FACTOR C - PAST PERFORMANCE





RGII Technologies continues to be recognized by our customers for providing total quality products and services, which are consistently superior in terms of technical, cost, and performance considerations.  





C.1	Quality of Product And/Or Service


RGII has a business-like concern for our customer’s interests, and we take the “Teamwork Approach” toward continuously improving every aspect of our work while applying RGII’s corporate values of integrity, quality, excellence, and complete customer satisfaction.


Maintaining Quality of Services and Deliverables (Products) is a critical success factor.


Quality services and products is an integral part of RGII’s management planning.  RGII’s corporate management insists on high quality, the maintenance of such quality being the direct responsibility of the Chief Operating Officer (COO) and the Chief Executive Officer (CEO).  While the entire organization is quality conscious, the ultimate responsibility and accountability for quality rests with the CEO.


The day-to-day contractual responsibility rests with the Proposed Program Manager.  RGII’s management reiterates the importance of quality service.  RGII believes the difference between delivering good service to our clients and excellent quality services is the amount of initiative taken to perform the assigned task.  RGII prides itself on our willingness to go the extra mile for our customers, to provide services/products that they appreciate.  To this end, RGII has built and effective, well documented Quality Control and Assurance Program that is our “bible” for measuring and delivering to our customers superior quality products and services through all areas of contract performance.


First, all RGII employees, during their first week on the job, are oriented to RGII’s Quality Control and Assurance Program.  The orientation process includes documented procedures defining their roles, responsibilities, and the methodology to be  used to ensure that products and services being supplied and/or prepared and furnished are in compliance with clients contract requirements.


Second, we ensure RGII’s employees are delivering “Total Quality Products/Services” via our contract management team which will consist of the Program Manager (DoS/INFOSCE), Ms. Linda Fines; the Vice President, Mr. William F. Blocher; the Controller, Mr. Christopher A. Parrotta; the President and Chief Operating Officer, Mr. R. Gregory Freeland; and the Chairman and Chief Executive Officer, Mrs. Kathryn B. Freeland.


Our team meets quarterly to review and ensure that RGII’s employees and subcontractors are delivering quality products and services to the customers. RGII’s criteria for measuring that quality includes:


ensuring clear lines of communication and authority are being effectively executed between the customer’ representatives 9e.g., Contracting Officer, (CO), Contracting Officer Representative (COR), Program Officers, etc.) and RGII’s Program Manager;


ensuring that RGII’s team is dedicated to the assigned task, and is responding to issues/problems;


ensuring that clear lines of control and effecting working interrelationships are established between RGII’s team and the customer;


employing effective project staffing, policies, procedures, and processes;


implementing quality controls and assurance program techniques;


receiving customer feedback on RGII’s performance through RGII’s Program Manager weekly and regular meetings with customers, quarterly President/COO reviews, and CEO semi-annual appointments with the customer’ senior management responsible for the contract; and


monitoring the overall contract cost and performance of the RGII Team.


With the successful measurement of the above, RGII believes there are four (4) reasonably simple requisites for maintaining high quality products and services to our customer: 1) the recognition of quality requirements in the initial planning phase, 2) the development and implementation of documented and disciplined procedures, 3) the assignment of responsibility an accountability for quality maintenance, and 4) the talent and motivation of personnel who provide the services and develop the products.  RGII takes a methodical approach to putting these key factors together and monitoring the results, for consistently high quality./


C.2   Timeliness of Performance


RGII believes the success of our performance is the responsibility our entire contract team, from the first day of contract award.  Our team will focus on three aspects of RGII’s performance which include: Technical, Cost and Schedule.


	Technical Performance  Consistent technical performance monitoring is critical for 	anticipating and diagnosing performance related issues before they become serious.  This 	becomes a crucial element of our monitoring and control process.


	Cost Performance  Upon receipt of the project financial reports, the Program Manger 	performs a comparative analysis of planned estimates with actual costs.  A detailed 	variance report is prepared which notes any deficiencies, discrepancies, and/or suspected 	problem areas.


	Schedule Performance  RGII prides itself on meeting and/or exceeding project schedules. 	The objective in tracking the scheduled percentage of completion is to estimate the length 	of a given project, and what level of effort can be performed in a given time period.  	RGII conduct milestone studies, which is a proactive approach to delivering a service or 	product when required.  We are able tot determine how both internal and/or external 	forces impact the project, and recommend solutions.


We have established three forms of performance/feedback monitoring and reporting methods that provide us with a consistent flow of interaction to measure the timeliness/success of the performance of our support to the customer.  Those three forms of feedback include:


Corporate Performance Monitoring


External Feedback Process


Progress/Status Reporting


RGII understands that management processes and procedures have to be dynamic and constantly improving, not only as a result of new initiatives, but also as a result of feedback from ongoing operations.  Feedback presents the potential for improved strategies for current as well as future endeavors.  The first of these performance monitoring methods are internal to RGII, the remaining two are external.


C.2.1  Corporate Performance Monitoring


RGII has developed, for each contract, detailed work sequence plans that define a series of project milestones, highlight technical progress, monitor labor rates, and assess other associated activities to achieve scheduled task requirements.  RGII conducts monthly performance measurement reviews.  RGII is able to quickly adjust the work sequence plan to accommodate customer modified requirements, technical or scheduling.  Also, as a result of the monthly reviews, we are able to determine if performance issues are caused by inaccurate planning estimates or assumptions.  If this the case, a new plan will be prepared to correct the deficiencies.


C.2.2  External Feedback Process


In performance of current contracts (and DoS’s INFOSEC contract if RGII is the awardee), RGII provides an evaluation form with each of its deliverables (i.e., monthly reports).   This offers an avenue for RGII’s customer to readily assess our performance, while the quality of the deliverable or service is fresh in their minds, and also serves as input to our “Performance Mapping Database” which determines RGII’s contract team strengths and weakness.  If the RGII team receives an unfavorable customer evaluation, RGII’s Program Manager will respond to DoS within three (3) calendar days with our plan to resolve the issue/problem.


RGII will also schedule weekly project review meetings with DoS’s COTR and RGII’s Program Manager.  This meeting will specifically address RGII’s success in meeting technical and schedule requirements.  This forum is RGII’s way of obtaining feedback to improve our customer support.


C.2.3  Progress/Status Reporting


RGII’s internal management processes and procedures are geared to providing our clients with written, accurate, up-to-date, informative reports on a monthly basis,  These monthly reports will summarize highlights for the month, RGII’s accomplishments for the month, conformance to schedule, problem areas, and work planned for the upcoming month.  Lastly, RGII utilizes all three forums for lessons learned for ongoing and future endeavors.


�
C.3	Price/Cost Control 


RGII’s contract management team has been very successful in effectively monitoring, budgeting, and reporting the accuracy of our various direct and indirect costs and ensuring “zero” cost over-runs.  We utilize and integrated management information system tool such as DELTEK’s  job cost accounting system and Microsoft’s Office Suite for maximum cost accountability and control.  DELTEK allows us to track contract costs including multiple task orders individually enabling RGII’s Project Manager to carefully analyze the nature and magnitude of the work, assign a charge number for authorized expenditures against the task, and issues the task to the appropriate RGII employee who will be responsible for execution of the task.


Microsoft’s Office Suite ( i.e., Word, Excel, Powerpoint, Schedule, Access) Integrated package assures our contract team accurate special reports on all contract deliverables, task activity progress and status.  These tools provide us effective price/cost control tracking, monitoring, reporting, and up-to-the-moment data on all areas of contract/task issues.  RGII provides timely and accurate invoices with complete status reports of contract/task labor, other direct costs (ODCs) and subcontractor cost on a weekly, monthly, or as needed basis.  RGII continues to be in total compliance with the pricing terms and conditions of all contracts.


C.4	Business Relations


Our business-like concern for our customer starts with our project start-up plan.  We develop and present a technical management plan approved by the customer’s CO and COR, before we start each contract effort.  Performance reviews are held monthly by our program manager or whenever and urgent requirement dictates that we meet more frequently.  Second, RGII’s President/COO meets with all clients quarterly to review our measure of effectiveness (MOE) that are developed as part of our technical management plan.  A sample quarterly review agenda conducted by RGII’s President/COO is illustrated on the following page.


Lastly, on a semi-annual basis, RGII’s CEO meets with senior customer representatives on a courtesy call basis to discuss our performance and ways to continuously improve our support to ensure our customers receive maximum satisfaction and effective performance.  Therefore, all management levels are responsive to our clients, a characteristic we believe to be unique within our organization.  RGII continues to maintain an open door policy to our client.  This includes the client’s right to visit our facilities to discuss business related issues.


�
�


�





Figure C.4-1  - A Sample Quarterly Review Agenda


�



C.5	Customer Satisfaction


RGII recognizes that we are in the business of providing technical services and can only remain successful if customer satisfaction is continuously measured and maintained at all levels.  RGII’s focus on customer satisfaction begins at the top of the organization, with our Chief Executive Officer.  The CEO personally remains in contact with the client.  She thrives on getting first hand information regarding RGII’s performance, and whether the customer is satisfied with our support.  She directly asks customers for the concerns, complaints, and recommendations.  


This input is then filtered back to the appropriate Division Vice President and Program Manager for action.  A major part of customer satisfaction  with the employee performing the service.  Staying in touch with the employee by corporate management is just one way of receiving feedback on improving customer satisfaction.  By listening to the customer and the staff - and acting on what has been communicated  - RGII is successful at retaining satisfied customers.  Our successful past performance and repeat customers are a reflection of a broad range of government customers that include:


U.S. Department of Commerce


U.S. Department of Defense


Board of Governors of the Federal Reserve System


Nuclear Regulatory Commission


FAA Technical Center


The following table summarizes our Past Performance Contracts and their relationship to the requirements of the RFP.  The detailed project summaries are included at the end of Factor D.  





�


Figure C.5-1  -  The RGII Team’s Corporate Experience Encompasses InfoSec Activities As Described in the RFP’s Statement of Work








RGII provides the following customer references specifically related to DoS’s information systems security requirements who can address our past and current performance.





1.	Mr. Jim Chesley, COTR


       	Naval Surface Warfare Center Laboratory, Carderock


	(301) 227-1709





2.	Ms. Carolyn Alderman, COTR


	NOAA, Systems Acquisition Office


713-0111 ext. 123





             3.         Ms. Bobbie McQuilkin, ACOTR


                         Integrated Program Office


                         (301) 427-2070 ext. 103


      


        4.        Mr. Chris Ward, ACOTR


                         Coastal Ocean Program


                          (301) 713-3338


Our subcontractor, AEGIS Research Corporation, provides the following customer reference specifically related to DoS’s Information Systems Security requirements who will address their past performance.  Due to the fact that the four references are classified projects, there is a single point-of-contact for these programs.





1.	Eugene F. Boesch


	Assistant Secretary of the Air Force


	Office of the Administrator


693-2017


Lastly, please find incorporated on the following pages letters of commendation from our customers and the U.S. Small Business Administration.  RGII'’ CEO was presented with the 1995 Minority Small Business Person of the Year Award, in recognition of her outstanding performance and commitment to excellence as and entrepreneur.
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