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Facility Quality Evaluation (FQE)

Facility Quality Evaluation (FQE)
Web-based questionnaire and evaluation process used to assess

performance and quality of newly constructed facilities based on Client
feedback

Requirements
Quality

Performance

FEEDBACK

FQE
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Facility Quality Evaluation (FQE)
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 CI
(757) 322-4307
mark.wilkins@navy.mil
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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”
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FQE Benefits

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
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FQE in the Bigger Picture
• 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
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Process

Contact Activity &
Maintainence POC’s

Send Facqual-
Generated Email w/
Survey Pass code

Create
Survey in

FACQUAL

Activity &
Maintainence POC’s

Organize Survey
Participants

& Disseminates
Instructions

Clients take
Web

Questionnaire

•Assess Responses
• Clarify results

•Identify Action Items

•Resolve Action Items
•Forward- on Criteria &

Business Process Issues

PM Creates &
Initiates Survey

1
Client Self-

Administered
Web

Questionnaire

2

PM Evaluates
Survey

3

Final Client Report
on Web

4

PM Coordinates
Deficiency
Correction
Activities

Criteria Office
Evaluates Lessons
Learned & Criteria

Issues

BMS Process
Owners Evaluate

Process Concerns

BOD+ 6 mo. 4 weeks 2 - 4 weeks
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Basic WEB Model

CLIENT
Operational Users

& Maintainers

NAVFAC
Project Manager

Survey
Details

Home

Evaluation
Module

Find & Create
Surveys

Manage
Individual
Surveys

Evaluate
Compiled
Survey Data

Online
Questionnaire

Client Report

Reports

Criteria/Lesson
Learned

Project
Details

PROJECTS DATABASE
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eProjects

1. Business Line CIBL

Program ANY MILCON
2. or

Construction CWE > $5M

3. Primary BOD Date + 6mo.

eProjects Alert
Project Manager, Alno, Former Project Manager

"Project requires a Facility Quality Evaluation (FQE)
6 months after Client Occupancy. Confirm occupancy
requirements and initiate FQE via the FQE link"
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Create Survey on Home Screen
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Create Survey Screen

Select survey for buildings
or non-buildings
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Send Notification to POC’s
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Notification Email
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Take Survey Logon
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Take Survey Greeting
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User Profile
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On-line Questionnaire

Facility Quality Index (FQI) - Metric
A numerical index between 1 & 5 representing overall facility quality

(the mean or average of all question results)
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On-line Questionnaire
Question Tags

Quality
Objectives (5)

•Functionality

•Health & Environ
•Safety & Security
•Aesthetics
•Maintainability

Facility Features
(21)

•Size & Layout
•Operating Reqmts
•Landscaping
•Parking
•Noise
•HVAC
•Accessibility (ADA)
•Lighting
•Building Envelope
•Electrical
•Plumbing
•Installed Equipment

24-66 Questions

Number depends on

Facility Type
•Building
•Non-Building

Responder Profile
•Operational User
•Maintainer
•Other

“Exterior lighting is appropriate for operational requirements”
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FQI Metric
4.42 Mean

1.0 2.0 3.0 4.0 5.0

SD D N A SA

Overall

By Facility Quality Objective (5)

By Facility Feature (21)

85%
85% - Met or Exceeded Client
Expectations

> 3.0 Met or Exceeded Client
Expectations

65% 20% 15%
SA+A N D+SD
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Navigate To Evaluation Module

3. Navigate to
Evaluation
Module

1. Monitor
Survey
Progress

2. Mark for
Evaluation
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Evaluation Module Screen
4 –Step Evaluation Process

4-step evaluation process
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Review (5) Facility Quality Objectives
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Review (21) Facility Features
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Evaluate Items Exceeding Expectations

FILTER
Mean > 4.0

% Agree > 75%
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Resolve Client Concerns

*

Seen by Client
– Printed on
website and
report

FILTER
Mean < 3.0

% Disagree > 25%

All responder
comments for
that question
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How to Respond to Customer Requests

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

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

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

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

5. Do we have a contract vehicle to deliver it?
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Resources

Project Manager
•Contact Facility User and Maintenance
POC’s to initiate Questionnaire

•Create Survey in FACQUAL

•Periodically Monitor Response Rate in
FACQUAL

•Evaluate Results

•Resolve Action items

1 to 3 hours

5 minutes

3 to 5 hours

5 minutes

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
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FQE Training and Deployment

Site Administrator Workshop April 27, 2005

Test Project each FEC August 2005

Publish NAVFAC Instruction- Deploy October 2005
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REPORTS

• Current Survey

-Client Report – web view & printable

• FQI Comparison Report

• Trends Report

• Lessons Learned

• Criteria
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Final Client Report Posted
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Results Summary Graphics
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Facility Features Summary



33

FQI Comparison Report

Displayed & Filtered by:
•Component
•Location
•CATCODE
•Program/Fund Type
•ACQ Strategy
•Date query
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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”

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


