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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
deliveringexcellentquality 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 outstangiaiatien. Our employees are encouraged

to view themsel ves as t hequdityproducts antl Semieesto ounclienth e d e

It is BTASOG policy to meet or exceed all #ontrac
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 effectmmmunication between BTASs teammatesnd its

customers and suppliers. We see excellence as a common goal, to be achieved through professional
competence, integrity, teamwork, and a work ethi
manages are expected to instill quality awareness and a quaigynted culture throughout their support

teams.

Our policy is carried out through the application of a-@ffctive Quality Assurance (QA) Program to
every contract. This entails the creatafra formal, tailored QArogramPlan(QAPP. The purpose of
this Quality Assurance Program PI&APP is to definea quality managemergystem(QMS) designed

to satisfy requirements and ensaontinual improvement ithedeliveryof our services and pducts

The QAPRPmplemens processes and procedures that meet the spirit and inteothohdustry and
government quality initiativeslt also requires the establishment and implementation of measurable
guality objectives throughout the organizatidrhese 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 highogpeality:

and continuous communication; qualifiedsponsible stafiand management involvemerilone of

these is really something that can be incorporated into a formal QAPP; we can only verify that the results
are what we wantPerhaps the mobtsic principlas that BTAS considers it the responstlibf

management personnel at all levels of the organization to lead a continuousiqualityement effort.

It is also the responsibility afvery BTAS employee (and employees of our team members) to ensure that
our customer s 6 q wiatlonsarg med, oud pratesdes aveopesating effipiently and our
costs are under control, and management is made aware of any opportunities for improvements to
products and processes.

2 BTASO APPROACH TABSURANAEI TY

BTASOG qual ity uwnmarieed asifolows can be s

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

2. Meet or exceed our customersd requirements

3. Maintain a wekltrained work force that adheres to docuredmnrocesses, 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 objectivase aldress the following main areas
o Designi We set objectives that aagpropriate for organizatiahcontinuity and growth

e Reviewi We continwally verify that our objectives amiitalle for attaining both our and our
c u st oaxgiait and implicitgoak.

¢ Internalcommunicaion i Our qualityobjectives are known and understood by all emplayees
e Measurablgerformancé Ourobjectives are related toquality plan with verifiable metrics.

e Compliance We performperiodic program evaluatigio ensure tat we arecomplying 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 elenente addressed in a QA prograre depicted in
the chart below.

QA Planning Documented
Quality
Processes
Quality \
Security / Quality
\ Councii
TeamBTAS
Continuous Quality p.-ogram
SR Equals Quality
Improvement =W
Assurance Documentation
Performance / \
Validation Quality
’ Control
Quality
Program Methods
Exacution
Figure 1. Key El ements of Team BTASO Qual i

The for mal basi s f oiSOB0ODIA28G DaDhas mab@aredonbdarty of th@itary s
standards in favor of contractdefined systems, staarts, and approaches. 1SO 9001:21308n

international, established quaktyanagement procetisatoffers a structured approach for maimayall
processes that cut across the internal and exter
focuses was providing organizations with professidenadl ISO9001procedure development and
implementation servicesie have already integrated its eight basic quatignagemerprinciples into

our daily operational processesustomer focus, leadershipvolvement of peopleg process approach,

system approach to management, continual improvemdattual approach to decisiomaking, and

mutually beneficial supplier relationships.

ThelSO 9001:2000 gality managementtandard provides a framewook policies, procedures, records,
and continual improvement processes aimed at meeting the expectations of both internal and external
customers.B T A APPs documenthe specific task processes and tools we use, both technical and
managerial, to suppoour customers and their tasksSor a services contract, they will generally focus on
process metrics surveillandayt also include risk assessment and even any safety or environmental
concerns.
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3 THE QUALITY ASSURANCEPROGRAM PLAN
3.1 Purpose and Scope

The purpose of this document is to define the strategic Quality Assurance Program designed theatisfy
requirementefthiscontracae nd ensure continual i mprovement in
products. It is applicable to all service deliveripsovided by BTAS and its subcontractors.

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

implementing qualityrelated practices and procedures, as well as the inspection and acceptance clauses in
the Federal Acqusition Regulation§FARS) or other regulations applicable to the contract (e.g., FAR

52.246.6, Inspection of Servicegime-andMaterial and LabeHour). The QA°Pis a comprehensive
system of planned and document &iddeaigneditotdsterroirfethe he o
programds effectiveness ancbrrectdesantion. ThHEAPPr ea sBT ABO0 i
support of a particular task or program degittee process and procedures to be used to ensure that we

meet ourown qudity standards. ltdeails selfinspectionsand other reviewthat will be performed on

site,and indicatethe parties responsible.

Within DoD, aQAPP, QAP,orQCP derives t s aut hority from the governi
applicable FARs. Th@APPdescr i bes both the contractordés rol ¢
both Ain processo quality control and overal/l pr
9001:2000, it specifies actions that verify conformance with specified goedagh the use of

documented procedures and metrics. For examplerfarmance Work Statement (PWSJrvice

Delivery Summay (SDS)matrix can be used tensure that products compiyth the documentation

guidelinesfor performancebased contractandthat relevantjuality metricswill be monitored.

0]

This QAPPdocuments the entire qualitpanagemergystemfor this contract Procedure manuals are

used to define all applicable procedures, from maintaining appropriate personnel qualifications to the
methodsused to complete various tasksor example, BTA8products most often consist of studies,
analysis, plans, repofasnd r el ated technical i nformati on gene
a standard process for creating documents that enggregquality and customer satisfaction.

These processes and procedaneskey elements supporting t@MS. As this QAPP shows,dsic

elements of these QA procedures include identifying the quality gppl®priatdor the Satement of

Work (SOW), evalatingwhether the processes will enable the program to meet thoseideatsying
trends, performing corrective actions, and establishing a set of objectives for continuous improvement.
The Rogram Manager or Team ManageM/FM ) assigrs a key individwal to be responsible for ensuring
that the procedure manuals are maintained, updated, and distributed to the team.

3.2 Overview

This QAPParticulatesa systematic, procedsased approachfone et i ng o useviccandt omer 06 s
productrequirements and the agsated criteridhat BTAS will useto demonstrate effective program
implementation and control. TI@APPIs a living document. As requirements charte planwill

evolve. Areas and examples of elements specifically covered b@ #feParepresentedn Figure2. In
combination with continuing education, appropriate recruiting, and systematic approaches for improving
processes across the spectrum of the task orders under the cont@éti?Benabls BTAS to
continallyenhamce our cusctoomer 6s satisfa



BTAS INC. QAPP for Contract N00178-07-D4989

BUSINESS TECHNOLOGIES & SOLUTIONS . .
Revision A

( ISO 9001:2000 )

C BTAS' QUALITY ASSURANCE PROGRAM )
ISO ATTRIBUTES ’0 S I 1
Quality o > Chart | 9
Management Organization S <
System Str:g:jure — Leadership Finance
Management Management | T = .
Responsibility > Scheduling Reporing
. i Document & )
Rianning Data Control
’ g — r ~
Service QA Process Cost Control Process Control
# 22— - 3
Procurement Traceability
Management Structure
and Responsibilities
—_— ) ‘
Resource Assessment Corrective and
Management L J Data Control
Additional | = ¢ 3 s
QA Training
Measurement | Responsibilities { | Contract
Analysis, and ’ r oo ol 3
ontrol o ( )
Improvement Nonconforming Objects Metrics
Benchmarking

Figure 2. Elements of a Quality Assurance Program Plan

The QAPPIs processand metricsbased.Governmentagenciesre requiredo use measurable

performance standards, or metrics, to the maximum extent posaildPPthusspecifesall work

requiring surveillance, the method of surveillance, standards for defining compliance, and the procedures
used to ensur e t IQARPpresoribgihe intagnatoa of cust@merp&ridrmance plans

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

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

TheQAPPconveyst he organi zati onés ¢ oemathogdaflathievimgjthens.t i v e s
This manual, whiclshouldaddress each eteent in the ISO 9004tandardalso serveto document the
overall process or flow of tasks performed in the organizativensursthat each task is assigned for
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development, maiehance, and contrahnd presents the metrics for determining succ&hgQAPPIs
complemented by a set of procedures that specify how tothediffectiveness of bothe systenand

our (and our teammatesd) e mpleseyrecedures dasaribethiehe st an
controls andlocumentatiorno be used, includingroject plans, records, and a digital library system.

Theseprocesses and procedures ensure that we meet our own quality staRégahdgs the most
essential is theeltinspection, often performed by the esite M/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 samplipgrapaiate); failure analyses;
verification of compliance with customer specifications; and review of customer complaint files.
Individual performance (quality, productivity, and efficiency/gxaminedas well, éong with ary action
itemsspecified(for instancenotifications related to expenditujedn any case, BTASvill propose
solutions to all problems and issues raised.

As circumstances warrant, either BT@@ the customérs QA r e pmag @mopasd Kasioris anel
updates to taQAPP. Standard practice dictates that any revisions or unresolved concerns will be
formally coordinated througB T A S 6 pef@adk All revisions to this plamvill be noted in a logthe

BTAS Program Manager is responsible for maintaining the mostrduwrersion othe applicabl€APP.

4 THE QUALITY MANAGEMENT SYSTEM

A QMS establishes thguality-assurancermpgram roadmap that identifiéise high-level interrelationships
between quality inputs, outputs, and interactidB$AS has adopted the ISO 9001:2000 framewyask

depicted in Figur®. Customerequirements are articulated to seni@magement through contract
requirements, modifications, and associated communication mechanisms. Management is responsible for
ensuringthatappropriate resources are availaledddressingachclientd sequirements and

expectations Effective lesourcemanagement ensurédsatpersonnel 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



