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[bookmark: _GoBack]The Commonwealth expects that the Offeror will demonstrate a high level of service and quality control standards.  The Offeror is required to maintain high quality standards and provide quality assurance in order to meet or exceed the service levels outlined below.  In addition, the Offeror shall take timely and appropriate action in response to resources that are not performing to the expectations of the Commonwealth.

The Offeror shall provide a Quality Assurance Surveillance Plan (QASP), following the same standards as the First Responder Network Authority’s Solicitation No. D15PS00295 Section J, Attachment J-6, and its surveillance matrix, which defines what Government (for this RFP, “the Commonwealth”) and the Offeror must do to ensure that the Offeror has performed in accordance with the performance metrics/standards as agreed upon in the contract.  Additionally, the QASP is intended to provide a plan to assess the performance of the Offeror in meeting the objectives of this RFP, which mirror those contained within the First Responder Network Authority’s Solicitation No. D15PS00295 Section C, Statement of Objectives.  The Offeror is responsible for management and quality control actions to meet the terms of the contract.  The Commonwealth reserves the right to perform, with the Offeror, quality assurance (QA) and surveillance in order to verify contract performance standards are achieved and maintained throughout the life of the contract.  The Commonwealth reserves the right to independently conduct these reviews with full Offeror participation and cooperation.

The proposed plan should leverage industry best practices, technology enhancements, and professional expertise.  The plan should employ standard business practices and processes and minimize risk while improving quality of service.

The QASP shall include, at a minimum, a surveillance schedule and clearly state the surveillance method(s) to be used.  The QASP must address how the Offeror will measure, assess, manage, and report on the quality of its performance.

The QASP is a “living document” that will be incorporated into the resulting contact, and the Commonwealth may review and revise it on a quarterly basis in coordination with the Offeror.  Updates will ensure that the QASP remains a valid, useful, and enforceable document.  Copies of the original QASP and revisions will be retained by the Commonwealth. 
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