Quality Assurance Plan 

Quality Assurance (QA) measures and procedures are adapted from the RGII Quality Assurance Manual and previous successful projects. All deliverables prepared by RGII are governed by RGII QA procedures. The procedures and responsibilities described in the RGII Quality Assurance Manual are applied uniformly to all RGII projects to ensure that work performed is in full compliance with requirements.

The objective of RGII’s QA plan is to ensure responsiveness and providing the highest quality of service to our clients. It is an aggressive, proactive plan that ensures satisfaction by establishing quality standards, detecting deficiencies at an early stage, initiating quick corrective actions, and monitoring performance to ensure compliance with quality standards. It is a conscientious program consisting of established procedures, ongoing personnel training, review of system reports and logs, management reviews, review of trends, maintenance management and user feedback to update QA standards and procedures that ultimately improve operations.

All assigned management personnel are responsible for product and service quality, including task activities, project assignments, plans, procedures, and personnel. Assigned management personnel provide direction to ensure that the Government and RGII standards are met. Our personnel remain attentive to these quality-related issues through established QA/QC organizational structure, standards and procedures, inspections and reviews, problem identification and resolution, and reporting vehicles. These elements combine to provide a comprehensive QA plan that anticipates operational issues before they become impediments to the continuity of services.

RGII’s approach to quality assurance is to build in quality, not inspect for and repair deficiencies. A thorough review process is illustrated in Exhibit 1-6. The process begins with clear requirements and guidelines established through the project plan. The project team then implements the plan using practices established by RGII’s operations documentation and the project plan. The project team maintains a continuing diary of steps taken, methods used, intermediate results, problems encountered, problem resolutions, coordination, and other implementation information in the project folder. Each functional area of the project (OA Technical Support Facility, LAN Management Facility) maintains subfolders of the project. The project folder consists of both electronic information and information on paper. The project folder method facilitates technical and [image: image1.wmf]PROJECT
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progress review while it enhances continuity in the event of personnel changes. It is reviewed regularly by the PM for compliance with the practices established in RGII’s QA/QC Manual and is periodically audited by the division Vice President.

Exhibit 1-6: Approach to Quality. 
Our Approach to Quality Includes a Controlled Review and Approval Process. 

Deliverables generated by the project are reviewed by the division Director before submission to the client. Critical deliverables may also be reviewed and approved by the vice president responsible for the task. Aggressive communications and review processes are central to searching for potential and real problems. These reviews also identify process improvement techniques.

RGII believes that empowered employees are proactive in identifying and avoiding problems before they become management issues. When potential problems are identified, avoidance actions are added to the project plan. When real problems do occur, the PM takes immediate action to resolve the problem through workarounds, implementation and revision of policies and procedures, realignment or redistribution of resources, direct consultation with customer, and tracking of resolution until the deficiency is corrected and non-recurrence is assured.

All employees receive orientation training on RGII’s procedures. An introduction to RGII’s quality procedures is part of that orientation. This training is documented on a New Employee Orientation Checklist form, which is a quality record, maintained in the personnel files. An individual’s record may be removed and destroyed after the person leaves RGII employ.

Familiarization training on quality procedures is conducted during new employees’ initial indoctrination period (90-days). Site training, for all RGII sites, is also scheduled on an annual basis. The corporate QA Manager maintains the documentation for the RGII Quality System and training. Training records are quality records and are maintained in the possession of the QA Manager for a period of four years after which time they may be destroyed.

Staff assigned as supervisors undergo a qualification process that includes formal orientation, on-the-job training, and assignment to a mentor. Successful completion of the qualification process is recognized by a form signed by the QA Manager and copied to the personnel file.

Inspection Program. RGII proposes an inspection program utilizing our standard quality monitoring processes tailored to the CLIENT environment. Exhibit 1-7 shows our proposed corporate quality inspection plan, both internal and external, the frequency of inspection and the responsible party.

	
	Title
	Frequency
	Responsible Party
	Purpose

	Corporate
Performance
Monitoring
	CEO Visit
	Quarterly
	Kathryn Freeland, CEO
	· Overall Customer Satisfaction

· Overall contract compliance

	
	V.P Visit
	Monthly
	Janet Swisher, V.P. 
NITS Division
	· Overall Customer Satisfaction

· Overall contract compliance

· Employee Performance and morale

	
	QA Manager
	Annually, as needed
	Dave Coxon, 
RGII QA Manager
	· Adherence to corporate QA plan

· Training on QA policies & procedures

	
	90-Day Evaluation
	Once, at 90 days
	PM
	· Assesses employee performance to RGII and CLIENT quality and performance standards

· Measures employee’s knowledge of RGII and CLIENT SOPs

	
	Annual 
Evaluation
	Annually upon 
anniversary of 
assignment
	PM
	· Assesses employee performance to RGII and CLIENT quality and performance standards

· Measures employee’s knowledge of RGII and CLIENT SOPs

	Contract
	
	Annually
	PM, V.P & Director
	· Review policies & procedures with COTR

	
	Status Reports
	Weekly – Oral
	PM
	· Review tasks informally

	
	
	Monthly - Written
	PM
	· Record of on-going tasks

	
	Top Gun Award
	Monthly
	Technical Support 
Coordinator
	· Increase morale 

· Recognize individual contribution to the team

	
	Action Reports
	Daily
	PM, Technical Support 
Coordinator, Sr. OA 
Technician
	· Ensure network performance uptime

· Verify calls are closed

· Verify customer satisfaction


Exhibit 1-7:  Corporate Quality Inspection Plan

RGII’s basic help desk operations and technical service areas consist of numerous types of supported hardware and software. The PM, supported by the Technical Support Coordinator, is responsible for conducting QA/QC inspections. As depicted in Exhibit 1-8, Basic Operations and Technical Services identifies specified services, standards to be applied, the maximum allowable degree of deviation, method of surveillance, and frequency of inspection for program operations. These plans will be integrated into CLIENT operations and submitted to the COTR for approval.

	Service
	Standard
	Allowable Degree 
Of Deviation
	Method 
Surveillance
	Frequency

	Requirement reviews
	Verbal or written reports.
	None
	Reviews
	As occurs

	Install, setup, and configure new systems
	Implement IAW Task Order Proposal/ Plan
	None
	Checklists and visual QC inspections
	As occurs

	Install print queues and print servers
	IAW manufacturer’s instructions
	None
	Reviews
	As occurs

	Install new or modified software
	IAW Manufacturer’s instructions
	None
	Reviews
	As occurs

	Provide system administration help
	Initial response to inquiries within 1 hour
	None
	Trouble ticket

reviews
	Weekly

	Equipment and Network Reallocations
	Implement IAW Task Order Plan
	None
	Reviews
	Weekly

	Help Desk Call Requiring

Vendor trouble calls
	Notify vendor within 30 minutes
	None
	Reviews
	Daily

	System back-ups and restorations
	IAW manufacturer’s instructions and Task Order Plan
	None
	Checklists and reviews
	Daily

	Emergency System Recoveries
	IAW client Operating Procedures or guidelines
	None
	Checklists and reviews
	As occurs

	System hardware and software checks
	Peak effectiveness and efficiency
	None
	Reports and reviews
	Periodically

	Optimizing hard disk storage
	Minimal disk storage
	None
	Review logs
	Periodically

	Communications environment checks
	Successful telecommunications
	None
	Review logs
	Periodically

	Preventative maintenance checks
	IAW PM schedule and manufacturer’s recommendations
	None
	Schedule and log reviews
	Periodically

	System Security
	Maximum system security IAW existing AISSP
	None
	Inspections
	Monthly

	Computer viruses
	Virus detection, file recovery, monitoring and firewalls
	None
	Inspections, Log reviews
	Monthly

	User COTS assistance
	Functional applications
	None
	Reports
	As occurs

	System library
	Detailed documentation and records
	None
	Review. Inspect visually
	Quarterly

	Data conversion assistance
	Virus Screen and Import Usable data
	None
	Reports
	As occurs


Exhibit 1-8:  Basis Operations and Technical Services

The organization proposed by RGII provides a Key person for each task area of the effort (see Exhibit 1-2). Each task leader is responsible for monitoring performance in their respective areas. Potential problems recognized are reported to the task leader. If possible, action is taken to rectify the situation and the procedures are documented and reported to the PM on a daily basis, and then to the COTR in the weekly and/or monthly reports.

If the situation calls for additional resources, the PM reviews and assigns the proper resources for resolution. The COTR is made aware of the situation immediately and all is documented and reported in the weekly and/or monthly reports. Problems involving the user are documented (Vantive database) and the solutions tracked and used for future reference. Metrics are reported on the schedule outlined in Section ??: Reporting. These reports and metrics become part of the project folder and are used to demonstrate conformance to RGII, as well as CLIENT, standards. These quality records are available to the COTR at any time.

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 contract files maintained by the PM, the CFO, and the Accounting Manager are indexed by the contract number. Other quality records are indexed by either the contract 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.

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

RGII’s Contract Administrator establishes two separate, and essentially independent, contract files at contract inception, and maintained in the headquarters office. The contents of each of these files include, but is not limited to, the Project Establishment Memorandum, the Project Plan, Contract/Task Order and modifications, Progress Review reports, Monthly Status Reports, evidence of required training not held in the personnel files, completed internal and external Report Review Routing sheets, procedures and results of in-process and final inspections and tests, reports on non-conforming products, and receipts for return of customer-supplied products.

DELTEK maintains a complete history of man hour and cost expenditures. Records are maintained separately by the CFO and filed in the headquarters office. 

Archiving Records - Records for inactive contracts are filed in the headquarters office for four years. Computer files for inactive contracts are reduced to compressed format and stored with the contract 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 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. Financial file records may be removed from maintenance after a period of ten years from the closing date if there is no legal or taxation action precluding their removal.

