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1 How are they performing?
By the contracter reporting, they are performi

i goodin the arez of quality,
1. When the contractor respands to a caller complaint, they usually do not report needing to return 1o fix the same issue mors than once

a

2. FEMA QA inspactions corroborate this information
it poor in the area of timeliness,

L For the month of December 2016, the 1
il and at least satisfactory in the area of customer satsfaction

1. Asmall sample of B0 FEMA applicants was taken far the manth of December during FEMA QA inspections, and the contractor rated 933, Outstand

ose, thus 509

stk nat tomgleted

98 0f 1

completed

The contractor of
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port indicates that the contractor racerved 1950 mamn

wiork

How are we doing on our PMI?
2. Bythe contractor reporting, they are performing poorly in the area of timeliness
rotraed 703 PRI Acof ]

ere REG 10% were nol performed tmely

016, 1178 MRU's

5, the report indicatss that they
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3 What are the issues/trands?
a. Reporting
a1 nearly svery repart for Rou

shew a zomplstion date on or

ra-indicated by the contract

numer

£ are 51 repeat customer complaints not addresse feptt

pho

z. WOs riot repo .
i Thare are 1655 out of 4793 1ssues not completed, which is anly a 35% completion rate

Below table shows 51-repeal phone caliers neading responses

on custamer satisfaction. 195 were not happy with the maintenance
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