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1 INTRODUCTION  

One vital, recognized ingredient of successful enterprises, whether they are in the private or public sector, 

is attention to quality.  BTAS, Inc. (Business Technologies and Solutions) places a very high premium on 

delivering excellent quality in every aspect of our product and service offerings.  Focusing on serving 

one's customers, and consistently meeting or exceeding their requirements and expectations, has so far 

yielded maximum return, repeat business, and an outstanding reputation.  Our employees are encouraged 

to view themselves as the ñfront lineò in the delivery of high-quality products and services to our clients.   

It is BTASô policy to meet or exceed all contractual, legal, regulatory, and other requirements in its daily 

work.  Central to our philosophy of continuous improvement is the establishment of a culture that creates 

and pursues high standards, identifies and resolves problems, acts on recommendations for improvement, 

and promotes mutual respect and effective communication between BTAS, its teammates, and its 

customers and suppliers.  We see excellence as a common goal, to be achieved through professional 

competence, integrity, teamwork, and a work ethic of increasing performance and effectiveness.  BTASô 

managers are expected to instill quality awareness and a quality-oriented culture throughout their support 

teams.  

Our policy is carried out through the application of a cost-effective Quality Assurance (QA) Program to 

every contract.  This entails the creation of a formal, tailored QA Program Plan (QAPP).  The purpose of 

this Quality Assurance Program Plan (QAPP) is to define a quality management system (QMS) designed 

to satisfy requirements and ensure continual improvement in the delivery of our services and products.  

The QAPP implements processes and procedures that meet the spirit and intent of both industry and 

government quality initiatives.  It also requires the establishment and implementation of measurable 

quality objectives throughout the organization.  These objectives cover current and future organizational 

needs and address customer service requirements. 

BTAS believes that there are three essential aspects to making sure that our work is of high quality:  open 

and continuous communication; qualified, responsible staff; and management involvement.  None of 

these is really something that can be incorporated into a formal QAPP; we can only verify that the results 

are what we want.  Perhaps the most basic principle is that BTAS considers it the responsibility of 

management personnel at all levels of the organization to lead a continuous quality-improvement effort.  

It is also the responsibility of every BTAS employee (and employees of our team members) to ensure that 

our customersô quality and delivery expectations are met, our processes are operating efficiently and our 

costs are under control, and management is made aware of any opportunities for improvements to 

products and processes.   

2 BTASô APPROACH TO QUALITY ASSURANCE 

BTASô quality objectives can be summarized as follows: 

1. Promote customer satisfaction by building quality and value into the products and services we 

deliver. 

2. Meet or exceed our customersô requirements for the services we deliver. 

3. Maintain a well-trained work force that adheres to documented processes, with the full 

support of senior management. 

4. Provide for continuous process improvement and oversight by managing task activities to 

promote preventive actions while minimizing corrective actions. 
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To help us attain our quality objectives, we address the following main areas:  

 Design ï We set objectives that are appropriate for organizational continuity and growth. 

 Review ï We continually verify that our objectives are suitable for attaining both our and our 

customersô explicit and implicit goals.  

 Internal communication ï Our quality objectives are known and understood by all employees. 

 Measurable performance ï Our objectives are related to a quality plan with verifiable metrics.  

 Compliance ï We perform periodic program evaluations to ensure that we are complying with the 

requirements and meeting our objectives. 

BTAS uses its QA processes to ensure that both excellence and compliance are built into all of our 

performance artifacts and deliverables.  Key elements to be addressed in a QA program are depicted in 

the chart below.   
 

 

Figure 1.  Key Elements of Team BTASô Quality Assurance Program 

The formal basis for BTASô approach to QA is ISO 9001:2000.  DoD has abandoned many of the military 

standards in favor of contractor-defined systems, standards, and approaches.  ISO 9001:2000 is an 

international, established quality-management process that offers a structured approach for managing all 

processes that cut across the internal and external boundaries of an organization.  One of BTASô earliest 

focuses was providing organizations with professional-level ISO 9001 procedure development and 

implementation services, we have already integrated its eight basic quality-management principles into 

our daily operational processes:  customer focus, leadership, involvement of people, a process approach, a 

system approach to management, continual improvement, a factual approach to decision-making, and 

mutually beneficial supplier relationships.   

The ISO 9001:2000 quality management standard provides a framework of policies, procedures, records, 

and continual improvement processes aimed at meeting the expectations of both internal and external 

customers.  BTASô QAPPs document the specific task processes and tools we use, both technical and 

managerial, to support our customers and their tasks.  For a services contract, they will generally focus on 

process metrics surveillance, but also include risk assessment and even any safety or environmental 

concerns.   
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3 THE QUALITY ASSURANCE PROGRAM PLAN 

3.1 Purpose and Scope 

The purpose of this document is to define the strategic Quality Assurance Program designed to satisfy the 

requirements of this contract and ensure continual improvement in BTASô delivery of our services and 

products.  It is applicable to all service deliveries provided by BTAS and its subcontractors.   

A QAPP, Quality Assurance Plan (QAP), or Quality Control Plan (QCP) is the mechanism for 

implementing quality-related practices and procedures, as well as the inspection and acceptance clauses in 

the Federal Acquisition Regulations (FARs) or other regulations applicable to the contract (e.g., FAR 

52.246.6, Inspection of Services ï Time-and-Material and Labor-Hour).  The QAPP is a comprehensive 

system of planned and documented audits of the organizationôs processes.  It is designed to determine the 

programôs effectiveness and identify areas for improvement and corrective action.  The QAPP for BTASô 

support of a particular task or program defines the process and procedures to be used to ensure that we 

meet our own quality standards.  It details self-inspections and other reviews that will be performed on 

site, and indicates the parties responsible.    

 Within DoD, a QAPP, QAP, or QCP derives its authority from the governmentôs rights under the 

applicable FARs.   The QAPP describes both the contractorôs role and the governmentôs role.    It covers 

both ñin processò quality control and overall program QA.  Consistent with the objectives of ISO 

9001:2000, it specifies actions that verify conformance with specified goals, through the use of 

documented procedures and metrics.  For example, a Performance Work Statement (PWS) Service 

Delivery Summary (SDS) matrix can be used to ensure that products comply with the documentation 

guidelines for performance-based contracts, and that relevant quality metrics will be monitored. 

This QAPP documents the entire quality-management system for this contract.  Procedure manuals are 

used to define all applicable procedures, from maintaining appropriate personnel qualifications to the 

methods used to complete various tasks.  For example, BTASô products most often consist of studies, 

analysis, plans, reports, and related technical information generally referred to as ñdocuments.ò  We have 

a standard process for creating documents that ensures high quality and customer satisfaction.   

These processes and procedures are key elements supporting the QMS.  As this QAPP shows, basic 

elements of these QA procedures include identifying the quality goals appropriate for the Statement of 

Work (SOW), evaluating whether the processes will enable the program to meet those goals, identifying 

trends, performing corrective actions, and establishing a set of objectives for continuous improvement.  

The Program Manager or Team Manager (PM/TM) assigns a key individual to be responsible for ensuring 

that the procedure manuals are maintained, updated, and distributed to the team.   

3.2 Overview 

This QAPP articulates a systematic, process-based approach for meeting our customerôs service and 

product requirements and the associated criteria that BTAS will use to demonstrate effective program 

implementation and control.  The QAPP is a living document.  As requirements change, the plan will 

evolve.   Areas and examples of elements specifically covered by the QAPP are presented in Figure 2.  In 

combination with continuing education, appropriate recruiting, and systematic approaches for improving 

processes across the spectrum of the task orders under the contract, the QAPP enables BTAS to 

continually enhance our customerôs satisfaction.  
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Figure 2.  Elements of a Quality Assurance Program Plan 

The QAPP is process- and metrics-based.  Government agencies are required to use measurable 

performance standards, or metrics, to the maximum extent possible.  A QAPP thus specifies all work 

requiring surveillance, the method of surveillance, standards for defining compliance, and the procedures 

used to ensure that compliance.  BTASô QAPP prescribes the integration of customer performance plans 

with our own performance metrics and other performance measurement practices and procedures.  Our 

QA leadership and staff work collaboratively with Government QA leadership and teams to ensure that 

QA processes are institutionalized. 

The QAPP conveys the organizationôs goals and objectives and its desired method of achieving them.  

This manual, which should address each element in the ISO 9001 standard, also serves to document the 

overall process or flow of tasks performed in the organization.  It ensures that each task is assigned for 
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development, maintenance, and control, and presents the metrics for determining success.  The QAPP is 

complemented by a set of procedures that specify how to audit the effectiveness of both the system and 

our (and our teammatesô) employees, and the standards to be used.  These procedures describe the 

controls and documentation to be used, including project plans, records, and a digital library system.   

These processes and procedures ensure that we meet our own quality standards.  Perhaps the most 

essential is the self-inspection, often performed by the on-site PM/TM.  This status monitoring includes 

comparisons of quality metrics records with a defined set of inspection criteria; review of procedures, 

draft deliverables, procedures, and other documentation (by sampling, if appropriate); failure analyses; 

verification of compliance with customer specifications; and review of customer complaint files.  

Individual performance (quality, productivity, and efficiency) is examined as well, along with any action 

items specified (for instance, notifications related to expenditures).  In any case, BTAS will  propose 

solutions to all problems and issues raised.    

As circumstances warrant, either BTASô or the customerôs QA representative may propose revisions and 

updates to the QAPP.  Standard practice dictates that any revisions or unresolved concerns will be 

formally coordinated through BTASô QA person.  All revisions to this plan will be noted in a log; the 

BTAS Program Manager is responsible for maintaining the most current version of the applicable QAPP.   

4 THE QUALITY MANAGEMENT SYSTEM  

A QMS establishes the quality-assurance program roadmap that identifies the high-level interrelationships 

between quality inputs, outputs, and interactions.  BTAS has adopted the ISO 9001:2000 framework, as 

depicted in Figure 3.  Customer requirements are articulated to senior management through contract 

requirements, modifications, and associated communication mechanisms.  Management is responsible for 

ensuring that appropriate resources are available for addressing each clientôs requirements and 

expectations.  Effective resource management ensures that personnel with the requisite qualifications and 

skill levels are deployed to address service delivery expectations.  Performance measurement and analysis 

activities are integrated into the system to ensure continuous improvement and customer satisfaction. 
 

 

Figure 3.  A Quality Management System for Continual Improvement 


