	10%
	N/A
	M

	3.1.1.3
	Message and Mail Services

The Contractor shall provide timely and accurate message and mail services for resident personnel.
	The Contractor shall ensure messages are delivered to the correct resident’s room within <<Note to Spec Writer: insert time, e.g., 30 minutes for routine messages and 10 minutes for emergency messages>> of receipt.

Messages and mail services are performed with no more than <<Note to Spec Writer: Indicate an appropriate number, e.g., one>> customer complaint per month.


	PS

VCC
	N/A
	N/A
	
	10%
	N/A
	M

	3.1.1.4
	Escort Services

The Contractor shall provide escort services in accordance with local policy.
	Escort services shall be available within <<Note to Spec Writer:  Indicate response time, e.g., 20 minutes>> of visitor arrival.

Personnel are properly escorted in accordance with escort policy.

Services are provided with no more than <<Note to Spec Writer: Indicate an appropriate number, e.g., two>> customer complaints per month.


	PS

VCC
	N/A
	N/A
	
	10%
	N/A
	M

	3.1.1.5
	Keys and Locking Systems Management

The Contractor shall provide key management services, a system capable of tracking inventory, and issue and maintain keys and locking systems in BQ areas.  The Contractor shall ensure BQ areas are secure.
	Key management services are provided and a system is in place, operational and used appropriately.

Keys and locking systems are accounted for and are operational.

All personnel managing the keys and locking systems are trained.

No unauthorized access to housing units or common use areas due to Contractor mismanagement of keys or locking systems.


	PS
	N/A
	N/A
	
	10%
	N/A
	M

	3.1.1.6
	Abandoned Property Management

The Contractor shall manage abandoned property to ensure it is stored, secured, and disposed of appropriately.
	Property is stored, secured, and disposed of per <<Note to Spec Writer:  Insert local procedures or instructions, regulations or directives identified in Related Information>>.


	PS

VCC


	N/A
	N/A
	
	10%
	N/A
	M

	3.1.1.7
	Resident Relations

The Contractor shall enforce local BQ resident relation policies to resolve resident issues.
	
	PS

VCC
	N/A
	N/A
	
	10%
	N/A
	M

	3.1.1.8
	Linen Services

The Contractor shall provide an adequate supply of clean linens, bedding and terries.
	Linens are clean and free of damage and stains.

Linen exchanges are provided in accordance with local policy and meet BQ demands.

No more than <<Note to Spec Writer:  Indicate a number, e.g., two>> verified customer complaints per month are received regarding quality of service.


	PS

VCC
	N/A
	N/A
	
	10%
	N/A
	M

	3.1.2
	Storage Management

The Contractor shall establish and implement a process for inventory, storage and security of personal property in order to ensure ample and easy access to items stored by permanent party personnel.
	Personal items are inventoried and securely stored. 

Stored items are accessible to authorized personnel during hours of operation.

There is no validated loss of personnel property.


	PS

VCC
	N/A
	
	N/A
	10%
	N/A
	M

	3.1.3
	Transient Contract Berthing

The Contractor shall negotiate alternative lodging arrangements with local providers when necessary to accommodate surges in lodging requirements.
	Comparable alternate lodging is arranged.  Arrangements are completed within <<Note to Spec Writer:  Insert time, e.g., two hours>> of request.

No more than <<Note to Spec Writer:  Indicate a number, e.g., two>> verified customer complaints per month are received regarding quality of service.


	PS

VCC
	N/A
	
	N/A
	10%
	N/A
	M

	3.2
	Furnishings, Appliances  & Equipment  (FA&E) Management

The Contractor shall manage and maintain all FA&E, warehouse facilities, and inventories.  The Contractor shall ensure all FA&E and facilities are clean, secure and function as intended.
	Inventory and reporting data submitted as required.  Inventory is <<Note to Spec Writer:  Insert accuracy requirement, e.g., 99% accurate>>.

Malfunctioning or inoperable FA&E is repaired or replaced within <<Note to Spec Writer:  Insert time, e.g., two days>>.

FA&E is free of dirt, smudges, stains, foreign matter, debris and odors.

No loss of or damage to FA&E stored by the Contractor.

Disposal services are performed as required and all documentation is completed in a timely and accurate manner.

All property is issued in a timely manner, tracked and documented.


	PS


	
	N/A
	N/A
	10%
	5%
	M

	3.3
	Housekeeping and Change of Occupancy Services Management

The Contractor shall provide housekeeping and change of occupancy services to ensure habitability.
	BQs have a finished appearance that is clean, sanitary, and sightly.

Services are performed in a timely manner, all documentation and reports completed.


	PS
	
	N/A
	N/A
	10%
	5%
	M

	3.3.1
	Housekeeping Services

The Contractor shall service BQs and perform work necessary to ensure the facilities are clean, sanitary, fresh and habitable.  
	BQs are clean, sanitary, fresh and habitable.
	PS
	N/A
	
	N/A
	10%
	N/A
	M

	3.3.1.1
	Transient Quarters Housekeeping

The Contractor shall service transient quarters and perform the work necessary to ensure the facilities are clean, sanitary, and free of dirt and debris.
	Transient quarters are free of dirt, stains, odors, smears, smudges, streaks, foreign matter, trash and debris and bathrooms are disinfected.

Soiled linens, bedding, and terries are replaced with clean items and supplies are replenished.

Services are performed in accordance with schedules.


	PS


	N/A
	N/A
	
	10%
	N/A
	M

	3.3.1.2
	Common Use Areas Cleaning

The Contractor shall service common use areas and perform the work necessary to ensure the areas are clean, sanitary, and free of dirt and debris.
	Common use areas are free of dirt, stains, odors, smears, smudges, streaks, foreign matter, trash and debris and bathrooms are disinfected.

Services are performed in accordance with schedules.

Contractor receives a minimum <<Note to Spec Writer: Insert frequency and rating, e.g., monthly rating of 4.5>>.


	PS

CE


	N/A
	N/A
	
	10%
	N/A
	M

	3.3.1.3
	Laundry Room Management

The Contractor shall manage and maintain laundry rooms in a clean, sanitary manner and ensure laundry room equipment functions as intended.
	Laundry rooms and washer and dryer units are free of dirt, stains, odors, smears, smudges, streaks, foreign matter, trash and debris and machines are disinfected.

Laundry facilities are operational <<Note to Spec Writer:  Indicate an appropriate rate, e.g., 98% of time>>.

Laundry room vending machines are stocked with sufficient supplies to meet the demands of BQ residents <<Note to Spec Writer:  Insert % of time, e.g. 98%>> of the time.

Coin operated machine funds are collected and accurately accounted for, reported and delivered as required.


	PS


	N/A
	N/A
	
	10%
	N/A
	M

	3.3.1.4
	Exterior Cleaning

The Contractor shall maintain exterior fixtures, appliances, furniture, accessories, and common areas in a clean and sanitary condition.
	Exterior fixtures, appliances, furniture, accessories, and common area accessories are free of debris and other foreign matter, and present a neat appearance.  Outdoor furnishings are free of dirt and food residue.

Equipment and accessories are operational <<Note to Spec Writer:  Indicate an appropriate rate, e.g., 98% of time>>.

Services are performed per the accepted schedule.


	PS


	N/A
	N/A
	
	10%
	N/A
	M

	3.3.2
	Change of Occupancy Services (COS)

The Contractor shall develop and implement a comprehensive COS program that will ensure quality housing is available to meet the needs of the Government in a timely manner.  The Contractor shall ensure that quarters are clean, fully equipped, operable and habitable.
	Quarters are disinfected and free of dirt, stains, odors, smears, smudges, streaks, foreign matter, trash and debris and present a fresh appearance.

All linens, bedding, and terries are replaced with clean items and supplies are replenished in accordance with the COS program requirements.

Quarters are serviced in a timely manner in accordance with the established COS program requirements.

Quarters are fully functional with all FA&E operating in accordance with the manufacturer’s recommendations.


	PS


	N/A
	
	N/A
	10%
	N/A
	M

	3.4
	Common Use Areas – Exterior

The Contractor shall maintain exterior BQ accessories to ensure they are in an operable condition and function as intended.
	No more than <<Note to Spec Writer:  Insert number, e.g., two>> validated customer complaints per month are received regarding quality of service.

<<Note to Spec Writer:  Insert requirements for replenishing court sand if applicable, e.g., Sand level is within two inches of the established enclosure>>.

BQ accessories are fully functional and operate in accordance with the manufacturer’s recommendations.

Exterior BQ accessories are operational <<Note to Spec Writer: indicate an appropriate rate, e.g., 98% of time>>.


	PS

VCC


	
	N/A
	N/A
	10%
	5%
	M

	4
	IDIQ Work

IDIQ work is ordered in accordance with the ELINs in Section J.  The exact locations, work to be accomplished, period of performance, and applicable CACs will be specified in each task order.
	Periods of performance (measured from the issue date of the order to work completion) have been met.  Work performed meets established expectations.  Debris generated is removed and disposed of in accordance with requirements.  Establishment or warranty periods are confirmed.


	PS
	N/A
	N/A
	N/A
	As Required
	N/A
	R


Monthly Performance Assessment Summary

Annex/sub-annex:    1402000 BQ


    
Month/Year: 
 


	Spec
	Title
	AL1 Rating
	AL2/AL3 Rating
	

	Item
	
	E
	VG
	S
	M
	U
	# Samples
	A
	U
	# Samples
	VCC

	3.1
	Operations Management
	
	
	
	
	
	
	
	
	
	

	3.1.1
	Billeting and Common Operations
	
	
	
	
	
	
	
	
	
	

	3.1.1.1
	Front Desk Operations 
	
	
	
	
	
	
	
	
	
	

	3.1.1.2
	Check-in and Check-out Services
	
	
	
	
	
	
	
	
	
	

	3.1.1.3
	Message and Mail Services
	
	
	
	
	
	
	
	
	
	

	3.1.1.4
	Escort Services
	
	
	
	
	
	
	
	
	
	

	3.1.1.5
	Keys and Locking Systems Management
	
	
	
	
	
	
	
	
	
	

	3.1.1.6
	Abandoned Property Management
	
	
	
	
	
	
	
	
	
	

	3.1.1.7
	Resident Relations
	
	
	
	
	
	
	
	
	
	

	3.1.1.8
	Linen Services
	
	
	
	
	
	
	
	
	
	

	3.1.2
	Storage Management
	
	
	
	
	
	
	
	
	
	

	3.1.3
	Transient Contract Berthing
	
	
	
	
	
	
	
	
	
	

	3.2
	Furnishings, Appliances  & Equipment  (FA&E) Management
	
	
	
	
	
	
	
	
	
	

	3.3
	Housekeeping and Change of Occupancy Services Management
	
	
	
	
	
	
	
	
	
	

	3.3.1
	Housekeeping Services 
	
	
	
	
	
	
	
	
	
	

	3.3.1.1
	Transient Quarters Housekeeping
	
	
	
	
	
	
	
	
	
	

	3.3.1.2
	Common Use Areas Cleaning
	
	
	
	
	
	
	
	
	
	

	3.3.1.3
	Laundry Room Management
	
	
	
	
	
	
	
	
	
	

	3.3.1.4
	Exterior Cleaning
	
	
	
	
	
	
	
	
	
	

	3.3.2
	Change of Occupancy Services (COS)
	
	
	
	
	
	
	
	
	
	

	3.4
	Common Use Areas – Exterior
	
	
	
	
	
	
	
	
	
	

	Comments: 

	Recommended Actions:

	SPAR Signature: 





    Date:  
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