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1.0  PREFACE

In order for the Fort Myer Military Community (“FMMC”) Whole Base MEO to maintain its position as a premier supplier of base operational support, it is essential that we consistently meet or exceed the requirements and expectations of our customers for the quality, performance, timeliness, and cost of the products and services we provide.

This Quality Control Plan (QCP) defines the MEO policies and procedures that reflect the requirements of Solicitation Number DADW35-01-R-0011, as amended.  Implementation of these policies ensures that the MEO will consistently meet the quality and performance requirements of customers in a timely and cost-effective manner.

The QCP is subject to amendment as a result of changes to working practices and is reviewed periodically for accuracy.  Requests for revision shall be written and submitted to the Business Improvement Office Manager.

Overall Administration and approval of this plan is the responsibility of the Deputy Garrison Commander.

2.0  QUALITY POLICY

	QUALITY POLICY

The MEO will provide world-class public works, logistics, resource management, personnel, community activities, and management support services that meet or exceed the requirements of our internal and external customers.  To ensure that the goals of this policy are met, the MEO does the following:

· Implements procedures and policies designed to improve quality within the organization

· Trains all employees on quality policies and customer requirements

· Implements corrective and preventive actions and monitors quality improvements for effectiveness

· Creates and fosters an attitude of continuous quality improvement among its managers and workers, and maintain a safe and healthy work environment




3.0  INTRODUCTION  

3.1 Scope

The scope of MEO Quality System is:

To provide support services for the whole base tasks and operations outlined in the Performance Requirements Document (PRD). Such services include, but are not limited to, performing public works and logistics support, personnel services, and administration and management of various installation programs.

3.2 Responsibilities

Work Center Directors and Special Staff Office Chiefs have executive responsibility for the development and maintenance of the Quality System within their Work Center and office.  

Primary responsibility for implementing the Quality Control Plan resides with the Work Center Directors and Special Office Chiefs and their subordinate staff members.

The Work Center Directors and Special Staff Office Chiefs shall ensure that documented procedures define the specific responsibilities, authorities, and relationships of personnel who manage, perform, or verify work that affects quality.  In addition, this person will act as the MEO interface with external customer and third-party organizations interested in the operation of the Quality System and shall coordinate improvements of the Quality System to achieve strategic objectives.

The Staffs ensure all work governed by the Quality System is conducted in accordance with documented policies, plans, procedures, and work instructions; implement action items resulting from management reviews of Quality System performance; and, identify resource requirements and provide adequate resources, including the assignment of trained personnel to manage, perform, verify, and internally monitor work that affects the quality of final products.

All MEO personnel are responsible to ensure the quality of their work, to operate in conformance with the requirements of the Quality System, and to stop work-in-progress or make appropriate notifications when unsafe conditions exist or requirements are not being met.
3.3 Quality System Reviews

The Work Center Directors and the Special Office Chiefs shall coordinate and conduct all communications regarding performance of the MEO Quality System:

3.3.1 Monthly Reporting

On a monthly basis, the Work Center Directors and Special Staff Office Chiefs shall report progress on key performance metrics, total customer complaints, and summaries of major quality non-conformances in the MEO.  This report shall be delivered electronically to the Deputy Garrison Commander by the 15th of the month subsequent.

3.3.2 Quality Management Review Meetings

The Chief of the Business Improvement Office shall coordinate and chair the Quality Management Review meetings to determine if the performance of the Quality System is suitable and effective in meeting the goals and objectives of the MEO Quality Policy and the Quality System.

Quality Management Review meetings shall be held at least once per quarter and shall include the following in attendance: Work Center Directors, Special Staff Chiefs,  QAE representatives, the Deputy Garrison Commander and the Garrison Commander.

Quality Management Review meeting agendas shall include the following:

· Open action items from previous Quality Management Review meetings

· Corrective and preventive actions

· Internal surveillance results

· Performance Management Program metrics 

· Discussion on the suitability and effectiveness of the MEO Quality Management System in meeting the Quality Policy and its objectives

Minutes of the Quality Management Review meetings shall be prepared and distributed within seven working days after the meeting so that the status of assigned action items is tracked. Quality Management Review meeting minutes are maintained as a quality record.

4.0  QUALITY CONTROL DOCUMENTATION  

4.1 General Requirements

In this Quality Control Plan and its implementing procedures, the MEO addresses quality objectives, management commitment to achieving these objectives, organizational goals, and the expectations and needs of MEO customers. Improvements to the Quality System are made to enhance the achievement of MEO objectives in support of the government mission. The MEO implements periodic reviews of the Quality System to determine the system’s effectiveness and suitability. Results of these reviews are maintained as Quality Records.

The Work Center Directors and Special Staff Office Chiefs shall identify the processes necessary for managing quality, their sequence and interaction, the criteria for evaluating the performance of these processes, and the means to monitor them.

The Work Center Directors and Special Staff Office Chiefs shall implement actions necessary to achieve planned results and continual improvement of these processes.

4.2.1 Documentation Requirements

The Work Center Directors and the Special Staff Office Chiefs ensure that quality is an integral part of the design, development, and delivery of MEO services and products.  They emphasize the use of problem detection, prevention, and correction in order to supply quality products and services to its customers.

Activities governed by the Quality System are identified and documented. These documented procedures are controlled and effectively implemented to ensure that MEO products and services meet customer requirements. 

Quality planning is embedded in the Quality Control Plan and Work Instructions (PRD J-5). Quality planning includes, as appropriate:

· Preparation of quality plans,

· Identification and acquisition of controls, processes, equipment, resources, and skills needed to achieve the required quality,

· Ensuring the compatibility of the design; the work process; installation, servicing, inspection, and test procedures; and applicable documentation,

· Updating, as necessary, quality control, inspection, and testing techniques 

· Identification of any measurement requirement involving capability that exceeds the known state of the art

· Identification of suitable verification at appropriate stages, and

· Identification and preparation of Quality Records

4.2.2 Control of Documents

The MEO ensures that current Quality System documentation and data are readily available to personnel through a document and data control system. This system ensures that all Quality Management System documentation and data are reviewed and approved prior to their initial release and any subsequent modifications. Obsolete or invalid Quality System documents and data are destroyed or, if retained for historical purposes, properly marked.

At their work centers and Special Staff Offices, MEO personnel must have access to current and approved versions of Quality System documents, data, and external documentation pertinent to their work that affects the quality of products and services.

4.2.3 Control of Records

The Work Center Directors and the Special Staff Office Chiefs shall maintain Quality Records as objective evidence that demonstrates conformance to the Quality System and ensures its effective operation. 

The Work Center Director and Special Staff Office Chiefs shall require that Quality Records be:

· Identified, collected, indexed, accessed, filed, stored, maintained, and dispositioned according to documented procedures

· Retained for established retention times

· Legible

· Stored in an appropriate environment to prevent deterioration

· Readily retrievable, and

· Available to customers when required by the PRD and/or other customer agreements.

5.0 QUALITY PLANNING

The Work Center Directors and the Special Staff Office Chiefs shall ensure that relevant, measurable quality objectives are established and maintained. They also ensure that the planning of the Quality System is conducted to meet the requirements listed in PRD and that the integrity of the system is maintained when requirements change.

5.1 Internal Communication

The Work Center Directors and Special Office Chiefs shall establish communication systems within the MEO to communicate the effectiveness of the quality system.  Such systems include, but are not limited to periodic meetings with MEO supervisors and staff personnel and postings of MEO performance metrics and progress reports.

5.2 External Communication

The Work Center Directors and the Special Office Chiefs shall establish communication systems to communicate the effectiveness of the quality system to external customers.  Such systems include, but are not limited to monthly reviews and periodic review meetings, as noted in Section 3.3 of the Quality Control Plan.

6.0  RESOURCE MANAGEMENT  

6.1 Provision of Resources

The MEO determines and provides the necessary resources to implement and maintain the quality system and to meet customer requirements.

6.2 Human Resources

6.2.1 General

Personnel performing quality related work activities are competent based on experience, education, and/or training.

6.2.2 Competence, Awareness, and Training

The Work Center Directors and Special Office Chiefs shall establish the needed competence for personnel performing quality related work activities, provides the training or methods necessary to meet these needs, evaluates the effectiveness of training actions, ensures that personnel are aware of the relevance and importance of their activities in meeting quality objectives, and maintains records of training and competency.

6.3 Infrastructure

The Government determines, provides, and maintains the necessary infrastructure to achieve conformity to product and service requirements.  This infrastructure includes, as applicable, buildings and workspaces, utilities, and supporting services.

6.4 Work Environment

The MEO determines and manages the work environment needed to achieve product requirements.

7.0  PRODUCT REALIZATION  

7.1 Planning of product realization

The MEO plans and develops the processes needed to achieve product realization.  These plans are consistent with the requirements of the PRD and include: quality objectives and requirements for products and services; the need to establish processes, documents, and resources for products; required verification activities and criteria for product acceptance; and, records that establish objective evidence that requirements have been met.

7.2 Customer-related processes

7.2.1 Determination of requirements related to the product

The MEO determines the requirements specified by the customer in the PRD, including those implicitly needed but not stated, and any statutory, regulatory, or other requirements necessary to meet these.

7.2.2 Review of requirements related to the product 

The MEO reviews new product requirements prior to entering into any agreement with a customer.  Reviews ensure that product or service requirements are defined, contract requirements differing from original requests are resolved, and the MEO can meet these needs.

The MEO defines a customer as any component of the government that enters into an agreement with the MEO for delivery of products or services.  The primary customer agreement between the MEO and the government is the Performance Requirements Document (PRD).

As necessary, the Work Center Directors and the Special Staff Office Chiefs review the PRD to verify that the specified performance standards are met. These reviews ensure that the requirements are well defined and documented and that differences between parties are resolved. Results of these reviews are maintained as Quality Records.

7.2.3 Customer communication

The MEO determines and implements effective arrangements to communicate product information, inquiries into existing contracts, and feedback (including complaints) to the customer.

7.3 Design and development reviews

The MEO staff conducts systematic design reviews, as necessary, to evaluate the ability of design and development activities to meet requirements and identify any problems and/or corrective actions.

Review meetings include Work Center Director and other parties concerned with the design and development activities.  Records of these meetings are maintained.

The MEO staff verifies the product or service to ensure that it meets customer requirements.  When applicable, validation is done before delivery or implementation of the product or service.  Records of these validation activities are maintained.

Changes to design and development are identified by the functional area supervisor and maintained as a record.  The supervisor evaluates, reviews, verifies, and approves changes before implementation.  Records of the review are maintained.

7.4 Production and Service Provision

7.4.1 Control of Production and Service Provision

The MEO plans and conducts production and service activities under controlled conditions.  These include the following, as applicable

· Availability of information that describes product characteristics

· Availability of work instructions and SOPs (PRD J-5)

· Use of suitable equipment

· Availability of measurement and monitoring devices and associated procedures

· Implementation of release, delivery, and servicing activities

7.4.2 Identification and Traceability

The MEO ensures identity of the product through all stages of product realization, as appropriate. The QC Staff will establish procedures to identify product status with respect to monitoring and measurement activities and establish unique identification of the product, as required.

7.4.3 Customer Property

The MEO exercises care and properly safeguards all government property that is under its control.  In the event property is lost or damaged, The MEO promptly reports this to the government and maintains records of this notification.

7.4.4 Preservation of Product

The MEO implements procedures to ensure that products are preserved throughout the processing and delivery stages.  These include methods for identification, handling, storage, and protection.

7.5 Control of Monitoring and Measuring Devices

The MEO staff ensures that monitoring and measurement equipment is properly used, calibrated, and maintained and that equipment is used in a manner consistent with the required measurement capability.

The PRD specifies what measurements are needed and what degree of accuracy and precision is needed to make those measurements. When accuracy requires calibration, the tools, equipment, and test software will be calibrated according to documented procedures. Calibration records are maintained as Quality Records.

The MEO staff ensures that equipment is identified, properly cared for, and calibrated; that measurement and monitoring tools are evaluated before they are used; and that results of calibrations are documented.

Calibration laboratories and service providers shall be compliant with the requirements in documented procedures unless specifically exempt by contract.

8.0  MEASUREMENT, ANALYSIS, AND IMPROVEMENT  

8.1 General

The Work Center Directors and the Special Staff Office Chiefs plan and implement processes to monitor, measure, analyze, and improve the processes needed to demonstrate product and quality system conformity and to continually improve the effectiveness of the system. 

The Work Center Directors and Special Staff Office Chiefs and their staff determine and implement analytical and statistical methods, as required.

8.2 Monitoring and Measurement

The Business Improvement Office  periodically monitors the established government metrics for customer satisfaction and reports these to the Work Center Director.  The initial Quality System data and metrics to be monitored by the MEO are listed in Table A.  Revisions to this table may be made as necessary.

8.2.1 Monitoring and measurement of processes

The MEO applies suitable methods for monitoring and measuring work processes, where applicable, to demonstrate the ability of these processes to meet planned results.  Corrective and preventive actions are taken, as necessary, to ensure conformity of products and services.

8.2.2 Monitoring and measurement of product

The MEO monitors and measures product characteristics at appropriate stages to ensure requirements have been met.  Records that identify conformity and the approval authority are maintained.  Unless otherwise agreed upon with the government, products and services will not be released unless they meet the established requirements.

8.3 Control of nonconforming product

The MEO prevents the unintended use, installation, or delivery of nonconforming product to the government via documented procedures. These procedures provide for the identification, documentation, evaluation, segregation (when practical), disposition, and appropriate notification of the occurrence of nonconformances throughout the development life cycle of deliverable products and services.

The Work Center Directors and Special Staff Office Chiefs ensure that the authority and the responsibility for controlling nonconforming products is delegated to the appropriate functional area supervisor.

The MEO staff ensures that nonconforming products are reviewed in accordance with documented procedures to determine how the product should be used. If a nonconforming product disposition is “use as-is” or “repair and use,” the customer is informed per the customer agreement. If the nonconforming product disposition is “repair” or “rework,” the product is re-inspected in accordance with the customer agreement, project plan, or appropriate documented procedures. Descriptions of nonconformances that have been accepted, and of repairs, are recorded to denote the actual condition and are maintained as Quality Records.

8.4 Analysis of data

The Work Center Directors and the Special Staff Office Chiefs determine the appropriate data necessary to evaluate the suitability and effectiveness of the quality system.  Data collected from monitoring and measurement activities is analyzed.

The MEO staff collect and analyze data and report the results to the Work Center Directors or Special Staff Office Chiefs.  These results include, as applicable, customer satisfaction metrics, product conformity, process and product trends, and supplier results.

8.5 Improvement

8.5.1 Continual Improvement

The MEO continually improves the organization through the consistent use of all methods described in this Quality Control Plan.

8.5.2 Corrective action

The MEO emphasizes the use of problem prevention or correction to determine the potential or actual (“root”) cause of nonconformances (e.g., customer complaints/ nonconforming products or processes) and prevent their occurrence or recurrence.

The MEO staff investigates the causes of nonconformances relating to the Quality System, including Quality System products and processes. The results of these investigations are maintained as Quality Records. Investigations resulting in changes to documented procedures are processed in accordance with the document and data control system.

Corrective action is taken to eliminate potential or existing nonconformances to a degree appropriate to the magnitude of the problems and commensurate with the risks encountered to eliminate or minimize the impact on safety, performance, dependability, processing cost, quality-related cost, and customer satisfaction.

Corrective Action Requests are collected, processed, tracked, and analyzed by a work center manger and maintained as quality records.

8.5.3 Preventive action

The MEO determines the actions needed to eliminate potential nonconformances and takes action as appropriate to the effect. 

The Work Center Directors and Special Staff Office Chiefs develop and maintain procedures for determining potential nonconformities and causes, evaluating the need for action, determining and implementing action, and maintaining records and reviews of the actions taken.

Table A

MEO Quality System Metrics
	Reported Metric
	Data Source
	Responsibility

	Customer Satisfaction
	The MEO will use the established FMMC customer satisfaction monitoring system.

The Work Center Directors and Special Staff Office Chiefs will analyze and report the monthly customer satisfaction as follows:

1.  Determine and report the total number of customers served by MEO functional areas during the month

2.  Determine and report the total number of complaints and/or suggestions regarding MEO service.
	Work Center Director 

Special Staff Office Chief

	Performance Self-Assessment
	The MEO will monitor, assess, and report an assessment of its performance against the standards listed in the PRD.

The frequency and methods of reporting will be determined during the initial Quality Review meeting, to be conducted prior to implementing the MEO.  Performance against each standard will be evaluated at a minimum of once per year.

As necessary, the Government COR/QAE may request to modify the monitoring and reporting system to better assess the performance of the MEO.  Such requests must be in writing and retained as a quality record.
	Work Center Director

Special Staff Office Chief

	Reworks
	The MEO Staff will report the total number of reworks.  

The “root” cause for each reworked item will be determined by the MEO Staff and summarized according to category by the Work Center Director or Special Staff Office.

Reworks are reported on a monthly basis.
	MEO Staff 

	Productivity – Customer throughput
	The number of customers serviced by each functional area will be tracked and summarized by the MEO Staff and reported by the Work Center Director.
	MEO Staff

	Productivity – Service Availability
	% Availability will be determined and reported on a monthly basis.

The MEO Staff will log all instances of non-availability by workers (unscheduled interruptions, absenteeism, etc).

The MEO Staff will calculate and report the % Availability by functional area.
	Work Center Director  Special Staff Office Chief MEO Staff

	Goals
	Performance goals by the MEO will be developed and reported jointly with the Government.
	Work Center Director  Special Staff Office Chief

	Annual Metrics
	All monthly metrics as listed will be summarized and reported on an annual basis during the Quality Review Meetings.

Trends in data will be assessed to identify potential areas for improvement.
	Work Center Director

Special Staff Office Chief
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