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-  QUALITY ASSURANCE PLAN

“RGII Technologies is a quality-conscious firm.  We emphasize to our clients that RGII Technologies’ approach to quality is to build it in at the start of a program and to recognize that quality should not be “inserted in the middle” or "inspected into" a program.”

B.6.1  Quality Control and Total Quality Management

The RGII Technologies approach to internal quality control includes elements of our Quality Control (QC) system and our internal quality assurance (QA) system.  Our Quality Assurance Plan for this contract describes in sufficient detail how we will conduct the QA system, what frequency or when the QA activities will be performed, where the QA activities will take place, and by whom the QA process will be accomplished.  

Competition and tighter budgets are pushing both Government agencies and private sector firms toward developing and implementing a better and more effective quality control system.  Some of the benefits of our system are:

· Problems get solved permanently;

· The quality of worklife is improved;

· Everyone is able to do better work;

· Communications and coordination are improved; and

· Both technical and management staffs are involved through the TQM bottom-up approach; therefore, the whole staff buys into the changes and participates in the implementation.

RGII Technologies has recently defined a Quality Control/Quality Assurance (QA/QC) Plan and will begin development of the full program within the next few months.  We expect the plan to be fully implemented in mid-1997.  The RGII Technologies approach is similar to a Total Quality Management (TQM) system and is process-oriented and aimed at improving the support and products developed for our customers.  

Our QA/QC Plan includes a number of goals, however, first and foremost is "customer alignment."  By this, we mean working with our customers and defining, or redefining, the customer's needs, then developing/realigning our processes to conform with the customer's needs.  As with any QA/QC system, the RGII Technologies approach is systemic improvement oriented.

The RGII Technologies QA/QC program will include an ability for any employee to make recommendations through Quality Improvement Initiatives (QII's).  Once a QII is received, RGII Technologies will put together a Quality Action Team (QAT) to analyze the QII and develop new or improved processes to enhance the area affected.  This will include surveying, sampling, checklists, Pareto charts, and fishbone diagramming.  RGII Technologies’ corporate management tracks the process of all QII's and QAT's.  In addition, each of our Program Managers is required to include QA/QC activities in Weekly Activities Reports.

B.6.2  Quality Assurance

The objective of the RGII Technologies Quality Assurance plan is to ensure responsiveness by providing the highest quality of service to our customer.  We have an aggressive, proactive QA plan that ensures satisfaction by establishing quality standards, detecting deficiencies at the early stage, initiating quick corrective actions, and monitoring performance in a disciplined manner to ensure compliance with quality standards.  The primary QA/QC Manager for every project is the Division Vice President.  It is our corporate policy, implemented in the early years of our existence to place the QA function at the highest feasible level of the corporate structure.  

RGII Technologies believes in a conscientious program consisting of established procedures, ongoing personnel training, review of system reports and logs, management reviews, review of trends, maintenance management, QII's, QAT's, and user feedback to update QA standards and procedures that will ultimately improve operations.  In the case of this program, Mr. William F. Blocher, Vice President of our Integration and Technology Development will serve as QA/QC Manager.  He will be personally responsible for initiating the QA process during contract start-up, and monitoring its success throughout the period of performance.

Our personnel will remain attentive to these quality-related issues through RGII Technologies’ 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 and project-oriented QA program that consistently anticipates operational issues before they become impediments to the continuity of services.

B.6.3  Financial Controls Support The QA Program

RGII Technologies maintains exemplary financial soundness by instituting a series of financial control mechanisms as part of our overall project management control.  Financial control is a key aspect of quality control.  The financial control board for this project will consist of the CEO, the President, the Controller and the Division Vice President.  They will meet at corporate headquarters on or before the fifteenth of each month with the Program Manager and the Technical Director to review the results of the previous month as well as year-to-date cumulative results.  

To ensure that our contracting services meet or exceed the Federal financial control standards set by the DCAA, RGII Technologies uses the Deltek government contractor software series on RGII Technologies workstations linked by a Local Area Network.  Our Division Vice President, the Program Manager and the Technical Director will receive a series of monthly financial tracking job status reports which provide accurate, detailed information on labor utilization and budgeted-versus-actual expenditures.  

The RGII Technologies Chairman/CEO and the President/COO will also receive regular job status reports tracking the percentage of work completed on each project versus the dollars spent.  In addition to various ratio and cash flow monthly reports provided by the system and the annual DCAA incurred costs audit, RGII Technologies uses accepted standards by commissioning additional CPA financial statement audits when required.

B.6.4  QA/QC Inspections and Reviews

The RGII Technologies Program Manager and the Technical Director will anticipate issues and problems by initiating a review program to support the Department of State management. This program will consist of an initial review with follow-up review comments from the Department of State management regarding noted discrepancies and recommended solutions.  

B.6.4.1
  QA/QC Internal Reviews

The QA program reviews will be administered by the Program Manager and will focus on assurance that adequate technical and performance requirements are established; products and services provided to users meet those established requirements; and support service and/or product performance is not degraded.  Many factors affect support services including absenteeism, scheduling problems due to delays, staffing levels, lack of training, and/or insufficient resources.  In the case of materials, we must ensure that handling, storage, maintenance, rework, repair, overhaul, operation, or training are not allowed to become a problem.  The internal reviews will be conducted at least bi-weekly at the program site.  

To conduct an effective QA review, our Program Manager will use a structured audit methodology to ensure that satisfactory performance is achieved.  The Program Manager, together with the Technical Director, will conduct scheduled program reviews to ensure that each functional area supporting this contract is following established operating standards, policies and procedures, and is providing the services and products prescribed in the Statement of Work (SOW).  She will use a question and answer procedure to conduct the review.  This review will allow proper visibility to the Department of State and RGII Technologies management on the quality of service delivered by our personnel.

B.6.4.2
  QA/QC External Reviews

External Reviews will be conducted every three months by RGII Technologies corporate management.  The QA/QC Team will consist of the President, the Division Vice President, and the Controller and the meeting will normally be held at the Integration and Technology Division offices in Airport Plaza 2, located in Crystal City, Virginia.  They will include examination of both project management QA issues and functional support QC issues.  

Our Program Manager will represent RGII Technologies project personnel at a quarterly Program Management Review conducted by the RGII Technologies President.  He will have all required technical, scheduling, and financial information available at this review and will record minutes for the session.  In the absence of the Program Manager, the Technical Director will perform these duties.  

The RGII Technologies Quarterly Project Review is a comprehensive internal audit of a project's progress towards the objectives outlined in the technical work and QA plans and in subsequent briefings from the RGII Technologies.  A quarterly review QA checklist is used to verify that all relevant topics have been examined.  This internal audit also examines the history of problem resolution (QA file) in the account and verifies that appropriate corrective actions have been completed for RGII Technologies.

B.6.5  Work Assessments and In-Process Peer Reviews Are Critical to QA/QC

RGII Technologies procedures for managing task orders, whether routine initial contract assignments, special assignments, multiple task orders or changes in task scope and schedule are essentially similar activities following a basic process.  We have discussed our Step-by-Step Task Order Methodology under Factor B.4.  It must be emphasized that each task order is accounted for separately to comply with contract accounting standards.  Each task order receives its own distinct number which is used to identify staff hours and other direct costs associated with it.  This prevents the co-mingling of charges among task orders.  Our DCAA-approved procedures work equally well with concurrently active task orders.

Our staff handles more than one delivery order at a time.  As delivery orders are generated, the Program Manager will assign staff members to satisfy the requirement.  The combined resources of the project team are such that no combination of delivery orders will be beyond the realm of staffing.  Critical to this task management process is the QA function of work assessment and/or in-process peer reviews.  This work is performed by the program staff under the supervision of the Technical Director for this program.  However, in some programs the Program Manager functions as the lead technical manager.  The reviews are periodic in nature subject the critical path schedule established by the Program Work Plan completed at contract start-up.  

In some instances, individual staff members may be only partially utilized on one task order, and therefore may be assigned to fill a partial position on another task order.  Likewise, they may perform the QA peer review for other tasks where they are not part of the primary task team.  This provides RGII Technologies with the ability to maximize use of each staff member.  Again, it is emphasized that should one person be assigned to more than one task order, that person will use the distinct task order number to account for the hours expended against each task order.

Similarly, changes in the scope or schedule of a task order will be approached in the same manner. RGII Technologies has worked extensively with the Government, and we know that changes occur, and sometimes rather rapidly. Also, priorities often have a way of shifting to meet changing situations.  These unpredictable situations are usually no fault of the managers involved but are occasioned by outside factors.  Here is where a strong QA Plan executed from the beginning of work assignment, monitored by in-process peer reviews, can facilitate rapid response to changing circumstances.  

RGII Technologies believes that "flexibility" is the key word.  We understand the ramifications of changing contract or task order scope without involving written consent from the Contracting Officer (CO).  When questions concerning changes in scope or conflict in priorities arise, the Program Manager will confer with the COR to mutually work out an acceptable solution.  In the past, thanks to talented managers and professional staff members, plus our long-standing commitment to quality being an integral part of the entire program management process, RGII Technologies has always been able to successfully respond to changing situations.

RGII Technologies recognizes that contract requirements can change rapidly and that it is imperative that we respond to new developments and changing requirements quickly, efficiently, and with as little delay and confusion as possible.  RGII Technologies is known for its diverse capabilities, with a broad range of skills and levels of experience in the labor categories prescribed in the SOW.  We are poised at all times to be able to respond to shifts in responsibilities, sudden changes in workloads, and other unanticipated situations that require immediate contractor flexibility and rapid response.

RGII Technologies has access to a truly multi-disciplined cadre of professionals who have extraordinary expertise, both in technical and management areas, whom we can call on at a moment's notice.  This type of flexibility is essential in an environment such as the potential Department of State projects in which response time may be critical. RGII Technologies understands that flexibility in personnel assignments and other processes that are vital to the smooth operation of the Department of State project and that task order is of utmost importance.

Should additional resources be required, either from within the corporation or from subcontractor personnel, the Program Manager can act immediately to obtain the necessary help.   Our QA/QC process helps manage the arrangement of additional resources by giving us an advance warning if the work process is showing any slippage.  RGII Technologies has a talented, experienced technical staff with expertise in many technical areas.  Among our permanent staff, consultants and, if necessary, subcontractor personnel, we feel that we have the staffing resources to respond successfully to task orders within this Department of State contract.

B.6.6  Controlling Work

Effective project control and effective Quality Assurance ensures that all project participants adhere to the technical and program standards of the proposal.  RGII Technologies controls adherence to contract requirements through evaluation of performance in the areas of quality, delivery, timeliness, cooperation, and contributions to the project.  Our project team will be informed of its performance ratings, the areas in which performance needs improvement, and any corrective action that should be taken.  

The QA process for controlling work on the project is the direct responsibility of the Program Manager, except in the case of this contract, where the RFP stipulates that the Technical Director perform this function.  We have adjusted our procedures to comply with this management approach.  Controlling work flow and QA processes take place on a daily basis at the program site offices.  

Procurement documentation generated by the Department of State will be reviewed by the RGII’s Program Manager and Technical Director to ensure that contractual requirements are correctly interpreted and communicated to RGII Technologies personnel and that adequate quality provisions are included.  Program control is ultimately the responsibility of the Program Manager who will perform the following activities:

· Monitor inputs from the Department of State against performance, schedule, and cost requirements;

· Identify potential problem areas and corrective actions; and

· Ensure performance at a level of quality consistent with the Department of State mission and contract requirements.

B.6.7  Program Communications and Quality Assurance

Establishing effective lines of communication is fundamental to the management process.  To ensure an orderly and standardized administration and control of all tasks, RGII Technologies invokes formal and informal communications at all levels.  The Department of State can, therefore, have the confidence that RGII Technologies is in contact regarding all areas of work, contract compliance, terms, monitoring, work performance, and QA.  Quality Assurance is critically impacted by the level of communications within and without the program site offices.  

RGII Technologies’ management philosophies encourage communication that fosters frequent informal discussions among personnel as they work on day-to-day tasks.  We also hold regularly scheduled meetings to direct activities toward a common goal.  For this Department of State program, the Program Manager will coordinate efforts through the following primary meetings with the Department of State:

· Weekly Meetings;

· Assess status of all contract actions

· Review financial and contract compliance matters

· Highlight areas requiring increased coordination

· Identify problem areas

· Monthly Status Reviews; 

· Technical Reviews

· Coordinate with the Department of State management regarding technical performance of RGII Technologies personnel

· Facilitate timely identification and resolution of potential problem or risk areas.

· Quality Assurance Reviews

· Perform work assessment and in-process peer reviews

· Identify problem areas and initiate corrective action

· Brief QA/QC Manager weekly on progress

Regularly scheduled meetings facilitate careful review of project status and will ensure control of RGII Technologies off-site efforts.  RGII Technologies will convene status meetings with the Department of State to communicate and coordinate performance efforts, reports, and system operational status.

B.6.8  Problem Identification and Resolution for QA/QC

RGII Technologies believes that the best way to ensure quality support for this program is to develop and implement a problem identification and resolution plan that provides anticipatory controls and safety net controls.  Anticipatory or proactive controls include procedures for identifying and avoiding potential problems.  Safety net controls include the vehicles and tools for monitoring and reporting problems that may slip through the safety net, recommending corrective action, and following up to ensure problem resolution.  

Problem identification and resolution employs the QA/QC Management function involving the Division Vice President, the Program Manager, and for this program, the Technical Director.  The QA work is performed at the program site as well as in the division management’s offices.  The process is pro-active since it responds to the need for timely resolution of a critical issue brought to the QA/QC Manager by the Program Manager and/or Technical Director.  Usually this is accomplished during weekly or bi-weekly status report meetings.  

Our problem identification and resolution methodologies, which are part of our TQM program, are designed as a continuing problem anticipation process so that corrective action can be taken before problems affect the project's progress.  This problem resolution process incorporates the use of tools to ensure that timely, appropriate corrective actions will be completed for the DoS and recorded as part of the account history.  RGII Technologies uses this procedure as an extra safety net to catch problems that have not been resolved by the Program Manager through the proactive channels described earlier.

Problems are defined as reported instances of technical non-conformance with project objectives, including faulty technical support and/or deliverables, substandard performance or behavior of project personnel, or faulty allocation of resources that have not been addressed or resolved successfully by project personnel.  These problems are reported to RGII Technologies directly by the Program Manager, through RGII Technologies QA Review Checklists and/or through formal TQM channels at the Division level, or, in certain cases, directly to the RGII Technologies President or Controller.

Normally, problems are initially recorded on the first level as a Quality Improvement Initiative (QII) action item by the Program Manager.  QII's may be initiated at any level in the organization.  The RGII Technologies President will discuss the issue with the Program Manager, raising appropriate questions to determine if adequate and timely information required from the DoS and RGII Technologies headquarters is available to resolve the problem satisfactorily.  The RGII Technologies QA/QC Manager will also meet with the project staff and the DoS, when necessary, to collect information for appropriate corrective action and to communicate corporate standards.

Accordingly, both first and second layers of management track project problems, along with the QA/QC Manager, from the beginning.  If the DoS Program Manager reports timely problem resolution, the QA/QC Manager will verify that corrective actions have been taken that satisfy the DoS performance standards by contacting the DoS for feedback at an appropriate time.  

All high priority problem action items and all problems that fail to be resolved at the program site office within seven days are escalated to the corporate level, QA/QC Manager and/or President, for additional analysis and recommendations.  Using the original QII to document further action, the QA/QC Manager will confer with any involved party, including the Contracting Officer, to collect additional relevant information for problem resolution.

At this second level, the QA/QC Manager records additional corrective action, and a new target date for problem resolution is developed.  He then gets the Program Manager's signature to verify mutual understanding and commitment.  Once the reported problem is resolved, the President or QA/QC Manager will verify successful corrective action by consulting with the DoS and by documenting action on the QII.  

The Program Manager, together with the Technical Director for this program, will also be responsible for verifying that appropriate controls are added to the RGII Technologies Program Plan to avoid similar future problems.  These controls are the main components of our proposed Problem Identification and Resolution Plan for this DoS effort.

RGII Technologies may include reviewing workflow procedures and processes and developing ways to identify and foresee issues or problems should it become necessary.  This includes conducting and analyzing random samplings of data to measure and track deviations from accepted norms and instituting periodic internal reviews and corporate reviews to ensure that technical standards are being met.  

When used, this workflow documentation serves as input in developing Quality Action Teams (QATs) to develop comprehensive functional ways for anticipating technical problems.  These QC procedures will also interface with related functional controls.  When instituted the workflow review will begin with specific assignment job initiations and flow through various functions to output handling.

When an administrative problem is encountered that cannot be resolved at the operations level, RGII’s Program Manager will interface directly with our corporate administrative managers in Human Resources, Finance, and Contracts to resolve the problem, using our TQM process.  If there is escalation of a problem, the Division Vice President has authorized the Program Manager to undertake direct access to the RGII Technologies President for quick and effective resolution.  

When a technical problem is encountered that cannot be resolved through interaction at the operations level, the Program Manager will interface directly with other RGII Technologies project managers and division vice presidents, using our QA/QC process.  Our Program Manager will also have access to our subcontractors' project managers and their program managers.  If problem escalation occurs, the Program Manager will also have access to the subcontractor’s corporate executives, as well as the RGII Technologies CEO and/or COO, for resolution of technical problems.  The bottom line is our corporate philosophy which allows the flexibility and individual initiative to achieve customer satisfaction to take precedence over corporate or division structural units.  
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