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Facility Quality Evaluation (FQE)

Web-based questionnaire and evaluation process used to assess
performance and quality of newly constructed facilities based on Client
feedback
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Facility Quality Evaluation (FQE)

Web-based questionnaire and evaluation process used to assess
performance and quality of newly constructed facilities based on Client
feedback

Measures the quality of the specific facility

*Does not measure project delivery (eClient & Client FACT’s Survey)

*One part of an effective commissioning process

FACQUAL
Web application integrated with NAVFAC Projects Database (eProjects)

FQE Program Manager- Chris Wilkins
NAVFAC Atlantic Cl
(757) 322-4307
mark.wilkins@navy.mil




..:E}:c FQE Requirements

* FQE required on:
All Military Construction Projects (MILCON)

All Sustainment, Restoration, & Modernization Projects > $5M

- Administered 6 to 9 months after Client occupancy (BOD)

* Initiated and Evaluated by the NAVFAC Project Manager
(with support from the NAVFAC/Client project team)

“Cradle to grave project management”




Eﬁ FQE Benefits

NA/FAC

Primary Benefits

*Use Client feedback to improve quality of future facilities

(Improved Engineering Requirements, Criteria, & Business Processes)

Client after delivery follow-up

Other Benefits

- Identify and fix if possible, deficiencies that have slipped through the
building commissioning process in the current facility

*Metrics




< FQE in the Bigger Picture

NAYFAC

* NAVFAC Strategic Plan, “Client” Section
— “Post-Delivery” feedback from Clients = FQE

*NAVFAC Con Ops - Section 4 — Client
—Accountability & communication

* NAVFAC Performance Management System
— FQE part of 3 pronged approach to Client feedback

» Strong Support from CIBL Leaders
— CIBL Performance Metric D4
— CIBL Business Line Plan

* DoD Interest
— Army Corps of Engineers: No equivalent
— Air Force - Lots of metrics but none measure “Facility Quality”
* NAVFAC/AF signed Program Management Plan commits to pursuing FQE




Process

BOD+ 6 mo.
1

PM Creates &
Initiates Survey

v

Create
Survey in
FACQUAL

v

Client Self-
Administered
Web
Questionnaire

v

Activity &
Maintainence POC’s
Organize Survey
Participants
& Disseminates

3

v

*Assess Responses
» Clarify results
*|dentify Action ltems

Contact Activity &
Maintainence POC’s
Send Facqual-
Generated Email w/
Survey Pass code

Instructions

v
Clients take
Web
Questionnaire

4

*Resolve Action ltems
*Forward- on Criteria &
Business Process Issues

inal Client Repo

Deficiency
Correction

Evaluates Lessons
Learned & Criteria

BMS Process
Owners Evaluate
Process Concerns




Basic WEB Model

CLIENT

Operational Users
& Maintainers

Online
Questionnaire

Client Report

NAVFAC

Project Manager

petars Find & Create

- ,
Surveys

Manage
Individual
Surveys

Survey
Details

Evaluation
Module

Evaluate
Compiled
Survey Data

Criteria/Lesson
Learned
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eProjects e

Data
Infarmation

1. Business Line CIBL | cewiesl |
Program ANY MILCON

2. or S
Construction CWE > $5M St ENY

(Mew Farmat)

3. Primary BOD Date + 6mo. F.,.,:,_i,EE;

o
Froject RES
(Mew Farmat)

eProjects Alert ItFE
Project Manager, Alno, Former Project Manager 5

"Project requires a Facility Quality Evaluation (FQE) FACQUAL (FOE:
6 months after Client Occupancy. Confirm occupancy
requirements and initiate FQE via the FQE link"




Create Survey on Home Screen

FACQUAL Home Help

Reports | Search | | Clear | | Advanced
Show Clozed Surveys Show projectz onhy in Component:
d
Show Onby Surveyz | Have Created b
Zhow onby projectz | am a azsociated with
(1to4)of4d
T
Project Name Project Location Work Order LD,
Status
Create Survey | BASE OPS SUPPORT | HE62995 200286
1=t Facility Quality Evaluation EvalL
|E'HH5II"EF PRKNG GAR&SPERIM SEC UPGRDS HE62995 204236
|E'HH5II"EF QUALITY OF LIFE SUPPORT FACILITIES HE62995 60249
|E'HH5II"EF QUALITY OF LIFE SUPPORT I HE62995 204203
(1to4)of4d
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Create Survey Screen

11

Create Survey

Project:
Location:
Work Order:
Status:

Survey Type:
Public Key Hame:

Start survey:

End Questionnaire |
Begin Evaluation:

Facility Type:

Help
BASE OPS SUPPORT |
NE2995
200286 [
ACCEPTED Select survey for buildings
15t Facility Quality Evaluation t] or non'bUiIdingS
h84B

04/20/2004
* Typicaly 30 Days

0&/20/2005

All Buildings

Survey Admin:
EPdail:

Phone:
Maintance POC;
EPdail:

Phone:

Facility User POC:
Email:

Phone:

Steven Knight

Steven R Knight@nawy.mi
757-322-3357

Steve Geusic
stephen_geusic@navy.mil
THT-322-4202

Chris Wilkins

mark_ wilkins@nawy. mil

7a7-322-4200

Create Survey ] [ Cancel ]




Send Notification to POC’s

12

Survey Details:

Project: BASE OPS SUPPORT |

Survey Type: 1=zt Facility Quality Evaluation [583)
Status: MEWW

Created by Steven Knight

Date Created: 20 April 2005

Public Key Hame: S84B

Facility Type: All Building=

Help

Edit POC Information | Additional PQC=
Name

Phone elail

survey

i i i
Administrator: Steven Knight

To7-322-8357 Steven. R.Knight@nawy. mil

Mantenance POC: Steve Geusic 757-322-4202 Et&phsn.gsuaic@nﬂw.mil| Send Motifidation |
Facility User POC: Chris Wilkinz 757-322-4200 mark. wilkinz@navy. mil | Send Motification |
Edit Dates

Start Survey: 420005

End Questionnaire / Begin Evaluation: S20/05

Cloze Sursey:

Survey Responses (Total Responses: 0 )

Survey Key

Responder Type

State




Notification Email

Subject: Facility Quality: BASE OPS SUPPORT |

The Naval Facilities Engineering Command (NAVFAC) wants to constantly improve the quality of facilities that we deliver
to you. We need project-specific feedback from Clhients so that improvements we make are consistent with your needs. We are
contacting lead facility users and lead maintenance personnel to help with thiz evaluation. You have been identified as a key
point-of-cantact (POC) for the following facility:

BASE OPS SUPPORT I
NG2O0S

Steve Geusic, as a lead POC, we are asking you to identify facility users or staff personnel who might be willing to complete a
20 minute on-line questionnaire about the quality of this facility. We would like to get as many completed questionnaires as
possible 2o please distribute the survey as widely as vou can comfortably do so wiathin the facility.

The survey will remain open until May 20, 2005, After that date NAVFAC will begin evaluating the results. Responses will
be used to improve criteria and business processes, capture lessons learned, help enforce contract warranty requirements, and
resolve as many of vour facility 1ssues as we possibly can. In the long run, we expect the Navy and Do) to benefit from
facilities that are better designed and constructed. Once the results for vour facility are in and evaluated, we will advise vou on
the recommended course of action for major concerns expressed.

[f wou can help with this evaluation, please forward this email including the following website link and password to people
asking them to fill out the questionnaire. The questionnaire 15 accessed at
http:/ /192, 168, 128 133/ FACOQUAL SURVEY MX/1000 cfm using the password/public key 584B.

Upon logging in to the website using the public key, users will automatically be 1zsued =a private key/password for their
individual survey. If vou cannot help with this evaluation, please contact Steven Knight at Steven. R.Knight @ navyv.mil ,
T57-322-8357 and if possible, suggest an alternate POC to serve in vour place.

Thank vou! — Team NAVFAC
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Take Survey Logon

.‘ MNeval Facilities Engineering Cormirmaric

Login Help
Welcome to NAVFAC's Facility Quality Evaluation
website. We appreciate your help in our continuing

efforts to impraove the quality of facilities we deliver to our
Clients. Thank Youl - Team NAVFAC

Please log in using your password/public key

Password / Public Key|584B

| Login

YWerzion 1.3.2 Copyright 2004 United States Mavy, All Rightz Rezerved. FACQUAL Adminiztrator
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Take Survey Greeting

Logon Successful Help
FACILITY QUALITY EVALUATION

Project Title:BASE OPS SUPPORT |
Location ME2995

The Maval Facilities Engineering Command wants to constantly improve the quality of facilities that we deliver to our Clients. But
we need project-specific feedback from our Clients so that the improvements we make are consistent with your needs.

Please take a few minutes from your busy day to tell us how well the facility listed above meets your requirements.
The questionnaire takes about 20 minutes to complete. more if you have time to provide narrative comments. Your responses are
anonymous unless you choose to list your name. Responses will only be used to improve criteria and bhusiness processes while
capturing lessons learned associated with this project and others that we build for yvou. In the long run, we expect you will benefit
from facilities that are hetter designed and better constructed.

You do not have to complete the survey all at one time. nor will it time-out. With your specific passcode. 584B-1, you will be able
to access. modify and complete your survey at any time prior to the end date of 20 May 2005.

If vou need assistance or have any questions, please contact the survey administrator: Steven Knight
Thank you very much for your participation!

- Team MAVFALC -

i

Print thiz Page
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User Profile

Survey Wizard - ldentify Your Association

Your private survey key is: 584B-2

Please select your association with the project:
BASE OPS SUPPORT |

() Facilty Uzser

) Maintainer
Vizitor/Customer/Dezigner/Other

O

Mext ==

16



Eﬁ On-line Questionnaire

NA/FAC

=trongly Agree

Meutral Dizagree S Hnowy ar

13 R is easyto find my way around in this facility.

Comment:
-
[
14 Facility layout (floor plan) is compatible with our operation.
Camment:
-
[

Facility Quality Index (FQI) - Metric

A numerical index between 1 & 5 representing overall facility quality

(the mean or average of all question results)

17



Eﬁ On-line Questionnaire

NA/FAC

Question Tags

24-66 Questions

Quality

N Facility Features
Objectives (5)

(21)

Number depends on

*Functionality

F; CI;ZV Type *Health & Environ -ize &t.La I;)Ut :
ut mg_ . «Safety & Security pera mg. eam's
*Non-Building -Landscaping

*Aesthetics

e *Parking
) *Maintainability )
Responder Profile Noise
*Operational User ‘HVAC
Maintainer -Accessibility (ADA)

*Other = «Lighting

*Building Envelope

Electrical
“Exterior lighting is appropriate for operational requirements”

*Plumbing
*Installed Equipment

18



o

FQI Metric

4.42 Mean

1.0 2.0 3.0 4.0 5.0 Overall

By Facility Quality Objective (5)

SA By Facility Feature (21)

| > > 3.0 Met or Exceeded Client
Expectations

65% 20% 15%
85%

“ 85% - Met or Exceeded Client
Expectations




Navigate To Evaluation Module

NA/FAC
Home | Project Details | Evaluation Module | Reporis
Survey Details: Help
Project: BASE OPS SUPPORT |
Survey Type: 12t Facility Quality Evaluation (583}
Status: QPEN
1 Created by: Steven Knight
3. Navigate to Y ven e
; Date Created: 20 April 2005
Evaluation Public Key Names: SE4B
Module Facility Type: All Buildings
Edit POC Information | Additional POCs
Hame Phone elail
Survey Chmire ; C7_277_a9c Chmre i A i
Administrator: Stewven Knight To7-322-8357 Steven. R.Knight@nawy.mil
lMantenance POC: Steve Geusic T57-322-4202 stsphEn.geusic@nﬂw.mil[ Send Matification ]
Facility User POC: Chriz Wilkinz T57-322-4200) mark. wilkinz@nawy.mil [ Send Motification ]
o Sates 2. Mark for
Start Survey: 4120105 Evaluation
End Questionnaire / Begin Evaluation:  S20/08 [MARK SURBNVEY UNDER BVALUATION
Close Survey:
SWSDDHSES: 2) ———
1. Monitor i
Survey Key Responder Type State
Survey S5848-1 [Maintainsr CLOSED )
—
Progress
CB4B-2 Facility Uzer M US




NAYFAC

Evaluation Module Screen

4 —Step Evaluation Process

Evaluation For 1st Post-Occupancy Survey Help
Project Hame: CONSOLIDATED ARMORY Survey Start Date: Jul 29, 2004
Project Location: MET001 -- MCB CAMP LEJELIME MC Survey End Date: Mov 4, 2004
Surveys Completed: 10 Facility Users: 7 Facilty Maintainers: 1 (thers: 2
surveys Unfinishedl: 1 Facility Users: 1 Facilty Maintainers: 0 (thers: 0
Owverall Facility Gualty Index:  5.580 Humber of High Mean Results: 37
(Completed Surveys)

HAVFAC Average: 3.78 Humber of Low Mean Results: 15
Location / UIC Average: 3.93 Humber of Comments: 0

V_ )
= Step 1 - Review Facility Quality Ohjectives Step 3 - Bvaluate tems Exceeding Expectation
Step 2 - Review Facility Features Step 4 - Resolve Client Concerns

A\ J

L 4-step evaluation process
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Review (8) Facility Quality Objectives

= Step 1 - Review Facility Ouality Objectives Step 3 - Bvaluate hems Exceeading Expectation
Step 2 - Review Facility Features Step 4 - Resobve Clienmt Concerns
MEAHN PERCENT
1.0 2.0 3.0 4.0 5.0 [0 2oree [ Heutral [l Disagres PERCENT STD.

[ [ [ | SAAHDSD DEV

Aesthetics 11443511 0 08319

S55% J4% 11%

2.31|

&
&
L= ]

Envwironment &
Healkth

F1 26349 0 0994

=T F4% 9%

2.37|

1.06]

Functicnality 274518 7 2 09559

2% 193 9%

2.33|

3.87|

Maintainalyility Fr3dz24 5 0 09149

13 2430 5%

2.35]

3.97|

Safety & Security F32535 6 0 0485354

5135 339 B%

- Current Project Ay, 2.30|

[ ]mavFac ava.

3.88|

|| Location £ LIC &vg.
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Review (21) Facility Features

Step 1 - Review Facility Quality Objectives Step 3 - Evaluate tems Exceeding Expectation
= Step 2 - Review Facility Features Step 4 - Resolve Client Concerns
STEP 2 - REVIEW FACILITY FEATURES
MEAH PERCEHNT PER{CEHNT STD.
1.0 2.0 3.0 A 5.0 I cgree [ Heural [[ljDisagree S5AA H DSD DEV
I I I I
208 ey, [ — | WEDE T B
Accessibill
| >.34] S0% S0%
| 3.67|
access [ — mm  JEEEILLIRE
| 2_2?,' 3% 193 189
| T
Envelope
| 2-5“| 92%% %%
| 1.39|
Hecuical [ I 701770 103
| 2_zzl B2 16%%: 173
| | 357
. Current Project Avig.
Exterior 17333317 0 1.049
NAYFAC A, : [ 350 T e
|:| d Aesthetics | S0% 3% 17 %,
2.34
[ ] Location /UIC Avg. | =
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Evaluate Items Exceeding Expectations

Step 1 - Bendew Facility Cuality Oljectives

Step 2 - Beview Facility Features

STEP 3 - EVALUATE ITEMS EXCEEDING EXPECTATION (Hi

= Step 3 - Braluate hems Exceeding Expectation

Step 4 - Resolve Client Concerns

h Mean Revie

Mean: 4 .20

View Comiments REecommendsations

I I

Stal. Dew, 0.4472

GUESTION PERCENT HUMEBEE OF RESPOHSES
[ zgree [ Meutral [ Disagree SA A H D SD
(33) Spaces pravide appropriate privacy to accomplish aE % 14%
ok s
Mean: 4.29 Std. Dew, 0.75549
Yiewy Comiments Recommendations
(407 Moize from outside the facility iz not & proklem. a6% 14%
I I
Mean: 4 .29 Stal. Dew. 0.7559
Yiew Comments Recommendations
(11 Facilty meets our mizsion & operational reguirements. 100%
0

24

FILTER
Mean > 4.0
% Agree > 75%




jﬂi Resolve Client Concerns

Step 1 - Review Facility Quality Objectives Step 3 - Evaluate ltems Exceeding Expectation FILTER
Step 2 - Review Facility Features ) i S
: STEP 4 RESDL‘UT “ e Mean < 3.0
+ - 0 . S [
QUESTION MEAN CURRENT STATUS 7 Disagree > 259
All responder
T . . . | i
27 Facllrty iz free of mold and mildew 3.00 OPEH (ACTIOH REQUIRED!) comments fOf
“ieww Coviments P Motes .
N that question
PERCENT HUMBER. OF RESPOHNSES
[ zgree [ Meural [ Disagree sSA A H 1] sD
100%
1] 1] 1 1] 1] .
| | Seen by Client
“Problem Statement: Irterior zide of exterior wallz have some water staining and mildesw: §pecifin:all':.-' in the - Printed on

locker aress

Proposed Solution (Help): Design team will investigate problem on site and recammend & solution
Hot Complete

Client Concern Addressed _

Optional - Submit as a Criteria Issue or Lesson Learned
mend
{ Report not sent )

Optional - Link to BMS website to report Business Process concern

Link to BMS <

website and
report

25



jﬂi How to Respond to Customer Requests

1.

Is it a already a contract requirement (construction
or warranty) or is it a new requirement?

Is it within scope? Is it a need or a desire?

Is it within budget?
. Escalation required?
. Reprogramming required?

Do we have the cash flow to fund it?
NAVFAC is authorized to spend every available dollar
Any savings will be rescinded by FMB

Do we have a contract vehicle to deliver it?

26



ﬁ Resources

Project Manager

*Contact Facility User and Maintenance 1 to 3 hours
POC'’s to initiate Questionnaire

«Create Survey in FACQUAL 5 minutes
*Periodically Monitor Response Rate in 5 minutes
FACQUAL

«Evaluate Results 3 to 5 hours
*Resolve Action items 8 to 16 hours

12 to 24 hours per

project
At 1 to 3 projects per year per PM

NAVFAC Midlant - 15 projects/yr < $50k

27



jﬂi FQE Training and Deployment

Site Administrator Workshop April 27, 2005

Test Project each FEC August 2005

Publish NAVFAC Instruction- Deploy October 2005

28



i

REPORTS

* Current Survey

-Client Report — web view & printable
 FQI Comparison Report
e Trends Report
* Lessons Learned

e Criteria

29



Final Client Report Posted

FACLITY QUALITY EVALUATION

Thank you for participating in the facility guality evaluation for
P635 BASE OPS SUPPORT | at N62995
The surey period has ended and the initial results are presented below. MANWFAC will be taking steps to evaluate the results and recommend an appropriate course of
action that we will share with you in the near future. If you have any questions about the initial results please call Knight, Steven R at 7573228357

Thank youl — Team MAWFAC

Pleaze zelect from one of the followwing reports:

Results Summary

ltems Exceeding Expectation
Client Concerns

Facility Qualilty Objectives - Summary
Facility Quality Objectives - Details
Facility Features - Summary
Facility Features - Details
Entire Facility Quality Evaluation Report
How to Print Repors
Guide to Interpeting Reports

30



Results Summary Graphics

Surveys Completed: 1

Results Summary

Facility Users: [

Facility Quality index (FOI)

1.0 20 30 40

I I I I
Overall I [p.26
Aesthetics L ke
Environment & Health _.5[!
Functionality T T has
Maintainability [ T hea

Safety & Security

[ has

Facility Quakity index (FM) is the mean value wirera 5 represents strohrgly agree and ¥ reprosonis strongly disaqrea.
Ar Fil greater that 3.0 indicates that expectations kave been mret or excesded.

Response Distribution by Quality Objective

PERCENT

Facility Maintainers: 0

Others: 1

.ﬁgree DNeuual .Diiagree SA :ERﬁEHE S0 ?]E;
Aesthetics | - o o 81 20 0.4472
a0 20%
Environment & Health —:. G 44 44 B 0707
a0% 44% B3
Functionality —:- 5 4 Ho14 07395
5% 40% 14%
Maintainability _:. 18 36 36 4 05244
2% 3T 9%
Safety & Security —:— 13 358 13 33 1.163
1% 11% 3%
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Facility Features Summary

FACILITY QUALITY EVALUATION

Project Hame: P535 BASE OPS SUPPORT I
Project LocationUIC: RE20A5
F¥: 2004 P Humber: 635
Client Project Ho: PE35 MNE2095 Survey Date: 4,2202005

FACILITY FEATURES SUMMARY

MEAH PERCEHT PERCEHT STD.
1.0 2.0 3.0 4.0 5.0 [ zgree [ Heutral [l Disagree SAA N DSD DEV
I I I I I
Ao I I 0 70 05
Accessibility =A% B7%
Access _ . | 01189 0 0 03333
11 % 9%
Building _ _:l 173350 0 0 0O3M6S
Envelope a0% a0%
Electrical _ _:l 0=0s500 0 0707
S0% S0%
Exterior _ 0 0ET33 0 05774
Aesthetics | B7% %
wac [ am ] o700 08
T5% 25%
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QI Comparison Report

Facility GQuality
Objectives Fal-Facility Features
=]
B
m
z Yy Z 2 -
g g |2 g B 2l _| g & 3
= = g a| 2| = >
o alz| 18] | 2 S 2 A g 2
El el ]l 2] 5| 2| w 2 @ = Bl al =] 2 g @
=5 - g @ m| m| 2 2| S| o] 2 - S = "
sl al=l|s|1E] |2l=|2)2] & = sl 2] B e N - = - o =
gl 2| 5|l =z| 5| 2 o gl el 5| & = 2| F| 2]l el c| 2 3|l g| 3| S| w| 2
= ] = = gl & o Z| 3 ] # 2 T| = - = 2 =2 'g
g.ﬂgaa=5 =mn§.§.§mE.:E.-.-.E.ﬁEEEEhEE:
Project Hame | Location ale| 8l | Z|F|F éﬁﬁa%ni%%éé%%wéééaééé
CRAMEMYGHT mg?:m -
HRNDLG EQF NORFOLK OEM 72004 12.958]3.16|2.85)3.03)2.79]|5.00 28931294 |249|5360)3.40|3.24|280)3.57|3.25|2 67|00 4 602600505313 |3.20]500)2.85]3.27|2.73)3.15
SHOP
WA,
LS JOINMT METODT --
MARITIME IMNET |MCB CAMP  |030552004 |12.99]3.25|5.06)|2.55)2.81 |5.26 2531315 500|505 )33 |3 022772 7264|547 |5.05)3.20]|5.33)|2 63407 25852 60| 3.25]|3.20]5.55)2.82
Fal LEJELKE Wi
DETAILS
overall Fal Ja.02
Facility Guality Objectives
- - . MEAN Percent
Displayed & Filtered by: w2 3 w6 g e s 4 A n m SO
«Component e T e
. .
Locatlon En!ll'onrl:::imsm T T - e oo oo 7% 7]
.CA TCODE 9% 24% i
oProgram/Fund Type Functionanny | (I DN W . oo 2 2% 1% -
OACQ Strategy Maintainability | [ 2EE| % 18% W% 1M A% 19 9T
[ ]
Date query —" o W o oo e e g
Fidl-Facility Features
'||.|l 2.|. M;F‘ 4]0 S.Ill [ Agres :PlaNr::l*.Dlsaum B A PE‘::ENT n 1) CULIEE
‘M‘gm'“’““‘(m m 15%  19% 8% 0% 8% 1,26

33




<> Value of FQE

 Understand client’s perception of the completed
facility

Improve NAVFAC’s future capability to perform

— Project team gets feedback on completed work

Leave the client with a lasting impression that
NAVFAC is doing it’s best to help

— Client: “They cared enough to ask”
“They cared enough to listen”

T
The quality of a facility will be remembered long after everyone
forgets we brought the project in on schedule and under budget.”
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