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A.1 Overall Management and Quality

A.1.1 Universal Contract Requirements

RGII is an IT service provider that is committed to Total Quality Management (TQM) processes, practices and policies that ensure our customer’s contract requirements, tasks and activities are performed consistently at high standards with measurable and successful results.

Our unyielding commitment to total customer satisfaction drove us to invest in achieving the ISO 9001:2000 certification. Furthermore, RGII proposes to utilize a FMEUS-II Quality Advisory Board chaired by Dr. Balutis that will meet monthly to appraise and ensure we achieve the Quality of Services (QOS) metrics and Service Level Agreements of USPTO.  Dr. Balutis will report back to USPTO’s CIO, its senior management and RGII’s CEO monthly. Other RGII Quality Assurance board members will include Mr. R. Gregory Freeland, President, Mr. Christopher Parrotta, CFO, Ms. Janet Swisher, Vice President, Mr. Robert Guerra (Independent IT Industry Expert) and Dr. Gregory Richter, Project Manager. 

RGII’s USPTO FMEUS-II Quality Advisory Board agenda will include:

· Contract Performance Measurements

· Analysis of Deficiencies and Successes

· Corrective Actions Required

· Continuous Improvements 

· Results and Contributions

· Impacts of USPTO’s IT Decisions, Processes, Procedures and Policies

RGII’s contract quality assurance program is depicted below.  This Quality Advisory Board will be responsible not only for the performance of the operations and customer service, but will also track metrics that directly indicate overall impacts to the enterprise. In other words, these can easily be equated to cost savings or user performance:

· Metrics for Establishing Value With the Business Unit 

· Service requests/calls 

· Call avoidance by severity type 

· Estimated cost savings in terms of resources and business value 

· First-point-of-contact resolution to increase end user productivity 

· Workstation availability 

· Network availability 

[image: image1.wmf]FMEUS

-

II

QA Board

of Advisors

Quality People

Quality Process

Quality Tools

Step 1:

The work is planned.

Step 2:

The plan is worked.

Step 3:

Defined and controlled work processes are used. They are  docume

nted 

in the policies, procedures, and standards contained in RGII’s 

operations manual and the project file.

Step 4:

The process is continuously reviewed to ensure adherence and to 

identify process defects for correction and process improvements

.

Step 5:

Project products are reviewed to evaluate achievement of the 

objectives, requirements, and customer satisfaction.

Step 6:

Continuous Improvements/Total Quality Management is practiced 

through specific program processes, such as all

-

hands meetings, open 

door policy, and peer review.

QUALITY PROCESS

1. Plan the Work

2. Work the Plan

4. Review the Process

5. Review the Product

6. Practice CI/

TQM

3. Use Defined & Controlled Work 

Processes        Policies 

Procedures 

Standards

FMEUS

-

II

QA Board

of Advisors

Quality People

Quality Process

Quality Tools

Step 1:

The work is planned.

Step 2:

The plan is worked.

Step 3:

Defined and controlled work processes are used. They are  docume

nted 

in the policies, procedures, and standards contained in RGII’s 

operations manual and the project file.

Step 4:

The process is continuously reviewed to ensure adherence and to 

identify process defects for correction and process improvements

.

Step 5:

Project products are reviewed to evaluate achievement of the 

objectives, requirements, and customer satisfaction.

Step 6:

Continuous Improvements/Total Quality Management is practiced 

through specific program processes, such as all

-

hands meetings, open 

door policy, and peer review.

QUALITY PROCESS

1. Plan the Work

2. Work the Plan

4. Review the Process

5. Review the Product

6. Practice CI/

TQM

3. Use Defined & Controlled Work 

Processes        Policies 

Procedures 

Standards


Exhibit 6:  The RGII Quality Assurance Strategy

Identifying, measuring and implementing continuous improvements of RGII’s services, deliverables or products in support of USPTO’s FMEUS II contract requirements will be the ultimate responsibility of RGII’s QA Board of Advisors chaired by Dr. Balutis. Exhibit 6 above provides time frames of how each universal contract requirement identified in the SOW will be achieved. 

	SOW
	Universal Contractual Requirements Description
	RGII Q/A Responsibility
	RGII Q/A Proof
	Q/A Review Intervals

	4.3.1
	Provide resources with USPTO Technologies Expertise
	CSM, FE-TM, NM
	PM
	Daily

	4.3.2
	Maintain, develop and Store Directives, SLAs, OSPs, SOPs, Technical Notes, Service Commitments
	CSM, FE-TM, NW
	PM
	Daily

	4.3.3
	Abide by all Directives, Service Commitments, SLAs, OSPs, SOPs, Technical Notes
	CSM, FE-TM, NM
	PM
	Daily

	4.3.4
	No changes to USPTO Infrastructure H/W or S/W without approval by USPTO
	CSM, FE-TM, NM
	PM
	Daily

	4.3.5
	Create Service Request Records for all calls or problems identified by contractor
	HD-TM
	CSM
	Daily

	4.3.6
	Support USPTO from 6:00 a.m. Monday through Friday E.S.T. except Thanksgiving, Christmas and New Year’s Day
	NM, CSM, 
FE-TM
	PM
	Daily

	4.3.7
	Use mobile Pison units to record all changes for asset management and field service work performed
	AM
	FE-TM
	Daily

	4.3.8
	Provide fully functional equipment H/W and S/W
	FE-TM
	PM
	Daily

	4.3.9
	Certify service ability and maintainability of new USPTO technology
	NM
	PM
	Daily

	4.3.10
	Perform RCA for problems when requested
	NM
	PM
	Daily

	4.3.11
	Responsible for H/W shipped to Contractors facility including receipt and tracking using USPTO system
	AM
	PM
	Daily

	4.3.12
	Requests for locking down USPTO H/W
	FE-TM
	PM
	Daily

	4.3.13
	Review daily asset management activity reports; Correct discrepancies 3 business days
	FE-TM
	PM
	Daily

	4.3.14
	Support H/W, S/W and PTONet at Franconia and Newington warehouse locations
	FE-TM
	PM
	Daily

	4.3.15
	PDC contractor PTONet support Monday through Friday 7:00 a.m. to 4 p.m. and 7:30 a. m. to 5:00 Saturday and Sunday
	CSM, FE-TM
	PM
	Daily

	4.3.16
	Compliance with EIT standards set froth at 36 CFR part 1194 (Section 508)
	NM, CSM,
FE-TM
	PM
	Daily


Exhibit 7:  Universal Contract Requirements Table

Legend:
PD – Program Director, PM – Project Manager, CSM – Customer Service Manager, HD-TM – Help Desk Task Manager, FE-TM – Field Engineer Task Manager, AM – Asset Manger, NM – Network Manager

Incentives and Disincentives Packages

The support staff for this contract receives incentives based on their performance.  As noted in the previous sections, the metrics measurements are the input to each employee’s evaluation.  This evaluation is both quantitative and qualitative.  Three components comprise the evaluation:

· Individual:  Each individual receives performance evaluation for the their productivity (i.e. the amount of work done) and qualitative (i.e., customer satisfaction survey results), the composite of these two numbers is the individual performance score;

· Group:  The performance of the staff member’s group is a part of the second component–this is the average of all group members;

· Contract:  The performance of all persons on the contract. 

When an agent demonstrates superior achievement, they are rewarded.  These rewards come in the form of employee awards, bonuses, raises, and promotions.  In cases when agents fail to achieve even the minimum acceptable performance measures, corrective action is taken.  RGII’s priority is to solve the problem in a constructive manner.  The first step is one-on-one counseling to determine the cause of the problem and resolve the issue.  If the unacceptable performance continues, RGII will then provide addition training for that individual.  Lastly, if the problem is not resolved, the person will be removed from the contract.
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