A.10.1 Quality Control
MILVETS prides itself in the quality of our work and is committed to quality.  Quality Assurance is integrated into each of our projects from the beginning.  We believe securing and maintaining our relationship with clients provides only the basic foundation on which our company can grow; providing customer service that exceeds client expectations is required to ensure overall customer satisfaction. MILVETS realizes that a process-driven and focused discipline is needed to retain its clients and ensure business growth. To this end, we have implemented a quality control (QC) process on all of our contracts.

Our quality management is based on compliance with ISO 9001 standards. This translates into a Quality Assurance Plan for the VA ORM IT Support contract based on the integration of industry best practices with recognized quality management guidelines.

As part of our VA ORM IT Support, we will utilize these corporate standard Quality Assurance methodologies to create and maintain a complete quality control program for the VA ORM IT Support contract. Operations, production, services, other deliverables, and employee training will follow applicable standards, and MILVETS management will review the quality system and its measurements regularly. Our QC procedures will measure the effectiveness of our staff, identify areas needing improvement, and enable us to implement continuous improvement programs to ensure VA ORM satisfaction. We conduct two to four internal audits of each of our processes to ensure they are adhered to and to seek opportunities for improvement.

The MILVETS Team will deliver a comprehensive Quality Control Plan to the Contracting Officer.  The Quality Control Plan will:

· Specify the QC system and all services to be reviewed.

· Explain how reviews will be conducted.

· Indicate whether services will be reviewed on a scheduled or unscheduled basis.

· Identify the tools to be used to ensure required time frames are met.

· Detail the method for identifying deficiencies in the quality of service and taking corrective action.

· Describe the method used for subcontractor selection and management.

· Establish the methods and procedures for internal controls, customer service functions, and continuity of operations during transition.

· Establish and maintain files for quality control review documentation throughout the life of the contract.

· Enable the MILVETS Team to prevent/eliminate the potential for fraud, waste, or abuse of VA ORM funds.

MILVETS Team quality assurance and inspections will be independent of those performed by the Government.  We will perform inspections prior to requesting acceptance of our work by the Government. Our VA ORM Project Manager will attend meetings with the Government Program Manager, CO, COTR, and other Government personnel, as necessary, to resolve quality considerations and problems that may arise in the course of the work. The MILVETS Team will assure continuous quality improvement and report on improvements in service and technology that could be implemented, as identified. We will assure that the VA ORM is satisfied with the quality of service by conducting independent reviews or surveys, or other methods determined appropriate to validate customer complaints.

As an ISO: 9001-2000 certified Team, we are dedicated to the delivery of quality information services that meet or exceed the VA ORM expectations, are timely, and are provided at a competitive price. Our Quality system satisfies these objectives through the implementation of a series of standards and procedures requiring continuous monitoring and review.

MILVETS approach to achieving our vision of excellence is based on quality people using quality processes and quality tools. The use of quality processes (well-defined, documented, standardized, and integrated) yields repeatable, managed, and optimized results. An important feature of achieving quality is the ability to measure both process quality and product quality, and to provide quantitative feedback from the process and from implementing innovative ideas and technologies.  Exhibit A-XXX reviews our six-step project quality process.
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Exhibit A-XXX:  The MILVETS Team Work Plan Has a Built-in Process for Quality
MILVETS uses sound technical practices established through our quality process and documented in the Project File. Our PM and each Task Leader is responsible for training his/her team as necessary and for establishing policies, standards, methodologies, and procedures used to conduct the project effort. The PM works closely with the client in understanding the practices used by the client and the requirements to support its needs.  MILVETS utilizes sound technical practices established through the process illustrated in Exhibit A-XXXX and documented in the Project File
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Exhibit A-XXX:  Practices Are Established to Provide a Standard for Quality

In addition to existing customer policies, instructions, and guidance, the MILVETS Team will maintain cognizance of new technology developments and work with the customer to incorporate new practices and requirements as they become available and acceptable. After defining the accepted procedures, methodologies, and standards applicable to the project, the PM will conduct or arrange for training of assigned task personnel if needed. This ensures all task personnel are knowledgeable of the accepted processes and standards for the task.

As an ISO 9001-2000 registered Team, we are dedicated to delivering quality services that meet or exceed the VA ORM IT Support Requirements and Objectives.  Key elements of our Quality Control program for the VA ORM IT Support contract tasks are:

Meeting Performance Objectives 

Internal audit, analysis, and reporting of daily performance to meet and exceed the VA ORM IT Support performance objectives.

Accurate Record Keeping 

PM and Task Leaders record and file data to track Standard Operating Procedures, problems, problem resolutions, and lessons learned.

External Reviews 

MILVETS corporate management will be involved to ensure VA ORM satisfaction and completion of program performance objectives.

Ongoing Improvement
Procedures and processes to ensure continuous operational improvement will be employed.

Ms. Lee Adams, the MILVETS Team PM, is responsible for the quality of our deliverables and customer service performance.  She will work closely with the VA ORM IT Support GPM, CO, and COTR to ensure that we are providing quality service to VA ORM.  Ms. Adams will review all quality control reports and actions with VA ORM management to jointly ensure a high level of customer satisfaction.  Our quality system satisfies these objectives through the implementation of a series of standards and procedures and through continuous internal and external monitoring as shown in Exhibit A-XXX. 

The quality control review process begins with the establishment of clear requirements and objectives from the Project Work Plan.  The project team maintains a continuing diary of steps taken, methods used, results, problems encountered, problem resolutions, coordination, and other important information in the Project Folder.  The Project Folder consists of both electronic and paper information, and each functional area maintains a sub-folder of the project.  Our Project Folder method facilitates technical and progress reviews, and maintains continuity during personnel changes.
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Exhibit A-XXXX:  The MILVETS Team Quality Control Project Work Plan

The MILVETS Team internal quality control, inspection, and feedback system facilitates internal and external monitoring and auditing in the areas of Project Management Reporting, Operations Review, and Customer Satisfaction Surveys.  Ms. Adams is responsible for reviewing our day-to-day performance, evaluating quality problems and implementing changes.  Ms. Adams will monitor our Customer Service statistics, network and system availability, weekly reports prepared by the VA ORM IT Support Team, and VA ORM comments including the results from Customer Surveys.  She will report monthly to Mr. Bob Daniels, the MILVETS, on the overall quality of service.  Mr. Daniels will also communicate frequently with VA ORM to identify new or changing business requirements.  Proactive planning will not only ensure services are satisfactorily delivered, but will also provide a foundation to correct the deficiencies early and implement preventive measures for their recurrence.

Problems will be resolved by the MILVETS Team as part of the day-to-day Standard Operating Procedure (SOP) and in conformance with VA ORM IT Support performance objectives and SLAs.  These problems, and their resolutions, will be analyzed for performance trends.  Performance Trend analysis is performed weekly to identify and isolate performance problems in a timely manner. 

In addition to our internal program audit, analysis, and reporting, MILVETS management performs external quality of service (QOS) reviews.  Bob Daniels, CEO, will perform a quarterly external program status and quality reviews with Ms. Adams.  This review will focus on contract performance and the performance of our VA ORM IT Support in meeting VA ORM performance requirements, objectives, and metrics. 

Technical Challenges and Risks

While performing services for the VA ORM, The MILVETS Team will encounter challenges.  The identification, analysis, and abatement of these challenges and risks will begin during the initial MILVETS Team planning activities when risk will be identified for each task area and work element.  Red, amber, and green ratings will be applied to each task area and those determined to be red will be immediately worked to identify risk reduction alternatives.  Our risk identification, prioritization, and tracking approach is illustrated in Exhibit A-XXXXX.
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Exhibit A-XXXXX:  The MILVETS Team Risk Mitigation Process Focuses on Early Identification, Tracking, and Abatement of Risk Areas to Assure Quality Services Are Delivered on Time and within Budget

The MILVETS Team PM, Key Task Personnel, and any Team Leaders will perform an independent assessment and disagreements will be resolved by the PM. Work effort remaining in the amber category, for which risk reduction alternatives have not been identified, will be managed on an exception basis to ensure success. As performance results are quantified in the Performance Measurement process, each amber risk area will be given special analysis to determine progress/level of risk. Areas of work that show increases in risk and potential program impact will be processed through our Risk Mitigation process to reduce program impact. This continuous process of Risk Identification, Performance Measurement, and Risk Mitigation will ensure that risk will be used as a performance parameter in the same sense as cost, schedule, and technical performance thereby helping assure VA ORM IT Support success.

Risk Control Processes
Our process and tools for risk control are based on techniques developed while providing programmatic support to clients such as US Navy, Veterans Affairs, and BATF. The methodology is network-based and supports development of detailed schedules that include measurable milestones for work progress tracking. The system employs Microsoft Project and Excel for schedule development and analysis, and includes a statistical probability evaluation of the impact of risk on tasks.  The tailorable nature of the systems is its greatest value in terms of meeting various program objectives in the most cost effective manner.  The complexity of the tasks and the importance of schedule/performance make it critical that risks be identified early and appropriate mitigation implemented.  The PM and MILVETS Team staff will perform an assessment based on their experience, and discussions with VA and affected internal customers of VA ORM. The MILVETS Team standard risk control methodology is depicted in Exhibit A-XXXXX.
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Exhibit A-XXXX:  MILVETS Team Standard Risk Evaluation Methodologies

A.10.5 Personnel Quality
Move this section under Section B Personnel
The MILVETS Team recognizes the importance the VA ORM places on highly qualified personnel providing services to the VA ORM IT Support effort.  All members of the MILVETS Team are expected to perform at the highest levels of technical and ethical expertise whether from the Prime or Subcontractor organizations.  The MILVETS Team will provide qualified personnel to perform all VA ORM IT Support task order work and services; regardless of past historical records, estimated personnel needs, or minimum levels established elsewhere in the VA ORM IT Support SOW. To ensure the most effective and efficient use of personnel, MILVETS Team technical personnel assigned to the VA ORM IT Support contract will possess skills in multiple technical disciplines, i.e., will be capable of performing functions associated with more than one of the task areas. MILVETS will replace that/those employee(s) with personnel of equivalent or better experience and skills if the assigned personnel are reassigned to another task or leave the employment of any MILVETS Team member. Qualifications of substitute personnel shall be equal to or greater than those of the personnel being replaced.
As a dynamic and growing enterprise-wide IT support services team, MILVETS continually recruits qualified professionals from within the industry.
MILVETS has over 20 years of experience performing and supporting technical contracts.  MILVETS management has carefully analyzed the requirements of the VA ORM IT Support SOW and has selected personnel who have the abilities to successfully complete VA ORM objectives.  MILVETS Team personnel exceed the required qualifications to perform the work and have demonstrated individual talents and technical qualities for multiple government and VA clients on similar projects that MILVETS Team members have supported.   Our personnel have also demonstrated success in addressing and managing all technical, operational, and administrative issues that may arise.  MILVETS has, in-house, the resources and procedures necessary to ensure that VA ORM receives exceptional service, technically qualified individuals of the highest caliber, and state-of-the-art tools.
MILVET personnel keep current in their knowledge of state-of-the-art technologies.   They are familiar with legislative requirements and Federal and industry policies, procedures and guidelines.  They remain current in their knowledge in technical program management, Network Operation Center, Help Desk, Web Operations, Server Support, Information Assurance, Risk Management, Project Security Support, Security Assessment policies, processes, and procedures as each applies to this VA ORM effort incorporating ongoing training, using the Internet, trade journals, and new legislation and Federal and industry policies, procedures and guidelines. Our MILVETS Team credentials clearly support the claim that we offer the best value to the VA ORM.

Our ability to provide, recruit, train, and retain quality personnel is discussed in Section A.10.7 Staffing Plan below

A.10.6
Key Personnel Replacement
Please Note that above heading is re-named

MILVETS’ Project Manager and the IT Business Manager are the key personnel positions in the VA ORM IT Support program. Prior to any key personnel reassignment, removal, or resignation, MILVETS will provide written notification at least ten (10) calendar days in advance to the CO and shall submit justification (including proposed substitutions) in sufficient detail to permit evaluation of the impact of the proposed change on the VA ORM IT Support program and its schedule. No replacement of key personnel will be made by MILVETS without the written consent of the CO. Resumes will be provided for any key personnel replacements. MILVETS will demonstrate that the qualifications of the prospective replacement personnel are equal to or better than the qualifications of the personnel being replaced.

Biographies and Resumes of the MILVETS Team Project Manager and IT Business Manager may be seen below in Section B-1 Key Personnel of this proposal.

C.6  Client Problem Resolution Example
MILVETS Problem Resolution Process

MILVETS has developed and implemented a problem identification and resolution plan that provides both anticipatory 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 anticipatory controls.
Any MILVETS Team member who receives a customer complaint or report of product nonconformity will report this fact to the PM for determination of corrective action.  The requirement for preventive action could be initiated as a result of internal or external audits, employee observations, and design review, analysis of statistical process control data, product deficiency trends, or VA ORM feedback.
The PM’s judgment of a problem and associated risk may require that an entry be made into the MILVETS Quality Action Database.  MILVETS senior management 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 are processed in accordance with the MILVETS Document Manual.  Corrective and preventive actions established are recorded in the MILVETS 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 MILVETS CEO/President to initiate a review of the effectiveness of the action taken.  Management reviews are conducted at an annual quality review on the corrective and preventive actions recorded in the MILVETS Quality Action Database.

If a problem is encountered that cannot be resolved at the operational level, the PM will interface directly with corporate administrative managers in Human Resources, Finance, and Contracts to resolve the problem, using MILVETS Quality Assurance Process.  If a problem is escalated, the PM will escalate this to MILVETS’ CEO/President for its quick and effective resolution. 
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