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MANAGEMENT RESPONSIBILITY

“QUALITY is everybody’s job, but QUALITY must be led by management”

W. Edwards Deming

Preamble

RGII Technologies, Inc. an information technology solutions provider, has established and is committed to a formal Quality System applying the principles as set forth in the ISO 9001:2000 standard.  This Quality System Manual shall establish the requirements to implement the Quality System as well as RGII’s Mission Statement, Quality Policy, and Seven Guiding Principles.

RGII Mission Statement

To provide a full spectrum of professional services in Information Technology and Program Management, that result in cost-effective solutions of strategic value to our customers and a rewarding work environment for our greatest assets, our employees.

Guiding Principles

RGII desires to distinguish itself from its competition with specific discriminators that have become RGII’s mark in industry.  These discriminators signify RGII’s commitment to its customers, its employees and to itself, by maintaining its reputation by operating with honesty and integrity.  Because of this commitment, RGII has successfully integrated its Seven Guiding Principles into its day-to-day operation that has yielded immeasurable results.  Our Seven Guiding Principles are as follows:

· Earn Our Clients Respect

· Partner with Our Customers

· Ensure Superior Performance

· Deliver Quality & Value

· Operate with Integrity

· Keep Costs Competitive
· Value Our Greatest Asset: Our Employees
Quality Policy

RGII Technologies, Inc. is ISO 9001:2000 registered and operates fully within the standard.  RGII Technologies, Inc. provides information technology, engineering, technical, and program management support services that surpass the expectations of its customers.  This shall be achieved through the active participation of all employees to bring about continuous quality improvement to better satisfy the needs of its customers.  By adhering to quality management RGII shall maintain and continue to build upon our reputation for quality in all work performed and services provided to its customers.

The success of RGII’s quality management is the responsibility of all employees displayed through employee attitude, sound business practices that support the Quality Policy and an unwavering commitment to the success of quality management.

As the Chief Executive Officer, I affirm my commitment to quality management and have established a comprehensive quality assurance system that will allow RGII Technologies, Inc. to meet all of the requirements of ISO 9001:2000 quality system standards.

_________________________________________________________________

Kathryn B. Freeland, M.B.A.





Date

Chairwoman/Chief Executive Officer

Introduction
RGII Technologies, Inc., a wholly-owned subsidiary of Computer Horizons Corp., provides innovative technology solutions and program management to the federal, state and local government markets.  In partnership with its customers, RGII uses its technical expertise and deep understanding of the government market to organize, manage and integrate information in formats that streamline operations and access emerging technologies.

RGII was founded on the principle that providing quality products and services to its customers is essential for Company growth.  The Company has been eminently successful in adhering to this principle and has therefore grown progressively since its incorporation.  Although our primary products are network development, installation, and administration, we are very much involved in intellectual properties including: plans, schedules, analyses, reports, presentations, advice, documents, correspondence, logistics support, operation and maintenance services, data collection and storage, and systems engineering support.

RGII’s mission is to be the recognized leader in professional Network, Communication, and Information Technology Services, Engineering and Technical Services, and Program Management solutions primarily for Federal, State and Local Government.  We are committed to solving our client requirements by delivering cost-effective solutions of strategic value while sustaining a challenging and rewarding work environment for our greatest asset, our employees.

1.1 Background

This Quality Control/Assurance (QC/A) Manual documents the policies and procedures that RGII will use to identify, evaluate, and monitor the aspects of quality performed by the RGII project teams providing support services and products to their customers.  The basic elements of this manual, including quality planning, assurance and control are standard at RGII.  The quality control processes described herein have been developed over the past ten years at RGII, and are well documented and fully implemented throughout RGII Division contract support product lines.  This manual provides a standard reference for all employees on the conduct of Task Order type contracts and on the quality procedures used to ensure the quality of our deliverables.  This manual is version controlled in accordance with the RGII Document Manual.  Employees are encouraged to submit proposed corrections, additions, and changes to this manual.

1.2 Values

1.2.1 Employees

Our people are the source of our strength, and their knowledge and commitment determine our reputation and vitality.  Our employees’ knowledge is the input to our corporate process, and their dedication and teamwork are the process drivers.

1.2.2 Products

The corporate process always results in a final measurable product.  This product may be a report, document, plan, or advice.  Our products must be the best in value to the customer, and must continually improve in order to remain the best.  Every individual product that is delivered to any customer affects the collective reputation of all our employees.

1.2.3 Pay-off

At RGII, the employee is held accountable for their performance, and continual improvement will be rewarded.  As our employees benefit from giving their energy, knowledge, and dedication to the corporation, then the essential elements of corporate vitality will be enhanced.  

1.3 Organization

RGII was founded on the principle that providing quality products and services to its customers is essential for RGII growth.  RGII has been eminently successful in adhering to this principle and has therefore grown progressively since its incorporation.  RGII believes that an effective organizational structure that provides monitoring and oversight to the project team as depicted in Figure 1, from the RGII CEO to the project team personnel is crucial to the fulfillment of this principle and key to the development and implementation of a sound contract Project Plan.
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Figure 1 RGII Organization for Quality Management
1.3.1 Resources

It is the policy of RGII to provide adequately trained personnel for management activities, performance of work, and verification activities.  The products provided by RGII to our customers vary in size and complexity.  Based on the requirements stated in the contract or Task Order statement of work, the Project Managers (PMs) must determine the skills, equipment, software, number of personnel, training and corporate support services required to satisfactorily complete the Task Order.  The PMs must verify that the products prepared by RGII conform to customer specified requirements.  The resources and personnel required shall be estimated in the Task Order Plan prepared at the start of the Task Order.  Changes to the planned resources and staffing, as necessary, are recommended by the PMs, and approved by the Division Directors and VPs.

2 Project Quality Management
Project Quality Management includes the processes required to ensure that the project will satisfy the needs for which it was undertaken.  It includes “all activities of the overall management function that determine the quality policy, objectives, and responsibilities and implements them by means such as quality planning, quality assurance, quality control, and quality improvement, within the quality system”.  Project Quality Management addresses the management of the project as well as the services and products of the project.  
Project quality management addresses the management and the product of the project.  (Product refers to actual products and services)  Quality is the totality of characteristics of an entity that bear on its ability to satisfy stated or implied needs.  Grade is the category or rank given to entities having the same functional use but different technical characteristics.  RGII understands that low quality is always a problem and low grade may not be.  A given product may receive a low grade because of it’s limited characteristics, but have high quality due to fact that it’s limited characteristics are of high quality.  Determining and delivering the required levels of quality and grade while maintaining delivery within project scope are the responsibility of the PM and project team.

Quality Planning – identifying which quality standards are relevant to the project and determining how to satisfy them

Quality Assurance – evaluating overall project performance on a regular basis to provide confidence that the project will satisfy the relevant quality standards.

Quality Control – monitoring specific project results to determine if they comply with relevant quality standards and identifying ways to eliminate causes of unsatisfactory services and products.
2.1 Quality Planning, Assurance, And Control

2.1.1 Quality Planning

Contracts vary in the amount of detail used to describe the work required.  RGII understands that quality planning involves the identification of quality standards that are relevant to the specific project and the means to ensure they are satisfied.
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Figure 2 Quality Planning
Most contracts require the delivery of information technology, engineering, or analytical services.  Deliverable products are typically in the form of, but not limited to, plans, reports, letters, acquisition documentation, and technical documentation.  Deliverable services are typically in the form of, but not limited to, help desk support, database administration, engineering, program management, financial, technical and administration.  The effort expanded in formalizing a Project Plan in accordance with PMI based on the policies and processes of this QCP has proven to be instrumental to contract success.  A Design Plan would be prepared for those contracts requiring design work.

The Project Plan and the Design Plan (as required) document the detailed methodology that will be used to satisfy the requirements of the contract and identify quality standards that are relevant to the specific project and the means to ensure they are satisfied.  Major contract tasks are typically broken down into subtasks, and resources are assigned at the subtask level.  The timing of subtasks, and the planning for quality assurance of services and deliverables are defined in this document.  Procedures for preparing Project Plans and Design Plans are contained in the RGII Project Management Manual.

As applicable to the individual contract requirements, the Project Plan or Design Plan addresses the following but may not be limited to:

· Significant goals and objectives to be achieved during the contract IAW the PWS/SOW
· Management structure and organizational chart

· A staffing plan graph/table outlining labor category and hours allocation over the 
contract period of performance

· Subcontracts and subcontractor management, roles, and responsibilities

· A funding plan graph based upon contract funded amount

· A schedule for measurable tasks/ subtasks/products/milestones, and quality assurance activities including contract reviews and duration or due dates of specific tasks

· Known cost, performance, and schedule risks

· Acquisition of any controls, processes, inspection equipment, fixtures, production resources and skills as applicable that are needed to achieve the required quality

· Applicable standards and regulations

· Documents that must be formally controlled

· Policy and procedures for issue resolution

· Tools & Techniques for Quality Planning

· Benefit/Cost Analysis – meeting quality requirements means less rework, higher productivity, lower costs, and increase stakeholder satisfaction.  Benefits out weigh costs.

· Benchmarking – involves comparing actual to what was planned within a given project, and where practical comparing one project to other projects to determine where areas of improvement can be made.

· Flowcharting – Can assist the project team anticipate what and where quality problems may occur, thus helping with the development of approaches to deal with them.  Compares elements of a project such as cost, schedule, performance and personnel and identifies potential causes of problems.
· Design of experiments – is a statistical method that helps identify which factors might influence specific variables.  It can be applied to project management issues such as cost & schedule trade-offs.

· Cost of Quality – refers to the total cost of all efforts to achieve product/service quality, and includes all work to ensure conformance to requirements, as well as all work resulting from nonconformance to requirements.

· Outputs from Quality Planning

· Quality Management Plan – describes how the project management team will implement its quality policy.  May be developed IAW specific PWS/SOW direction or IAW quality policy to satisfy the requirements of the project.
· Operational definitions – describes in very specific terms what something is and how it is measured by the quality control process.  The project team will document when a meeting or deliverable is scheduled and document when the actual meeting or deliverable was completed and measure actual time (over/under).
· Checklists – The project schedule may serve as a checklist or the PM may use that in conjunction with a more comprehensive checklist to ensure consistency in performed tasks.
The Project Plan and the Design Plan when developed and approved are maintained by the PM and become a quality record.
2.1.2 Quality Assurance

RGII is dedicated to efficiently providing a quality services and deliverables.  The Management of the Company is focused on optimizing the performance of our highly talented professionals on the Contact Project Teams.  Project Team members will be unencumbered as they are committed to providing unparalleled quality support services and deliverables to their client under direction of the PM.  Proper management of a contract in accordance with Company policies ensures that all aspects of project performance are evaluated on a regular basis to provide confidence that the project will satisfy the relevant quality standards.  Quality management planning, results of quality control measurements and operational definitions serve as the inputs to project quality assurance.
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Figure 3 Quality Assurance

· Tools & Techniques for Quality Assurance

· Benefit/Cost Analysis – meeting quality requirements means less rework, higher productivity, lower costs, and increase stakeholder satisfaction.  Benefits out weigh costs.

· Benchmarking – involves comparing actual to what was planned within a given project, and where practical comparing one project to other projects to determine where areas of improvement can be made.

· Flowcharting – Can assist the project team anticipate what and where quality problems may occur, thus helping with the development of approaches to deal with them.  Compares elements of a project such as cost, schedule, performance and personnel and identifies potential causes of problems.

· Design of experiments – is a statistical method that helps identify which factors might influence specific variables.  It can be applied to project management issues such as cost & schedule trade-offs.

· Cost of Quality – refers to the total cost of all efforts to achieve product/service quality, and includes all work to ensure conformance to requirements, as well as all work resulting from nonconformance to requirements.

· Quality Audits – Randomly scheduled structured review to identify lessons learned that can improve performance of the project or other projects within the performing organization.
· Outputs from Quality Assurance

· Quality Improvement – to improve effectiveness and efficiency of the project. 
2.1.3 Quality Control

Proper management of a contract in accordance with Company policies minimizes the risk associated with a project, and ensures that the high quality of services and deliverables will encourage follow-on business with the customer.  RGII’s quality control approach mandates monitoring of specific project results to determine if they comply with relevant quality standards, and identifying ways to eliminate causes of unsatisfactory results.  Quality control is performed throughout the task order period of performance and involves all aspects of the project including cost, schedule, and performance.
[image: image6.wmf]Inputs

1. Quality Management Plan

2. Results of Quality Control

Measurements

3. Operational Definitions

Tool & Techniques

1. Quality planning tools

and techniques

2. Quality audits

Outputs

1. Quality improvement

Quality Assurance

Inputs

1. Quality Management Plan

2. Results of Quality Control

Measurements

3. Operational Definitions

Tool & Techniques

1. Quality planning tools

and techniques

2. Quality audits

Outputs

1. Quality improvement

Inputs

1. Quality Management Plan

2. Results of Quality Control

Measurements

3. Operational Definitions

Inputs

1. Quality Management Plan

2. Results of Quality Control

Measurements

3. Operational Definitions

Tool & Techniques

1. Quality planning tools

and techniques

2. Quality audits

Tool & Techniques

1. Quality planning tools

and techniques

2. Quality audits

Outputs

1. Quality improvement

Outputs

1. Quality improvement

Quality Assurance


Figure 4 Quality Control

Project management and quality control processes provide a means by which performance problems may be identified.  It is management’s responsibility to correct the problems and eliminate causes of unsatisfactory performance.  Our approach minimizes the risk associated with a project, and ensures that the high quality of services and deliverables will encourage follow-on business with the customer.  Company success depends upon doing the best job at the lowest practical cost.  Our PMs and the leadership they provide are instrumental in ensuring our success.

· Tools & Techniques for Quality Control

· Inspection – includes activities such as measuring, examining, and testing to determine whether results conform to requirements.

· Control Charts – Graphic display to activities planned vs. actual.

· Pareto diagram – is a histogram, ordered by frequency of occurrence, that shows how many results are generated by type or category of identified cause.  Rank ordering is used to guide corrective action.  The project team should take action to correct those problems that are causing the greatest number of defects first.
· Statistical Sampling – involves choosing part of a population of interest for inspection.
· Flowcharting – is used in quality control to help analyze how problems occur.
· Trend analysis – involves using mathematical techniques to forecast future outcomes based upon historical results.
· Technical performance – how many errors/defects have been identified, how many remain uncorrected

· Cost and Schedule performance – how many activities per period were completed with significant variances.

· Outputs from Quality Control

· Quality Improvement – to improve effectiveness and efficiency of the project.

· Acceptance decisions – items inspected will be either accepted or rejected.

· Rework – action taken to rework an unacceptable item

· Completed checklists – when used, make appropriately

· Process adjustments – involve immediate corrective/preventive action as a result of quality control measurements.  May affect integrated change control through the project management process.
2.2 Procedures / Processes To Ensure Operational Improvement

2.2.1 Ability to Monitor and Maximize Quality

RGII is dedicated to efficiently providing a quality services and deliverables.  The Management of the company is focused on optimizing the performance of our highly talented professionals on the Contract Project Teams.  Contract Project Team members will be unencumbered as they are committed to providing unparalleled quality support services and deliverables to their client under direction of the RGII PM.

The PM is responsible for the timeliness and quality of deliverables.  The PM and the project team constantly work together to create products that are technically sound, accurate, and of the highest quality.  Under no circumstances will RGII permit any member of the project team to perform as a single entity, without benefit of the overall program knowledge by RGII.  The PM will ensure that the customer has direct access to Contract Project Team personnel, and will not obstruct nor impede such access.  The PM will ensure conformance to performance metrics established for deliverables under this contract IAW the requirements of the task order.  The RGII PM will oversee performance of task order services and quality of work products delivered as well as adherence to cost, schedule, and performance and reports to the ETS Division VP.

Task orders vary in the amount of detail used to describe the work products and services required.  Deliverable products are typically in the form of, but not limited to, plans, reports, letters, acquisition documentation, and technical documentation.  Deliverable services are typically in the form of, but not limited to, program management, acquisition, engineering, financial, logistics, and administrative.  The development and delivery of a document in accordance with contract requirements is a team effort.  The primary responsibility for technical soundness of the report rests with the PM.  The RGII PM ensures that qualified personnel are assigned the responsibility authoring a document.  The PM then manages the preparation of the report from outline to final production and inspection.  The RGII inspection process and nominal time requirements are strictly adhered to.  In order to ensure that the quality inspection of deliverables does not adversely impact schedule, the PM plans five working days for inspection and editing of deliverable products.  If the five-day requirement is not permissible, the PM must identify special review requirements and document the unusual situation in monthly progress reports and subsequent in-progress reviews.  

A project plan is developed by the RGII PM for each task order.  The effort expended in formalizing a project plan based on the policies and processes of PMI and QA/QC has proven to be instrumental to contract success.  The project plan documents the detailed methodology that will be used to satisfy the requirements of the contract.  RGII’s internal quality control, inspection, and feedback system facilitates internal and external monitoring and auditing in the areas of inspection of deliverables and customer satisfaction surveys.  The RGII PM will lead and manage the task order project team in accordance with established RGII documented policies and procedures contained in the RGII Project Management and Quality Control Manuals.  These documents provide documented policies and procedures by which the PM will manage the contracts in terms of cost, schedule, and performance.  Additionally, PMs initiate and coordinate project management internal quality control, inspection, and feedback to enhance the quality of services and products to the customer.  Though a combination of the review and inspections conducted throughout the contract period of performance, the PM is able to monitor and analyze the quality of the work produced and capture and report trends.

2.2.2 Approach to Guarantee Responsiveness to and Cooperation with Customers

Upon contract award the PM will schedule a project ‘Kick-Off” meeting normally to be held within 5 working days of task order initiation.  The objectives of the meeting are to introduce the project team to the COR, COTR, TPOC and cognizant technical personnel, review the project plan, and set priorities and emphasis on SOW/CDRL tasking.  This is to ensure that RGII’s goals and objectives are in line with the customer personnel’s goals and objectives for establishing and sustaining peak interface and task order operational performance.

RGII is committed to developing and implementing effective performance measurements that help to guarantee responsiveness to and cooperation for the organization as a whole and for the customers we support.  It is through such measures that RGII will remain a high-performance organization.  Performance measurement, in simplest terms, is the comparison of actual levels of performance to pre-established target levels of performance.  The performance measures RGII utilizes are both quantitative and qualitative in nature.  The voice of the customer and their requirements drive RGII’s operations and charts the course for our future.  Since the customer is such an integral part of our organizational strategies and success, the company is therefore termed a “customer-driven” organization.  RGII maintains a focus on the needs and expectations, both spoken and unspoken, of customers, both present and future, in the creation and/or improvement of the product or service being provided.  Therefore, performance measures are derived from the establishment of goals and objectives as determined by management and/or customer organizations.  RGII utilizes its performance measure information at all levels of management as quality record to provide a view of current, past and future levels of performance, drive continuous improvement, measure overall effectiveness, and chart the progress being made on organizational activities as well as customer-driven activities.  Upon completion of the task order effort, RGII management will request a Close-Out Meeting with the COR, TPOC, and other task order technical personnel.  The purpose of this meeting will be to ensure that the requirements of the task order have been met to the satisfaction of the customer personnel and to exchange thoughts relative to the need for additional efforts if appropriate.

2.2.3 Approach to Analyzing the Quality of the Work Produced IAW the SOW

The PM interfaces routinely with the customer and project team personnel with regard to the quality of services and products they are providing in addition to performing inspections on deliverables in accordance with:

· RGII’s Deliverable Inspection Process and,

· Reviewing RGII Performance Survey Form and,

· Documenting project team personnel significant accomplishments, problems encountered 
and corrective actions taken and follow-up actions in the monthly status report.

The PM conducts internal project team meetings to review the work that is being accomplished and if any problems have been encountered and the plan for problem resolution.  The PM also performs random reviews of work being conducted by project team members for quality and compliance to tasks as described in the SOW.  Periodic in-progress reviews are held with the customer allow the PM to determine how well the project team is performing and receive a report from the customer on the quality of services and products being delivered.  Minutes from these reviews are a quality record and maintained in the PM contract file and serve as a documented record for action for problem resolution.

Though a combination of the review and inspections conducted throughout the contract period of performance, the PM is able to observe and analyze the quality of the work produced and capture and report trends, and to initiate action in response to these trends based on documented occurrences.

QUALITY Management Considerations
Quality management elements described below may or may not be applicable to a given project depending on the project scope of work defined in the PWS or SOW.
2.3 Contract Review
A contract is an agreement between RGII and a customer transmitted by any means.  Task Orders and Delivery Orders that are written against Indefinite Delivery/Indefinite Quantity (ID/IQ) contracts are included in the scope of this section.  On occasion, RGII will begin work for a well-known customer without a written agreement, based on oral instructions.  The RGII VP, or CEO are the only authorized individuals to accept these oral agreements.  In these cases, the formal contract agreement should be delivered by a customer on a priority basis, and should immediately be reviewed in detail, to ensure that the document is consistent with the terms of the oral agreement.  Contracts and amendments to contracts are reviewed, and the reviews are recorded.

Contracts are reviewed to ensure that the customer’s requirements are adequately defined, and that RGII has the capability to meet the contract requirements.  Differences between RGII and the contract are resolved with the customer and modifications are requested if necessary.  The procedures for conducting contract reviews are contained in the RGII Project Management Manual.

2.4 Design Control
When RGII is contracted to conduct a design effort, specific guidelines are followed to ensure compliance with the customer’s specifications.  These guidelines are contained in the RGII Project Management Manual.

A Design Plan is prepared and updated as necessary.  The Design Plan identifies the activities involved and their responsibilities, and provides for qualified personnel and adequate resources.  Organizational and technical interfaces define the required information to be documented, transmitted, and reviewed.  

Design input requirements are identified and documented for customer review so that ambiguous or conflicting requirements can be resolved.  Design output is documented and reviewed before release, to ensure that design input requirements are met, and that crucial safety or operating characteristics are identified. 

Design reviews are planned, conducted, and documented.  Participants include representatives from all functions concerned with the design stage being reviewed.  Design verification is performed to ensure that the output of the design stage meets input requirements.  Design validation is performed to ensure that the product conforms to the user’s needs.  Design changes are identified, documented, reviewed, and approved by personnel designated in the Design Plan.

2.5 Document And Data Control
RGII documents that address the requirements of the quality standard, are maintained under version control in accordance with procedures contained in the RGII Document Manual.  The Quality Assurance Manager maintains, on the local area networks, a master list identifying the current revision status.  All classified documents and data in RGII’s possession are controlled in accordance with procedures contained in the RGII Security Standard Practice Procedures Manual.

Documents and data used during Task Order projects are controlled as specified by the PM in the Task Order Project Plan.  Product documents in the inspection and review process are controlled by their authors in accordance with procedures contained in the RGII Document Management Manual.  Documents and data of external origin that are required for Task Order activities are controlled by an employee assigned in the Task Order Project Plan.  Obsolete and superseded documents are promptly removed from use.  Those retained for legal or knowledge-reservation purposes are marked in accordance with the RGII Document Management Manual.  Changes to documents are reviewed in accordance with the procedures set in the RGII Document Management Manual.  Other documents and data are uncontrolled.

2.6 Purchasing
A formal purchasing process is in effect in accordance with ISO standards to ensure that the products and services obtained that affect quality, meet the specifications required by the customer.  Subcontractors and consultants providing products or services that directly affect the quality of contract deliverables are selected based on their ability to meet subcontract requirements.  Their performance is evaluated and recorded by the PMs.  Acceptable suppliers are maintained on a list of approved vendors based on the quality of their products or services.  The procedures for purchasing, product verification and subcontractor evaluation are contained in the RGII Project Management Manual as directed by the Vice President, Finance and Contracts Administration.
2.7 Control Of Customer Supplied Products
Customer supplied products for which RGII accepts custody, such as Government Furnished Equipment (GFE), Government Furnished Material (GFM) will be stored in an environment that is controlled by RGII.  The PM will state in the Task Order Project Plan the storage location and the plan to protect the material if it is to be stored outside the normal RGII office environments.  Upon receipt of such material, it will be inventoried.  Proper operation will be verified in accordance with system requirements.  Any discrepancies (such as loss, damage, or other unsuitability), will be reported to the customer by a letter report developed by the PM citing the material status.  This letter is a quality record and will be maintained in the PM Task Order File.  Verification by RGII does not absolve the customer of the responsibility to provide an acceptable product.  

Receipt of customer supplied products is documented in the Task Order Project Plan if received at project initiation or in a Task Order Review and Task Order Monthly Project Report if received later.  An inventory of customer supplied products will be taken and recorded in the Task Order Monthly Project Report.  A receipt will be obtained from the customer if the customer-supplied product is required to be returned.  Return receipts are quality records and will be maintained with the PM Task Order file. 

2.8 Product Identification And Traceability
Where contractually specified, products and deliverables will be marked for identification and traceability in accordance with contract requirements.  Applicable contract requirements for identifying the product from receipt and during all stages of production, delivery, and installation will be reflected in the Task Order Project Plan.  In other cases, deliverable publications shall be marked for identification as directed in the RGII Document Manual.  In addition, classified material shall be appropriately marked in accordance with the RGII Security Standard Practice Procedures Manual.  Where, and to the extent that, traceability is a specified requirement, the PM shall record in the Task Order Plan the procedure for unique identification of products.

2.9 Process Control
The processes that directly affect the quality of RGII’s products are documented in Company manuals.  The procedures and the equipment used to produce deliverables are reviewed and approved by the Company’s executive management.  Deliverables are produced following the documented procedures contained in these manuals.  For contracts that require processes that are not documented in the RGII manuals, the PM shall identify and plan the production, installation, and servicing processes that directly affect quality and ensure that these processes are carried out under controlled conditions.  The plan and the controlled conditions will be documented in the Task Order Project Plan.

Work being accomplished under each Task Order is reviewed at least quarterly during the Task Order Review.  Product characteristics are reviewed during receipt, in-process, and final inspections.  The equipment used to produce deliverables is monitored by the users and maintained by RGII employees and contracted services.  RGII products are produced off-site in our own office spaces and on-site in the field or office environment provided at the customer’s site.

The RGII Project Management Manual contains processes for the normal activities required to complete a Task Order including:  Task Order establishment, the preparation of Task Order Project Plans and Design Plans, quality file maintenance, work performance, formal management Task Order Reviews, purchasing, travel, the control of subcontractors and consultants, and the close-out and archiving of Task Orders.  The RGII Document Manual provides processes for the creation of documentation and correspondence including the control, review, approval, maintenance, and revision of publications and format guidelines.  The RGII Security Standard Practice Procedures Manual provides guidance for the preparation, marking, storage, and handling of classified material.

2.10 Inspection And Testing
Contractually specified requirements for inspection and testing will be identified and recorded in the Task Order Project Plan.  In the course of execution of the Task Order, such inspection and testing will be conducted in accordance with the required documented procedures.  If RGII is responsible for the publication of the procedures, they will be reviewed, approved, and controlled in accordance with the RGII Document Manual.  During the course of any inspection procedure, rejected materials are appropriately marked and segregated until their disposition has been determined.

2.10.1 Receiving Inspection and Testing

The Task Order Project Plan will include to the extent a receiving inspection will be performed by RGII on products that directly affect quality.  The amount and nature of receipt inspection takes into consideration the amount of control exercised at the provider’s location and the recorded evidence of conformance provided.  After successful initial verification, the material is appropriately marked and stored in an environment controlled by RGII until it is required for use.  Documentation of the inspection procedures and the results of the inspection are quality records and are maintained in the PM Task Order File.

Incoming products are not normally used or processed until they have been inspected or otherwise verified as conforming to specified requirements.  In the event that an incoming product must be released for urgent production purposes, that fact will be recorded in a memorandum for the record.  This memorandum is a quality record and will be maintained in the PM Task Order File.  The memorandum shall contain sufficient information to allow positive identification of the material to permit immediate recall and replacement in case of nonconformance to specified requirements. 

2.10.2 In-Process Inspection and Testing 

The PM will include in the Task Order Project Plan any contractually required provisions for in-process inspection or testing.  The RGII Document Manual contains the review process used to inspect publications in process.  The product is held until the required inspections and tests have been completed or the necessary reports have been received and verified, unless the product is released under the positive recall procedures listed above.  

2.10.3 Final Inspection and Testing

The procedures for the final inspection and approval for documentation are included in the RGII Document Manual.  For other contractually required final inspection and testing, the Task Order Project Plan shall require that all specified inspections and tests, including those specified either on receipt of product or in-process, will be completed and that the results meet specified requirements.  Final inspection and testing will be performed in accordance with the Task Order Project Plan to complete the evidence of conformance of the finished product to the specified requirements.  The product shall not be released until all the activities specified in the Task Order Project Plan have been satisfactorily completed, and the associated data and documentation are available and authorized.  

2.10.4 Inspection and Test Records

The defined acceptance criteria and the documentation that gives evidence that the product has been inspected or tested, are quality records that must be maintained by the PM in the Task Order File.  These records will clearly indicate whether the product passed or failed the inspections or tests, and shall identify the inspection authority responsible for the release of the product.  The procedures for control of nonconforming products are provided later in this manual.

2.11 Control Of Inspection, Measuring, And Test Equipment
RGII does not use inspection, measuring and test equipment to demonstrate the conformance of product specified requirements.  If RGII were to become responsible for the calibration or maintenance of such equipment, that work would normally be subcontracted to an activity which demonstrates that they use certified equipment having a known valid relationship to internationally or nationally recognized standards.  Calibration and maintenance records are quality records and would be maintained in the PM Task Order File.  Provision is made in the RGII Project Management Manual for including maintenance and calibration plans in the Task Order Plan.

2.12 Inspection And Test Status
Contractually specified requirements for tracking the status of inspections and tests will be followed as recorded in the Task Order Project Plan.  If RGII is responsible for publishing the procedures, provision will be made for indicating the conformance or nonconformance to stated specifications of the item under test or inspection.  The RGII Document Manual contains the methods for tracking the inspection status of publications.  The objective is to ensure that only those products that have passed the required inspections and tests, or are released under authorized concessions (see next section; the Control of Nonconforming Product), are dispatched, used, or installed.

2.13 Control Of Non-Conforming Product
Every effort should be made to identify products that do not meet specifications before customers are affected.  It is the responsibility of any employee who identifies nonconformity in an RGII product to report the discrepancy to the appropriate PM.  The nonconformity may be documented in a memorandum, if determined necessary.

The PM will evaluate the nonconformity and, when practical, segregate it from acceptable products.  Faulty products shall be labeled identifying the problem and to preclude unintended use or installation.  Disposition of faulty product is the responsibility of the PMs.  The nonconforming product may be scrapped, reworked to meet the specified requirements, or a recommendation may be made to the PM that the product is used with or without repair.  A product that is repaired or reworked is re-inspected in accordance with the Task Order Project Plan.  The PM will ensure that customer concession is granted before delivering a nonconforming product. 

Any employee who discovers nonconformity in an RGII product after it has been delivered to the customer shall notify the applicable PM.  The PM shall evaluate the nonconformity and proceed as previously discussed above.  The PM shall document the nature of the nonconformity and any corrective action taken in a memorandum to the Director via the PM.  This document is a quality record that is maintained in the PM Task Order File.  

When contractually required, the proposed use or repair of an RGII product that does not conform to specified requirements shall be reported for concession to the customer.  The description of nonconformity that has been accepted, and of repairs, shall be documented in a letter or a memorandum for the record.  This document is a quality record and will be maintained in the PM Task Order File.

2.14 Corrective And Preventive Action
A Company that produces products unsatisfactory to the customer will not survive long in our market.  Any RGII employee who receives a customer complaint or report of product nonconformity shall report this fact to the Director, via his or her quality organizational chain for determination of corrective action.  The requirement for preventive action could be initiated as a result of internal or external audits, employee observations, Task Order or design review, subcontractor assessment, analysis of statistical process control data, any potential product deficiency trends, or customer feedback.

A Director’s judgment of a problem’s magnitude and associated risk, may instruct that an entry to be made into the RGII Quality Action Database maintained by the Quality Assurance Manager.  The Quality Assurance Manager may direct an employee to investigate the cause of the nonconformity or complaint.  The investigator may analyze all processes, work operations, records, reports, and complaints.  The investigator will report the results of the investigation in a memorandum and, if possible, recommend action needed to correct the problem and prevent recurrence.  Changes to documented procedures will be processed in accordance with the RGII Document Management Manual.  Corrective and preventative actions established will be recorded in the Quality Action Database.  When corrective or preventive action has been implemented, a follow-up action is entered in the database with a due date set by the Quality Assurance Manager to initiate a review of the effectiveness of the action taken.  Management review will be conducted at the annual quality review on the corrective and preventive actions recorded in the Quality Action Database.

2.15 Handling, Storage, Packaging, Preservation, And Delivery
Contractually specified requirements for the handling, storage, packaging, preservation, or delivery of products will be followed and recorded in the Task Order Plan.  Considerations made by the PMs when preparing the Task Order Project Plan with respect to handling, storage, packaging, preservation, or delivery are listed in the RGII Project Management Manual.  Classified material will be handled, stored, packaged, and delivered in accordance with the RGII Security Standard Practice Procedures Manual.

Specific Requirements

Specific requirements beyond those listed below will be addressed in the Task Order Project Plan.

2.15.1 Handling

RGII does not normally use special handling equipment.  Employees are expected to exercise appropriate caution to prevent damage, degradation, or loss of equipment and material.

2.15.2 Storage

RGII does not maintain specific stock rooms or storage facilities.  Any short-term storage of equipment or material is done in a normal office environment.  

2.15.3 Packaging

The RGII Document Manual contains provisions for binding and covering documents.  Material and equipment shall be packaged to prevent damage during shipping.  

2.15.4 Preservation

Preservation requirements will be recorded by the PM in the Task Order Project Plan.  RGII employees shall preserve the confidentiality of proprietary and classified information that they are exposed to in the performance of their work.

2.15.5 Delivery

Products may be hand carried, mailed, or shipped depending on the location of the customer and delivery time requirements.

2.16 Control Of Quality Records
Quality records provide historical evidence of quality activities.  They are also used to demonstrate conformance to specified requirements, and the effective operation of the quality system.  Pertinent subcontractor quality records are an element of the RGII records.  Where agreed contractually, quality records will be made available for evaluation by customers, or their representatives, for the agreed period.

The Task Order files maintained by the PM, the CFO, and the Senior Staff Accountant are indexed by the Task Order number.  Other quality records are indexed by either the Task Order number or the quality function, in such a manner as to be readily retrievable.  Quality records shall be legible and can be in the form of hard copy, electronic or other media.  They are stored and retained in a normal office environment to prevent loss and to minimize deterioration or damage.  The retention times of quality records have been established and recorded in the document that introduces them.

2.16.1 Records of Current Work

PMs are responsible for the collection, filing, and maintenance of quality records for their Task Orders.  The Task Order file is a quality record maintained by the PM while the Task Order is active.  The contents of the PM Task Order file are discussed in the RGII Project Management Manual.  Task Order records will normally be maintained near the PM’s work area and on the LAN in a subdirectory appropriately named to identify the Task Order, or on computer storage disks.  The locations of Task Order files will be identified in the Task Order Project Plan.  All files maintained by the PM must be arranged so that they are readily accessible in the PM’s absence.  Classified documents and magnetic data are maintained under Facility Security Officer control in accordance with the RGII Security Standard Practice Procedures Manual.

The Accounting Manager and the CFO establish two separate, and essentially independent, Task Order files at Task Order inception.  These files are maintained in the headquarters office.  The contents of each of these files are discussed in the RGII Project Management Manual.

The CostPointTM system maintains a complete history of Task Order person-hour and cost expenditures.  The CostPointTM records are maintained separately by the CFO and filed in the headquarters office. 

2.16.2 Archiving Records

Records for inactive Task Orders are filed in the headquarters office for four years.  Computer files for inactive Task Orders are reduced to compressed format and stored with the Task Order records.  Records over four years old may be moved to a commercial document storage facility for safekeeping to minimize loss and deterioration.  Stored records may be retrieved during normal workdays with 24 hours notice.

Inactive CostPointTM and financial files are compiled by Company fiscal year and filed at the headquarters office.  They may be moved to a commercial document storage facility after the Defense Contract Audit Agency has completed the corresponding yearly audit.

CostPointTM and financial file records may be removed from maintenance after a period of ten years from the Task Order closing date if there is no legal or taxation action precluding their removal.

2.17 Internal Quality Audits
The purpose of the Internal Quality Audit is to verify whether quality activities comply with planned arrangements and to determine the effectiveness of the quality system.  The audit shall be conducted at least once a year.  Audit frequency may be adjusted based on the status and the importance of activities.  The internal audit team shall be led or appointed by the Quality Assurance Manager.  The team consists of RGII personnel who are familiar with the RGII quality system and judged to be competent for the task by the Quality Assurance Manager.  Auditing is accomplished by Company personnel, independent of those having direct responsibility for the activity being audited.

The audit team will sample applicable quality documentation, review Company activities, and interview a sampling of employees.  Corrective actions from previous audits are reviewed to verify their effectiveness.  Internal audits will be based on the procedures contained in the RGII quality documents.  The findings, conclusions, and recommendations resulting from the audit shall be provided in a written report to the CEO/VP/Director.  The Quality Assurance Manager and the CEO/VP review and endorse the report.  This report is a quality record and will be maintained in the Corporate Quality File for four years, after which time it may be removed and destroyed.

The personnel having the responsibility for the areas audited will receive a copy of the report to bring the audit results to their attention.  A memorandum directing corrective action on the deficiencies found during the audit will be sent to appropriate personnel for action.  Response dates deemed timely by the Quality Assurance Manager will be assigned.  The personnel with the action advise the Quality Assurance Manager when the required action is completed.

Actions directed and taken to correct internal audit discrepancies are recorded in the Quality Action Database for tracking.  The Quality Action Database is a quality record consisting of an electronic file maintained on a computer diskette in the possession of the Quality Assurance Manager.  Internal audit, action items may be removed from the database after the required actions are completed and their effectiveness has been reviewed at the annual quality review.

2.18 Training
Contractually specified training requirements shall be met as reflected in the Task Order Project Plan.  The PM shall determine other training required to satisfy the Task Order.  The PM shall maintain evidence of appropriate training, education or experience in the Task Order files if such evidence is not in an employee’s personnel file.

Personnel qualifications for positions are documented in the RGII Position Description and Organizational Relationship Manual.  All persons in the employ of RGII on or before 1 January 1995, are deemed to be qualified in their positions by their supervisors’ observation of their previous performance.  Personnel are appointed to their positions in writing by a letter signed by the CEO.  Personal resumes are used to document qualifications.  Appointment letters and resumes that document position qualifications are quality records and are maintained in the Company personnel files by the Vice President, Corporate Administration while the person is employed by RGII after which time they may be removed and destroyed.

All employees receive orientation training on Company procedures initiated by the Vice President, Corporate Administration.  This training is documented on an orientation checklist form, which is a quality record, maintained by the Vice President, Corporate Administration in the personnel files.  An individual’s record may be removed and destroyed after the person leaves RGII employ.

Security training is conducted and documented in accordance with the RGII Security Standard Practice Procedures Manual.  Security training documents are quality records and are maintained by the FSOs at their office locations.  An individual’s record may be removed and destroyed after the person is no longer employed by RGII.

Familiarization training on RGII Company quality procedures is conducted for all new employees during their initial indoctrination period.  The Quality Assurance Manager maintains the Documentation for the RGII Quality System and Training.  Quality training records are quality records and are maintained in the possession of the Quality Assurance Manager for a period of four years after which time they may be destroyed.

Those employees who have performed as PMs prior to 1 January 1998, are considered qualified for the task based on observations by their supervisors.  Personnel to be assigned as PMs after that date will undergo a qualification process that includes formal orientation, on-the-job training, and assignment to a mentor.  Successful completion of the qualification process will be recognized by a form signed by the Quality Assurance Manager. 

2.19 Servicing
When servicing is specified in a contract, the PM will propose in the Task Order Project Plan the procedures to be used to perform servicing work and for reporting and verifying that such services meet the customer’s requirements.  The proposed servicing will be reviewed and approved or revised during the Task Order Project Plan review process contained in the RGII Project Management Manual.  The actual servicing provided will be documented in the task order monthly reports and reported at the periodic Task Order Reviews along with any problems encountered in meeting the specified requirements.

2.20 Statistical Techniques
Statistical techniques for establishing, controlling or verifying corporate process capability or product characteristics may be required.  Identification of statistical techniques to assist RGII in performing database marketing, business planning, forecasting, prediction, risk assessment, etc. in the Quality System may be required.

Where contractually specified, the requirement for the use of statistical techniques shall be followed and recorded in the Task Order Project Plan.  Otherwise, PMs will identify during the execution of their Task Orders the need for statistical techniques to establish, control, and verify process capability and product characteristics affecting their Task Orders.  Procedures to implement and control the application of statistical techniques to be used will be documented in the Task Order Project Plan.  If the statistical methods chosen are other than recognized, published techniques, justification of the validity of the method used should be provided.  The qualifications of personnel applying the statistical techniques must be recorded in the personnel file or in the PM Task Order file.

















































































































































