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Acronyms:

FAA – Federal Aviation Administration

AMS – Acquisition Management System

ANSI – American National Standards Institute

ASQ –  American Society for Quality
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The Technical Operations Quality Assurance Division and the Terminal & En Route Quality Assurance Division, in terms of the Q9001 standard, are defined as the organization and may be referred to as the QA Divisions.

b) Organization:  Group of people and facilities with an arrangement of responsibilities, authorities and relationships (ANSI/ISO/ASQ Q9000-2000, para 3.3.1).  The Technical Operations Quality Assurance Division and the Terminal & En Route Quality Assurance Division are two organizations that provide a service to the customer as documented by these Quality Procedures.  

c) The two standards:  ANSI/ISO/ASQ Q9001-2000, and ISO 9001:2000 for purposes of this quality system are considered to be equivalent.

d) Applicability and interpretation of ANSI/ISO/ASQ Q9001-2000 requirements to the Quality Assurance Division, as it was structured in 1999, is documented in Appendix A of this manual.  The appendix was not revised to reflect the change in organizational titles from ASU-200, Quality Assurance Division, to the two QA division structure since it provides the rationale for creating the QMS under one division.
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The following policy was signed by the Management Representative and the Executive Steering Committee (as identified in IP-1) on February 3, 1999.  The policy was re-evaluated and determined to be valid and in compliance with ANSI/ISO/ASQ Q9001:2000 as stated below.  Copies are posted in all work centers, and the text of the policy is provided to all employees.  The policy will remain in effect until rescinded. 

Technical Operations Quality Management Division

Terminal & En Route Quality Assurance Division

Quality Policy

“The Quality Assurance Divisions exist to serve our customers, and we pledge to give them the best service that we can provide.”

We are committed to the following objectives:

· Obtain 100% level of customer satisfaction.

· Meet 100% of agreed upon due dates.

· Foster partnerships with the Product Teams.

· Increase the knowledge and skills of all employees.

· Constantly strive to increase the effectiveness and efficiency of the organization.

Date:  August 26, 2004

Executive Steering Committee:

	_____________Original signed by___________

Edward C. Huntzinger

Manager, Technical Operations

Quality Assurance Division


	_____________Original signed by___________

Robert W. Laws

Manager, Terminal & En Route

Quality Assurance Division and

ISO Management Representative

	_____________Original signed by___________

Thomas L. Marker

Manager, Navigation

Quality Assurance Branch
	_____________Original signed by___________

John T. Seger

Manager, Terminal & Facilities

Quality Assurance Branch



	_____________Original signed by___________

Acting Manager, Communications 

Quality Assurance Branch


	_____________Original signed by___________

Algie W. Guy

Manager, En Route & Oceanic

Quality Assurance Branch
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PURPOSE
The Quality Manual describes the quality system of the QA Divisions in the Office of Acquisition Policy & Contracting.

SCOPE

The scope of the Quality System and this Quality Manual is defined as:  “Provision of Quality Assurance, Industrial Evaluation, Requirements Guidance, and Quality Assurance Improvement Services in support of the FAA’s Acquisition of National Airspace Systems.”

PERMISSIBLE EXCLUSIONS

The following subclauses of Product Realization, Clause 7, are excluded from the Quality Management System.  As a service organization, processes for design and development, post-delivery activities, validation of special processes, preservation of products, and control of monitoring/measuring devices are not required.  Therefore, in accordance with ANSI/ISO/ASQ Q9000-2000, paragraph 1.2, the following requirements are excluded from this quality management system:

7.3, Design and Development (in its entirety)

7.5.1(f), Control of production and service provision (post-delivery activities only)

7.5.2, Validation of processes for production and service provision (in its entirety)

7.5.5, Preservation of product (in its entirety)

7.6, Control of monitoring and measuring devices (in its entirety)

REVISION
A review of the Quality Manual will be conducted as needed, under the direction of the Management Representative.   Changes in the following items may require changes in the Quality Manual:


A reorganization of the Quality Assurance Divisions, its structure or functions.
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
Changes in the quality system.


Changes in procedures or documents.


Changes as a result of audits and corrective actions.


Changes to the ANSI/ISO/ASQ Q9001:2000 model. 

DISTRIBUTION 

The Quality Manual is controlled on the FAA ATO-A, Acquisition Policy & Contracting, Quality Assurance web site (internet access only).  If it is printed or copied, it becomes uncontrolled.  It is the responsibility of the user to assure the currency of this document.  The Data Manager (identified in IP-1) maintains the controlled printed copy with original signatures.

Distribution of the Quality Manual is controlled by the Data Manager, and is accomplished in accordance with QP-05.
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The Quality Assurance Divisions follow the requirements and guidelines of ANSI/ISO/ASQ Q9001-2000 for the implementation of its quality system.  The Quality System has been in effect since March 30, 1999.  As of February 13, 2002, the quality management system was updated to satisfy the clauses of ANSI/ISO/ASQ Q9001-2000.
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The Division and Branch Managers of the Quality Assurance Divisions have the responsibility and the authority to define and direct the quality system.  The Division Manager, Terminal & En Route Quality Assurance Division is the Management Representative for quality and ensures the quality system is established, implemented and maintained in accordance with ANSI/ISO/ASQ Q9001-2000.  Through a written announcement to all personnel (same date as the QM-1 issue date), the Management Representative will ensure the requirements of the Quality Manual and the requirements of the ANSI/ISO/ASQ Q9001-2000 Standard are met by the Quality Assurance Divisions.  Roles and responsibilities identified throughout the Quality Manual and Quality Procedures may be delegated by the responsible party.

The continued suitability, adequacy, and effectiveness of the quality system are assessed annually by internal audits, external audits, and management reviews.  The ISO Coordinator(s) (identified in IP-1) maintain records of such reviews.  QP-01-01 provides instructions for performing management reviews including review input and review output.  Attendees include the Management Representative, and will also include the ISO Coordinator(s), and all Managers in the Quality Assurance Divisions, as available.  The subjects to be discussed include the results of internal and external audits, performance to quality objectives, corrective and preventive actions, and resource requirements.  The objectives of the management review are to ensure continued compliance to ANSI/ISO/ASQ Q9001-2000 and continually improve the suitability/efficiency of the quality management system.

The Management Representative is responsible for:

· Ensuring that processes needed for the quality management system are established, implemented and maintained.

· Reporting to top management on the performance of the quality management system and any need for improvement.
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· Ensuring the promotion of awareness of customer requirements throughout the organization.

· Communicating the effectiveness of the quality management system to the organization.

· Measuring customer satisfaction as described in QP-01-04, QP-01-05.

All Managers are responsible for:

· Maintaining documented policies, objectives and commitments to quality.

· Ensuring the quality policy and implementing objectives are understood, implemented, suitable, satisfied, and maintained at all levels.

· Defining, documenting, and communicating responsibility and authority for personnel of the Quality Assurance Divisions, and assuring (where appropriate) independence of verification activities such as:  Internal audits, etc. 

· Identifying resource requirements and assigning trained personnel to positions affecting quality.  Note: The Quality Assurance Division Managers have the responsibility to ensure that Branch Managers are trained and that resource requirements identified by the operating Branches are adequately addressed.

· Maintaining the integrity of the quality management system by ensuring that changes are planned and implemented.

· Collecting customer satisfaction data as described in QP-03, QP-12.
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General management functions such as:  Planning, tracking, directing, measuring, etc. are described in QP-01.

The Quality Assurance Divisions’ organizational structure, responsibility, authority, and interrelation are depicted in Figure 4.1.1 on the following page.

Figure 4.1.1 (page 13 of 56), QM-1 Revision 11.0

Quality Assurance Organization

Responsibility, Authority, and Interrelation of Division Personnel
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Quality Management System Processes:

The processes identified as necessary for the QMS and their application throughout the organization are identified as:  Quality Assurance, ISO Coordination, and Administrative services.  

Sequence and interaction of the processes are depicted in Quality Management System Processes, QP-02. 

The criteria and methods needed to ensure that these processes are controlled and effective are documented in Organizational Management, QP-01; Management Review, QP-01-01; and Quality System Metrics, QP-01-04.

At this time, the organization has not outsourced any process that affects product conformity with requirements.

Quality System Documentation Requirements:

The documented quality system is based on the requirements of ANSI/ISO/ASQ Q9001:2000.  The quality system plan is the documented quality system, and Implementation Plan (IP-1).  The structure is reflected by the following:

Quality Manual -- Describes the QA Divisions’ quality system and makes reference to applicable quality system procedures.

Quality Procedures -- Documents that describe the manner in which the requirements are addressed.

Quality Forms – Documents that provide a uniform format for recording data essential to the Quality System.

Work Instructions -- Detailed instructions, such as “Guidebooks”, that describe how a specific job task is performed.
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Quality Records -- Documents that furnish objective evidence that activities were performed or results are achieved.

The Quality System Requirements Matrix (Appendix B) describes the relationships between the Q9001 clauses/subclauses and the QA Divisions’ Quality Manual.  It also describes the correlation between the Quality Manual and the other levels of documents within the Quality System structure.

Quality Planning – The Implementation Plan (IP-1) describes the management structure for quality system activities within the QA Divisions.  The quality system documents described above are consistent with and in adherence to FAA planning policy contained within the FAA’s Acquisition Management System (AMS).  Management Reviews are conducted to evaluate the effectiveness of the quality system, and serve as a mechanism for planning future quality system objectives.  The Quality System described above, coupled with our annual business goals, in line with the

Divisions’ Strategic Plan, serve as our default management plan for ensuring customer requirements and expectations are met with the aim of enhancing customer satisfaction.  In addition, it documents our standard organizational processes used by all personnel within the QA Divisions.  In the event that a requirement, or circumstance, is identified as unique, or special, and falling outside of the assurance provided by our default management plan or as directed by the management team, a project specific plan will be developed.

This composite plan embodies the requisite planning, tracking and measurement processes essential to the organization’s business needs.
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General

A Contract Review is defined as the activities necessary to assure that our customer’s requirements are appropriate and can be met.  The term Contract Review in this clause must not be confused with the review of a contract document identified in Purchasing, element 4.6.  The QA Divisions will determine the requirements specified by the customer; requirements not stated by the customer that are necessary for specified or intended use, where known; statutory and regulatory requirements related to our service; and any additional requirements determined by the organization.  

The QA Divisions’ Contract Review is the group of activities necessary to assure customers' requirements are appropriate and can be achieved.  These activities are performed through out the life cycle of the procurement.

The Quality System documents these activities in the Contract Review Procedures to ensure that the requirements can be met.

Review

· Review customer requests and ensure customer requirements are adequately defined and documented before acceptance.  If verbal agreements are involved, ensure that requirements are agreed to and documented.

· Review customer requests for any differences in requirements, document and ensure resolution.

· Review customer requests to determine the capabilities to meet the requirements.
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Changes to Contractual Agreements

Amendments to contracts are reviewed the same as initial contract review.  These reviews will determine what effect the 

change in requirements will have on the contract.  Changes will be documented and distributed to all impacted parties for implementation.
Customer Communications


The QA Divisions’ quality system requires effective arrangements for communicating with our customers in relation to services provided (QP-03).

Records

Records of Contract Reviews are maintained in accordance with the Control of Quality Records procedure (QP-16).

The procedures for conducting contract review are contained in QP-03.
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The scope of the quality system for the QA Divisions does not include this element.  This page is included in this Quality Manual to align the element numbering with ANSI/ASQC Q9002:1994.  

(Note:  See QM-1, Section 2.0, which identifies ANSI/ISO/ASQ Q9001:2000, paragraph 7.3, Design and Development, as a permissible exclusion.)
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The quality system follows the Document and Data Control Procedure QP-05 to control quality system documentation.  The requirements of this procedure include: 

· Ensuring documents are reviewed and approved for adequacy by authorized personnel prior to issue.

· Maintaining a master document list to identify all applicable documents, and their current revisions.  The Master Document List is a controlled document (ML-1) and is readily available to all personnel.

· Ensuring that current documents are readily available for use at all locations where needed.

· Ensuring invalid or obsolete documents are promptly removed from use.

· When possible, changes to a quality system document will be made by the original author.

· To the extent reasonable, identifying the nature of changes in controlled documents.  All changes to documents contain a minimum description as provided for on the document revision sheet.

· Obsolete documents may be retained for legal and/or knowledge preservation purposes and such documents are suitably identified.

· Controlling external documents used within the QA Divisions.

· Ensuring changes to approved documents are reviewed and approved by the same functions and organizations that performed the original review and approval.
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The quality system follows the purchasing guidelines established in WI-200-02 for direct purchases with credit cards (limited to off the shelf products).  These purchases are limited by factors such as single purchase cost ceiling and monthly expenditure limits.  All purchasing activity is approved, or delegated, by the appropriate Quality Assurance Division Manager for the purchasing made in their respective Divisions.  Direct purchase with Division credit cards should be limited to off the shelf products and services such as:

· office supplies

· technical publications (e.g., books, standards, etc.)

· computer software tools

· equipment repair (copier, etc.)

When a purchase requirement exceeds the scope authorized for direct purchase by credit card, the QA Divisions will utilize the FAA procurement system to execute the purchase.  The purchasing organization is external to the QA Divisions so a purchase request is initiated as an interfacing document.  The Division Manager will assign a COTR to manage the purchase and to provide technical support to the contracting officer as described in the AMS.  The COTR will develop a contract management plan.

Training is purchased in accordance with FAA procedures and processes and are outside the purview of this QMS.  Courses are provided either by FAA (e.g. Center for Management Development, FAA Academy), or by outside training vendors.  For the most part, the training vendors provide off-the-shelf training.  If the Quality Assurance Divisions need a specially-designed course, this is coordinated and purchased through the Logistical Support Division.  The FAA procurement system is used.
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At this time, the QA Divisions do not use customer supplied products for incorporation into our products, which are principally service oriented.  This element is reserved for future development should customer supplied product become available. 

The process for control of customer property is documented in the Administrative Guidebook, WI-200-02.
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The Quality Assurance Divisions provide services to various customers within the FAA and other government agencies.  The procedure for identifying and tracking services in the QA Divisions is as follows:

Services, and the various products that describe, document, and augment the service such as:  Reports, letters, records, etc. are identified and tracked by contract number, project name, or travel authorization as appropriate.  At times, a project may consist of more than one contract under which services are performed.  So to ensure proper tracking, all service-related products should be identified with, or reference, the other contract numbers as appropriate.

All identification and tracking numbers (or names) are assigned by the product team.
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The documented quality system has specific methods to identify and plan processes that directly achieve conformity to product requirements.  Guidelines for process control are documented in procedure QP-09.  Quality Assurance Division processes are carried out under controlled conditions, including appropriate resources and suitable work environment.  These include:

· Adherence to Procedures and/or Work Instructions for processes that directly affect quality.

· Compliance with criteria for workmanship, program quality plans, and/or documented procedures.

· Control and monitoring of critical process and product characteristics.

· Provision and maintenance of equipment as appropriate.

· Ensuring qualification of process operations including personnel.

Personnel of the QA Divisions will take personal accountability in following the approved processes prescribed in this Quality Manual, Quality Procedures, and specific work instructions prepared for each Branch.  Records reflecting adherence to QA Divisions’ service processes will be maintained by all personnel (see QP-16).  Work instructions may be tailored when required by project needs.  Tailoring will be prescribed and approved by management.
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The QA Divisions have specific work instructions which assure that the process is approved, implemented, and repeatable.  These instructions include, but are not limited to:


	Work Instruction
	Applicable Division/Branch
	Applicable personnel

	WI-200-02, Administrative Guidebook
	Technical Operations QA Div

Terminal & En Route QA Div
	Personnel in both QA Divisions

	WI-200-01, QRO Guidebook
	Navigation QA Branch

Communications QA Branch

Terminal Facilities QA Branch

En Route & Oceanic QA Branch
	Quality Reliability Officers

	WI-250-01, Program Analyst’s Guidebook
	Technical Ops QA Div

Terminal & En Route QA Div
	Program Analysts


Adherence to documented procedures and work instructions is verified during regularly scheduled internal audits (see QP-17).

(Note:  See QM-1, Section 2.0, which identifies ANSI/ISO/ASQ Q9001:2000, paragraph 7.5.2, Validation of processes for production and service provision, as a permissible exclusion.  This refers to special processes of which we have none.)
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The quality system follows the Inspection and Testing Procedure, QP-10 in assuring that services provided are of the highest possible quality, and our customer expectations and requirements are met fully. This procedure includes:

· The use of required inspection techniques and records as detailed in the quality procedures or project specific quality plans.

· Verification of customer expectations is achieved through periodic surveys of our customers.

· Performing receiving inspection of products coming into the QA Divisions from external sources prior to further processing (does not include purchased goods as described in section 4.6 of this manual).  The degree to which receiving inspection is performed is dependent on the quality history of the subcontractor or external organization.  Consult QP-10 and WI-200-01 for guidance when conducting receiving inspection.  

· Conducting in-process reviews of products and services, as appropriate and as defined by QP-10.

· Performing final inspection of products to ensure that all specified requirements have been met prior to dispatch to our customers.

· The establishment and maintenance of records giving evidence the service provided is within defined acceptance criteria.
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No inspection or test equipment is owned or leased for use by Quality Assurance personnel.  On rare occasion, Quality Assurance personnel will use subcontractor-owned equipment to verify a measurement.  The quality system requires that quality assurance personnel assure that an acceptable calibration system is operating at the subcontractor’s facility, and that the equipment used is appropriately identified as being acceptable for the intended measurement.  Calibration system surveillance is documented in WI-200-01.

(Note:  See QM-1, Section 2.0, which identifies ANSI/ISO/ASQ Q9001:2000, paragraph 7.6, Control of monitoring and measuring devices, as a permissible exclusion.)
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The Quality System follows documented procedures for identifying the status of work accomplished during each phase of the service delivery process.  Procedure QP-12 provides guidance for recording and identifying the achievement of the service requirements, and customer satisfaction.

	Title:

4.13 Control of Nonconforming Product
	Number:

QM-1


	Revision:

11.0  
	Revision Date:

8-26-04

	Page:

28 of 56
	Prepared by:

Jenkins/Driscoll/

Morris
	Approved by:

Robert W. Laws
	Date issued:

3-30-99


Nonconforming product is defined in this QMS as services which have not been provided in accordance with prescribed procedures and work instructions, and/or a customer need is not met.  This may result in a customer complaint, or it may be identified during internal audit.  Therefore, the issue of nonconforming product is best addressed by procedures for corrective and preventive action, and will be documented in section 4.14 of this manual.
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The quality system follows the Corrective and Preventive Action Procedure QP-14 for implementing corrective and preventive actions. Corrective or preventive action taken is based on the magnitude and risk encountered. Requirements of this procedure include:

· Effective handling of customer complaints and reports of product and service nonconformance.

· Investigating the cause of nonconformance and documenting the results of the investigation.

· Recording and implementing procedural changes resulting from corrective actions.

· Determining the corrective action needed to eliminate the cause of nonconformance.

· Controls to ensure corrective actions are implemented and are effective.

· Methods for detection, analysis and elimination of potential causes of nonconformance.

· Determining the steps needed to resolve problems requiring preventive action.

· Initiating preventive actions and application of controls to eliminate potential causes of nonconformities.

· Ensuring relevant information on actions taken are submitted to the Management Representative and Executive Steering Committee for quality system review.
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This element does not apply to the quality system since our products are principally information and services.  

(Note:  See QM-1, Section 2.0, which identifies ANSI/ISO/ASQ Q9001:2000, 7.5.5, Preservation of product, as a permissible exclusion.)
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The quality system follows the Control of Quality Records Procedure QP-16 to demonstrate conformance to specified requirements and the effective operation of the quality system.  This procedure includes:

· Established methods for the identification, collection, indexing, accessing, filing, storage, maintenance, disposition, and retention times of quality records. The procedure includes methods to ensure these records are legible and identifiable to the product, stored and maintained for ready retrieval and in a suitable environment.

· Subcontractor data when available.

· A table of required quality records.

· When agreed contractually, quality records shall be made available to the customer for an agreed upon period of time.
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The quality system calls for periodic internal quality audits to ensure the implementation, maintenance and continued effectiveness of the quality system. The Internal Quality Audits Procedure QP-17 is used to assure:

· QA Divisions’ activities comply with the quality system requirements and documents.

· Auditors are independent of the work being audited.

· Internal quality audits are scheduled according to the status and importance of the activity audited. 

· Documented results are reported to the pertinent manager/supervisor for the function being audited.

· Corrective action for deficiencies is implemented in a timely manner.

· Follow‑up audits verify and record the effectiveness of corrective action.
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Personnel are qualified for the tasks performed based on education, training, and/or experiences.  The quality system follows the Training Procedure QP-18 to identify training needs and provide for the training of all personnel (including management) performing activities affecting quality.  Requirements of this procedure include:

· Methods for identifying training needs.

· Provision of training or other learning actions.

· Tools or methods used for training.

· Maintaining records of all training activities.
· Assess effectiveness of the training.
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The QA Divisions do not provide service for any of our products (information products and services).  It is included in this Quality Manual to align the clause numbering with ANSI/ASQC Q9002:1994.  (Note:  See QM-1, Section 2.0, which identifies ANSI/ISO/ASQ Q9001:2000, paragraph 7.5.1(f), as a permissible exclusion.)
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The quality system shall measure, analyze, and improve the processes needed to demonstrate conformity of the product, conformity of the quality management system and continually improve the effectiveness of the quality management system.

Statistical techniques are employed for establishing, controlling, and verifying process capability and service characteristics.  Currently, these measures are made to track various services provided by the QA Divisions, and are documented in QP-01-04 and QP-01-05.

QP-01-04 measures the effectiveness, efficiency, and control of the quality management process.   

QP-01-05 ensures that the QA Divisions can respond to our customers’ assessment of our services by measuring customer satisfaction on a regular basis.
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Rationale in applying ANSI/ISO/ASQ Q9001-2000 clauses to the ASU-200 business:

ASU-200’s quality management system (QMS) satisfies the requirements of ANSI/ISO/ASQ Q9001:2000.  The numbering scheme of the QMS documentation was designed in accordance with the elements of ANSI/ASQC Q9002-1994. This Section describes the overall meaning of each requirement as it applies to ASU-200.  It depicts the starting point for establishing the documentation necessary to become registered to Q9002.  ASU-200’s QMS was revised to ensure compliance with ANSI/ISO/ASQ Q9001-2000. 

ASU-200 is a service organization.  Services are provided to other FAA organizations (e.g. preaward and in-plant services to Integrated Product Teams, etc.).  ANSI/ISO/ASQC Q9004-2-1991, Quality Management and Quality System Elements—Guidelines for Services provides an interpretation for each element of Q9002 in terms of what it means to a service organization.  This section of the quality manual defines each Q9002 element in terms of the services that we provide.  The paragraphs of Q9001:2000 have been added to show the relationship to the new standard.

Q9002 Elements:

Section 4 Quality System Requirements

4.1  Management Responsibility (see Q9004-2 paras 5.0; 5.1; 5.2; 6.1.4; Q9001:2000 para 5)

This element is viewed as the cornerstone of the entire quality management system.  The quality policy, the responsibility and authority established to implement the quality system, the resources identified to implement the quality system, the activities of the management representative, and the management 
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reviews performed will continuously confirm the commitment of management to this process.  This is not a one-time activity.  ASU-200 will actively participate in this implementation as prescribed by Q9002.  Examples of that participation are: initiating and upholding the quality policy; designating responsibility and authority to personnel who manage, perform, and verify work affecting quality; monitoring the quality system; etc.  

4.2.1  Quality System (see Q9004-2 para 5.4; 6.0, Q9001:2000 para 4.2.2)

Q9002 requires that ASU-200 establish, document, and maintain a quality system as a means of ensuring that product conforms to specified requirements.  In terms of a service organization, this requirement means that there must be a quality system that will ensure the quality of the service that we provide.  Specifically, we must determine and/or confirm the needs of our customers, document the system we use to fulfill those needs/requirements, and continuously improve the system.  The individual elements will support the overall system.

A plain language interpretation of the quality service loop, as illustrated in Q9004-2, has been adapted to show how ASU-200 will develop, document, and communicate the quality management system.  The service quality loop (Figure 3.0-1) is meant to show relationships between the role of ASU-200 and its customers.  It represents the continuous loop that the system will endure to ensure continuous improvement.

Our customers are identified as other organizations in the FAA, integrated product teams, as well as individual employees we serve and support.  Our services include pre-contract award activities, in-plant services, property/transportation services, and software capability evaluations (SCE’s).
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4.3 Contract Review (see Q9004-2 para 6.1; 6.1.3; 5.5; Q9001:2000, paras 7.2.1, 7.2.2, and 7.2.3)  

Q9002 requires ASU-200 to establish and maintain documented procedures for contract review and for the coordination of these activities.  Specific language in Q9002 requires adequately defined and documented requirements in the context of contracting or ordering.  A very careful interpretation of this element must draw a distinction between ASU-200’s involvement in the contracting process and the service that we provide.  For the implementation of a quality management system in ASU-200, contract review is defined as the identification of customers’ needs and the formal documentation of the system that will ensure satisfying those needs.  The contract review process will establish the customer interface and determine needs.  This could be in the form of meetings, memos, or whatever means management determines necessary to obtain the input from the customer.  The follow-up activity is equally important. 

In terms of the ANSI/ISO/ASQ Q9001-2000 language (clause 7.2), a review of our customers’ requirements must be performed to ensure they are appropriate and can be met.  (Any reference to Contract Review is terminology from ANSI/ASQC Q9002:1994; however, ASU-200’s quality system is consistent with the requirements stated in clause 7.2, Customer-Related Processes.)  The term Contract Review in this clause must not be confused with the review of a contract document identified in Purchasing, element 4.6.
4.4  Design Control  (Q9001:2000 para 7.3)

This element is not applicable in ISO 9002.  There is no design function performed in ASU-200; therefore, the requirements of this element are not addressed.
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4.5  Document and Data Control (see 9004-2, para 5.4.3.2 & 3; and Q9001:2000 4.2.3)

Q9002 requires ASU-200 to establish and maintain documented procedures to control all documents and data that relate to the requirements of ISO 9002.  Such a system includes document and data approval as well as document and data changes.  For services, such as the ones that ASU-200 provides, the documentation system includes a quality manual, quality plan, procedures, quality records.  The documentation control system requires that ASU-200 develop methods to ensure documents are:

· approved by authorized personnel;

· released and made available in the areas where the information is needed;

· understood and acceptable to users;

· reviewed for any necessary revision; and

· removed when obsolete.

These methods will be covered in the detailed quality procedures and work instructions.

4.6 Purchasing (see 9004-2, para 6.2.4.3 and Q9001:2000, 7.4)

Q9002 requires establishment of documented procedures to ensure that purchased products conform to specified requirements.  Purchasing activities (e.g. training, supplies, and items needed to provide our services) are addressed by the quality manual and quality procedures.  
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4.7  Control of Customer-Supplied Product (no applicable paragraphs in 9004-2; Q9001:2000 para 7.5.4)

There is no customer-supplied product in ASU-200.  This element is not applicable.

4.8  Product ID & Traceability (see Q9004-2, para 6.2.4.5; Q9001:2000, para 7.5.3)

Q9002 requires procedures for identifying the product by suitable means from receipt and during all stages of production, delivery, and installation.  This language equates to 

identifying and recording the source of any product or service that forms part of the service provided.  Q9004-2 cites
“personal responsibility for verification and for other service actions throughout the service delivery process to ensure traceability in cases of nonconformity, customer complaint, and liability.”  The application for the purposes of ASU-200’s quality management system is incorporated into the Corrective and Preventive Action System (see 4.14).  This system will provide for the tracking of customer complaints.  There is no need to apply this element for ASU-200’s quality management system.

4.9  Process Control  (see Q9004-2, para 6.3; 6.2.4.2; Q9001: 2000, paras 6.3, 6.4, 7.5.1, and 7.5.2)

Q9002 requires ASU-200 to identify and plan the production, installation, and servicing processes which directly affect quality and to ensure that the processes are carried out under controlled conditions.  In applying this requirement to a service organization, Q9004-2 calls out the “service delivery process.” 
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ASU-200 assigns specific responsibilities to all personnel implementing the service delivery process.  Supplier assessment (internal auditing) as well as customer assessment will provide the part of the input necessary to continuously improve the service delivery process.

The three major components of providing a service to our customers are:

· adhering to the prescribed quality system documentation;

· monitoring to ensure the quality system documentation is followed; and

· adjusting the process when problems occur.

The process controls for these three components will be covered by the internal audit system (see Q9002, para 4.17).
4.10  Inspection and Testing (see Q9004-2, para 6.3.2; 6.2.5; and Q9001:2000 7.1, 7.4.3, 7.5.3, 8.1, 8.2.4)

Q9002 requires documented procedures for inspection and testing activities in order to verify that the specified requirements for product are met.  This includes the appropriate record keeping.  Q9004-2 equates this requirement with assessing service quality.  The documented procedures are the basis for determining the quality of the service provided through activities such as verifying customer expectations and conducting in-process reviews.

4.11 Q9002, Control of Inspection, Measuring and Test Equipment (see Q9004-2 para 6.3.6; Q9001:2000, para 7.6) 

Q9002 requires documented procedures to control, calibrate, and maintain inspection, measuring, and test equipment.  There is no such equipment in ASU-200.  Q9004-2 equates this requirement to 
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establishing procedures for monitoring and maintaining a system for service management.  Examples sited by Q9004-2 include controls of personnel skills, measurement procedures, and any analytical models used for measuring and testing.  “Measuring and testing instruments” include customer satisfaction surveys and questionnaires.  ASU-200 quality system addresses these activities in 4.10 and tools are addressed in QP-11.

4.12  Inspection and Test Status (see Q9004-2, para 6.3.4; Q9001:2000, para 7.5.3)

Q9002 requires that inspection and test status of product be identified by suitable means.  Q9004-2 equates this requirement with ensuring that the status of work done during each phase of the service delivery process be recorded to identify that the service specification is fulfilled and customers are satisfied.  This can be accomplished through a routine audit of the service specification against records gathered under 4.16.  Customer satisfaction surveys can be performed to gather this data.
4.13 Control of Nonconforming Product.  (see Q9004-2 para 6.3.5.2; Q9001:2000, para 8.3)

Q9002 requires documented procedures to ensure that product that does not conform to specified requirements is prevented from unintended use or installation.  Q9004-2, para 6.3.5 combines 4.13 and 4.14 (Corrective and Preventive Action ).  The combination of element 4.13 and 4.14 is the most efficient way to address these elements.  Therefore, this element is not addressed in the QMS.

4.14 Corrective and Preventive Action (see Q9004-2, para 6.3.5; Q9001:2000, para 8.5.2)

Q9002 requires establishment and maintenance of documented procedures for implementing corrective and preventive action.  This includes actions to eliminate not only nonconformities, but 
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the causes of the nonconformities.  In addition, the preventive portion of the requirement covers potential causes of nonconformities.  Q9004-2 covers a process for services which focuses on service performance analysis and improvement.  This is a proactive process that includes a continual evaluation of the operation of the service.  It ultimately collects the internal assessments with the customer assessments and provides a tool for continuous improvement.  Statistical methods can also be incorporated in this activity.

4.15 Handling, Storage, Packaging, Preservation, and Delivery (see Q9004-2, para 6.2.4.6; Q9001:2000, para 7.5.1)

Q9002 requires procedures for handling, storage, packaging, preservation, and delivery of product.  Q9004-2 covers this requirement by including control of customers’ possession which the service organization is responsible for during the delivery of the service.  There are no customers’ possessions that we handle while performing services.

4.16 Control of Quality Records (see Q9004-2, paras 5.4.3.1


 and 6.4; Q9001:2000, para 4.2.4)

Q9002 requires the identification, collection, indexing, access, filing, storage, maintenance, and disposition of quality records.  Quality records demonstrate conformance to specified requirements and the effective operation of the quality system.  One of the key points that Q9004-2 addresses is that records provide information on the degree of achievement of the quality objectives (5.4.3.1).  

Examples of records to be maintained are:  Records of management responsibility, management reviews performed, corrective action requests, internal audit report.  A complete list of quality records will be generated.
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4.17  Internal Quality Audits (see Q9004-2, para 5.4.4; Q9001:2000, para 8.2.3)

Q9002 requires planning and implementing internal quality audits to verify whether quality activities and related results comply with planned arrangements.  Internal audits also determine the effectiveness of the quality system.  In addition to the basic requirement, Q9004-2 suggests that the audit system verifies the adherence to the service specification, the service delivery specification, and the quality control specification (defined in ASU-200’s quality system as the Quality Manual, the Quality Procedures, and Work Instructions, respectively.

The Lead Internal Auditors will be designated by the Management Representative.  Audit schedules will be generated and maintained by the ISO Coordinator.

4.18 Training (see Q9004-2, para 5.3.2.2; Q9001:2000, para 6.2.2)

Q9002 requires the identifying of training needs and providing for the training of all personnel performing activities affecting quality.  This also includes the requirement that personnel performing specific assigned tasks shall be qualified on the basis of appropriate education, training, and/or experience.  The procedures will contain at a minimum, the necessary training documentation requirements for employees. 

4.19 Servicing  (Q9001:2000, para 7.5.1)

There is no specific element for servicing.
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4.20  Statistical Techniques (see 9004-2, 6.4.3; Q9001:2000, para 8.1)

Q9002 requires ASU-200 to identify the need for statistical techniques.  During the development of the quality system, the applicability of this element will be determined.
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	4
	Quality management system
	
	
	
	
	
	

	4.1
	General Requirements
	4.2.1
	4.1, 4.2
	QP-01

QP-01-01

QP-01-04

QP-02
	
	QF-04

QF-06

QF-01
	Management Review Minutes

Executive Steering Committee 

 Minutes

Customer Interview Guide

Data Collection for Quality System  

 Metrics

Corrective & Preventive Action  

 Requests

	4.2
	Documentation Requirements (title only)
	
	
	
	
	
	

	4.2.1
	General
	4.2.2
	QM-1, 1.0, 4.2, 2.0,3.0, 4.16
	
	
	
	

	4.2.2
	Quality Manual
	4.2.1
	QM-1, 2.0, 4.2
	
	
	
	

	4.2.3
	Control of documents
	4.5.1

4.5.2

4.5.3
	QM-1, 4.5
	QP-05

QP-05-01

QP-05-02

QP-05-03

QP-05-04

QP-05-05
	WI-250-01
	ML-1
	Master Document List

QMS Web Site

Revision History Page of All   

 Controlled Documents

Peer Review Minutes

	4.2.4
	Control of records
	4.16
	QM-1, 4.16
	QP-16
	
	
	Management Review Minutes

	
	
	
	
	
	
	
	Internal Audit Schedules

	
	
	
	
	
	
	
	Audit Reports

	
	
	
	
	
	
	QF-01
	Corrective Action Request

	
	
	
	
	
	
	QF-02
	Workload Reporting Form

	
	
	
	
	
	
	QF-03
	Customer Requirements

	
	
	
	
	
	
	QF-04
	Customer Interview Guide

	
	
	
	
	
	
	QF-06
	Data Collection for Quality System Metrics

	
	
	
	
	
	
	QF-15
	Customer Survey (How are we doing?)

	
	
	
	
	
	
	QF-16
	Standard Audit Record

	
	
	
	
	
	
	
	Executive Steering Committee (ESC) Minutes

	
	
	
	
	
	
	
	Budget

	
	
	
	
	
	
	
	Long-Range Planning Report

	
	
	
	
	
	
	
	General Correspondence to  

 Employees

	
	
	
	
	
	
	QF-13
	Employee Training Plan

	
	
	
	
	
	WI-200-01
	
	Letter of Designation

	
	
	
	
	
	
	
	QRO Contract Plan

	
	
	
	
	
	
	
	Contract Review Record

	
	
	
	
	
	
	
	Quality Assurance Plan
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	4.2.4
	Control of records (continued)
	
	
	
	
	
	Progress Reports

	
	
	
	
	
	
	
	Trip Reports

	
	
	
	
	
	
	
	Audit Schedule

	
	
	
	
	
	
	
	Audit Guides

	
	
	
	
	
	
	
	Quality Deficiency Reports (QDRs)

	
	
	
	
	
	
	
	Audit Records/Results

	
	
	
	
	
	
	
	Test/Inspection Witnessing Records

	
	
	
	
	
	
	
	Records of deviations/waivers

	
	
	
	
	
	
	
	Contract and Modifications

	
	
	
	
	
	
	
	Progress Payments (if applicable)

	
	
	
	
	
	
	QF-02
	Workload Planning

	
	
	
	
	
	
	QF-08

Thru 14
	Employee Training Plans

	
	
	
	
	
	WI-200-02
	
	Travel Authorization/Orders

	
	
	
	
	
	
	
	Travel Vouchers 

	
	
	
	
	
	
	
	Labor Distribution Summary Reports

	
	
	
	
	
	
	
	PCS Orders

	
	
	
	
	
	
	
	SF-182

	
	
	
	
	
	
	
	Training Records

	
	
	
	
	
	
	
	Personal Property List

	
	
	
	
	
	
	
	Time & Attendance 

	
	
	
	
	
	
	QF-08 thru 14
	Employee Training Plans
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	4.2.4
	Control of records (continued)
	
	
	
	WI-250-01
	
	Pre Award Surveys

	
	
	
	
	
	
	
	Technical Audit Trip Reports

	
	
	
	
	
	
	
	Pre Award QA Recommendation

	
	
	
	
	
	
	
	Post Award Conference issues

	
	
	
	
	
	
	
	NCP Comments

	
	
	
	
	
	
	
	Software Size and Cost Estimates

	
	
	
	
	
	
	
	Other Required Analysis

	
	
	
	
	
	
	
	Peer Review Minutes

	
	
	
	
	
	
	QF-02
	Workload Estimate Reporting Form

	
	
	
	
	
	
	
	Long-Range Planning Report

	
	
	
	
	
	
	QF-10

QF-11
	Employee Training Plans

	
	
	
	
	
	
	
	Memo/ccmail Comments

	5
	Management Responsibility (title)
	
	
	
	
	
	

	5.1
	Management Commitment
	4.1.1
	QM-1, 1.0, 3.0, 4.1
	QP-01
	
	
	Management Review Minutes

ATO-A QA Div Strategic Plan

ATO-A QA Div Annual Plan

Long Range Plan

Budget

	5.2
	Customer Focus (see also 7.2)
	4.3.2
	QM-1, 4.2, 4.3 
	QP-03

QP-01-05
	WI-200-01

WI-250-01
	QF-01

QF-03

QF-04

QF-15
	Corrective Action Request

Customer Requirements

Customer Interview Guide

Customer Survey (How are we doing?)

Customer Survey Results

Management Review Minutes

	5.3
	Quality Policy
	4.1.1
	QM-1, 1.0
	
	
	
	

	5.4
	Planning (title)
	
	
	
	
	
	

	5.4.1
	Quality Objectives
	4.1.1
	QM-1, 1.0
	
	
	
	

	5.4.2
	Quality Management system planning
	4.2.3
	QM-1, 4.1, 4.2
	QP-01
	
	
	Management Review Minutes

ATO-A QA Div Strategic Plan

ATO-A QA Div Annual Plan 

Long Range Plan

Budget
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	5.5
	Responsibility, authority and communication (title)
	
	
	
	
	
	

	5.5.1
	Responsibility and authority
	4.1.2.1
	QM-1, 4.1
	QP-01
	
	
	

	
	
	
	
	QP-01-01
	
	
	Management Review Minutes

	
	
	
	
	QP-01-02
	WI-200-02
	
	Budget

	
	
	
	
	QP-01-03
	WI-250-01
	QF-02
	Long Range Planning Report Workload Reporting Form

	
	
	
	
	QP-01-04
	
	QF-04

QF-06
	Customer Interview Guide 

Data Collection for Quality System Metrics

Semi-Annual Metrics Report

	
	
	
	
	QP-01-05
	
	QF-15
	Customer Survey (How are we doing?)

Customer Survey Results

Management Review Minutes

	5.5.2
	Management Representative
	4.1.2.3
	QM-1, 4.1

Figure 4.1.1, p.11
	QP-01
	
	
	

	5.5.3
	Internal communication
	New
	QM-1, 4.1
	
	
	
	ESC Meeting Minutes

	5.6
	Management Review (title)
	
	4.1, 4.2
	
	
	
	

	5.6.1 
	General
	4.1.3
	QM-1, 4.2
	QP-01-01
	
	
	Management Review Minutes

	5.6.2
	Review input
	New
	4.1
	QP-01-01
	
	
	Management Review Minutes

	5.6.3
	Review output
	New
	4.1
	QP-01-01
	
	
	Management Review Minutes

	6
	Resource management (title)
	
	
	
	
	
	

	6.1
	Provision of resources
	4.1.2.2
	QM-1, 4.1, 4.2
	QP-01-02

QP-01-03
	
	
	Budget

Long Range Planning Report

	6.2
	Human Resources (title)
	
	
	
	
	
	

	6.2.1
	General
	4.1.2.2
	QM-1, 4.18
	QP-01-03
	WI-250-01
	QF-02
	Long Range Planning Report Workload Reporting Form

	6.2.2
	Competence, awareness and training
	4.18
	QM-1, 4.1, 4.18
	QP-18
	
	QF-08 QF-09 QF-10 QF-11 QF-13

QF-14
	Employee Training Plans

	6.3
	Infrastructure
	4.9
	QM-1, 4.9
	QP-09
	WI-200-01

WI-200-02

WI-250-01
	
	

	6.4
	Work Environment
	4.9
	QM-1, 4.9 
	QP-09
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	7
	Product Realization (title)
	
	
	
	
	
	

	7.1
	Planning of product realization
	4.2.3

4.10.1

4.12
	QM-1, 1.0(obj) 4.1, 4.2, 4.10, 4.12, 4.16
	QP-01

QP-01-03

QP-10

QP-12

QP-16
	
	QF-02
	Long Range Planning Report

Workload Reporting Form

Internal Audit Reports

Correspondence 

Trip Reports

Journal Notes

One on One Notes

	7.2
	Customer-related process (title)
	
	
	
	
	
	

	7.2.1
	Determination of requirements related to the product
	4.3.2

4.4.4
	QM-1, 4.3
	QP-03
	
	QF-01

QF-03

QF-04

QF-15
	Corrective Action Request

Customer Requirements

Customer Interview Guide

Customer Survey (How are we doing?)

	
	
	
	
	
	WI-200-01
	
	Letter of Designation

	
	
	
	
	
	
	
	Contract and Modifications

	
	
	
	
	
	
	
	Records of deviations/waivers

	
	
	
	
	
	
	
	FAA Form 256

	
	
	
	
	
	WI-200-02
	
	

	
	
	
	
	
	WI-250-01
	QF-03
	Customer Requirements

	
	
	
	
	
	
	QF-04
	Customer Interview Guide

	
	
	
	
	
	
	
	External Request

	7.2.2
	Review of requirements related to the product
	4.3.2

4.3.3

4.3.4
	QM-1, 4.3
	QP-03
	
	QF-01

QF-03

QF-04

QF-15
	Corrective Action Request

Customer Requirements

Customer Interview Guide

Customer Survey (How are we doing?)

	
	
	
	
	
	WI-200-01
	
	Letter of Designation

	
	
	
	
	
	
	
	Contract and Modifications

	
	
	
	
	
	
	
	Records of deviations/waivers

	
	
	
	
	
	
	
	FAA Form 256

	
	
	
	
	
	WI-200-02
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	7.2.2
	Review of requirements related to the product (continued)
	
	
	
	WI-250-01
	QF-03
	Customer Requirements

	
	
	
	
	
	
	QF-04
	Customer Interview Guide

	
	
	
	
	
	
	
	External Request

	7.2.3
	Customer Communication
	4.3.2
	QM-1, 4.3
	QP-03
	
	QF-01
	Corrective Action Request

	
	
	
	
	
	
	QF-03
	Customer Requirements

	
	
	
	
	
	
	QF-04
	Customer Interview Guide

	
	
	
	
	
	
	QF-15
	Customer Survey (How are we doing?) 

	
	
	
	
	
	
	
	Customer Survey Results

	
	
	
	
	
	
	
	External Request

	7.3
	Design and Development (title)  N/A
	4.4
	Permissible exclusion
	
	
	
	

	7.4
	Purchasing (title)
	4.6
	
	
	
	
	

	7.4.1
	Purchasing Process
	4.6.2
	QM-1, 4.6
	
	
	
	Contract Management Plan

	7.4.2
	Purchasing information
	4.6.3
	QM-1. 4.6
	
	
	
	Contract Management Plan

	7.4.3
	Verification of purchased product
	4.6.4


	QM-1. 4.6
	
	
	
	Contract Management Plan

	
	
	4.10.2
	QM-1, 4.10 (3rd bullet)
	
	
	
	

	7.5
	Production and service provision (title)
	
	
	
	
	
	

	7.5.1
	Control of production and service provision
	4.9

4.15.6

4.19
	(partial permissible exclusion 7.5.1(f)
	QP-09
	
	QF-13

QF-14
	Employee Training Plans

	
	
	
	QM-1, 4.9
	QP-09
	WI-200-01
	
	QRO Contract Plan

	
	
	
	
	
	
	
	Progress Reports

	
	
	
	
	
	
	
	Trip Reports

	
	
	
	
	
	
	
	Audit Schedule

	
	
	
	
	
	
	
	Quality Deficiency Reports

	
	
	
	
	
	
	
	Audit Records/Results
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	7.5.1
	Control of production and service provision (continued)
	
	
	
	
	
	Test/Inspection Witnessing Records

	
	
	
	
	
	
	QF-08

QF-09
	Employee Training Plan

	
	
	
	
	
	WI-200-02
	
	Training Records (SF 182)

	
	
	
	
	
	
	
	Budget

	
	
	
	
	
	
	
	Travel Orders

	
	
	
	
	
	
	
	PCS Orders

	
	
	
	
	
	
	
	Personal Property List

	
	
	
	
	
	
	
	Time & Attendance Records

	
	
	
	
	
	WI-250-01
	
	Peer Review Minutes

	
	
	
	
	
	
	
	Long-Range Planning Report

	
	
	
	
	
	
	
	Reports

	
	
	
	
	
	
	
	Pre Award contract recommendations

	
	
	
	
	
	
	
	Action Request

	
	
	
	
	
	
	QF-10

QF-11
	Employee Training Plans

	
	
	
	
	
	
	
	Memo/ccmail Comments

	7.5.2 
	Validation of processes for production and service provision
	4.9
	Permissible exclusion (no special processes)
	QP-09
	
	
	 

	7.5.3
	Identification and trace ability
	4.8

4.10.5

4.12
	QM-1, 4.8 covered in manual—no procedure


	
	
	
	

	
	
	4.10.5
	QM-1, 4.10
	
	
	
	


	Title:

Appendix B: Quality System Requirements Matrix (continued)
	Number:

QM-1


	Revision:

11.0  
	Revision Date:

8-26-04

	Page:

54 of 56


	Prepared by:

Jenkins/Driscoll/

Morris
	Approved by:

Robert L. Laws
	Date issued:

3-30-99


	ISO

9001:

2000

Para#
	ISO 9001:2000 Paragraph Title
	ISO 9002:

1994

Ele #
	Quality

Manual

Reference
	Quality

Procedure

Reference
	Work

Instruction

Reference
	Forms
	Quality 

Records

	7.5.3
	Identification and trace ability (continued)
	
	
	QP-10
	WI-200-01
	
	QRO Contract Plan

	
	
	
	
	
	
	
	Progress Reports

	
	
	
	
	
	
	
	Trip Reports

	
	
	
	
	
	
	
	Audit Schedule

	
	
	
	
	
	
	
	Quality Deficiency Reports

	
	
	
	
	
	
	
	Audit Records/Results

	
	
	
	
	
	
	
	Test/Inspection Witnessing Records

	
	
	
	
	
	WI-200-02
	
	Travel Orders

	
	
	
	
	
	
	
	PCS Orders

	
	
	
	
	
	WI-250-01
	
	Peer Review Minutes

	
	
	
	
	
	
	
	Long-Range Planning Report

	
	
	
	
	
	
	
	Reports

	
	
	
	
	
	
	
	Memo/ccmail Comments

	7.5.4
	Customer Property  (N/A)
	4.7
	QM-1, 4.7
	
	
	
	

	7.5.5
	Preservation of product
	4.15
	( Permissible exclusion
	
	
	
	

	7.6
	Control of monitoring and measuring devices
	4.11.1

4.11.2
	QM-1, 4.11 Permissible exclusion
	QP-11
	
	QF-07
	Tools Request form

	8
	Measurement, analysis and improvement (title)
	
	
	
	
	
	

	8.1
	General
	4.10.1

4.20.1

4.20.2
	QM-1, 4.10 

QM-1, 4.1

QM-1, 4.1

(Covered in Management Section instead of 4.20)
	QP-01

QP-01-04

QP-01-05

QP-10
	
	QF-04

QF-06

QF-15
	Customer Interview Guide

Data Collection for Quality System Metrics

Semi-Annual Metrics Report

Customer Survey Form (How are we doing?)

	8.2.1
	Customer Satisfaction
	New
	QM-1, 4.1
	QP-01

QP-01-04

QP-01-05

QP-03
	
	QF-04

QF-15
	QS Metrics Report

Customer Interview Guide

Customer Survey Form (How are we doing?)

Customer Survey Results

Customer Survey Report
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	8.2.2
	Internal audit
	4.17
	QM-1,4.17
	QP-17
	
	
	Internal Audit Schedules

	
	
	
	
	
	
	
	Audit Reports

	
	
	
	
	
	
	
	Audit Follow-up

	
	
	
	
	
	
	QF-01
	Corrective Action Request

	8.2.3
	Monitoring and measurement of processes
	4.17

4.20.1

4.20.2
	4.1

4.12

4.17 (process)
	QP-01

QP-03

QP-12

QP-17
	WI-200-01

WI-250-01
	QF-01

QF-03

QF-04

QF-15
	Corrective Action Request

Customer Requirements

Customer Interview Guide

Customer Survey (How are we doing?)

Employee Correspondence

Trip Reports

Journal notes

One on One notes

Internal Audit Records

	8.2.4
	Monitoring and measurement of product
	4.10.2

4.10.3

4.10.4

4.10.5

4.20.1

4.20.2
	4.10

4.12

4.17

4.20
	QP-10

QP-12

QP-17

QP-01-04

QP-01-05


	WI-200-01


	QF-04

QF-06

QF-15


	Employee Correspondence

Trip Reports

Journal notes

One on One notes

Internal Audit Records

Customer Interview Guide

Data Collection for Quality System 

 Metrics 

Customer Survey (How are we 

 doing?)

Customer Survey Results

Management Review Minutes



	8.3
	Control of nonconforming product
	4.13.1

4.13.2
	QM-1, 4.13

4.14
	QP-14
	
	QF-01

QF-04
	Management Review Minutes

ESC Minutes

Corrective Action Request

Contract Review Record

Customer Complaints

Corrective Action Log

Customer Interview Guide

	8.4
	Analysis of data
	4.20.1

4.20.2
	QM-1, 4.20
	QP-01-04

QP-01-05


	
	QF-06

QF-04


	Customer Interview Guide

Data Collection for Quality System  

 Metrics

Internal Audit Records

Internal Audit Summary

Metrics Report

ESC Minutes

Management Review Minutes

Customer Survey Report

	8.5
	Improvement (title)
	
	
	
	
	
	

	8.5.1
	Continual Improvement
	4.1.3
	QM-1, 4,1
	QP-01

QP-01-01
	
	
	ESC Minutes

Management Review Minutes
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	8.5.2
	Corrective Action
	4.14
	QM-1, 4.14
	QP-14
	
	
	Management Review Minutes

	
	
	
	
	
	
	
	ESC Minutes

	
	
	
	
	
	
	
	Contract Review Record

	
	
	
	
	
	
	
	Customer Complaints

	
	
	
	
	
	
	
	Corrective Action Log

	
	
	
	
	
	
	QF-01
	Corrective Action Request

	
	
	
	
	
	
	QF-04
	Customer Interview Guide

	8.5.3
	Preventive Action
	4.14
	QM-1, 4.14
	QP-14
	
	
	Management Review Minutes

	
	
	
	
	
	
	
	ESC Minutes

	
	
	
	
	
	
	
	Contract Review Record

	
	
	
	
	
	
	
	Customer Complaints

	
	
	
	
	
	
	
	Corrective Action Log

	
	
	
	
	
	
	QF-01
	Corrective Action Request

	
	
	
	
	
	
	QF-04
	Customer Interview Guide

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	























Technical Operations Quality Assurance Division





Responsibilities:


. Organizational Direction & Mgmt


. Goal setting


. Budget 


. Training


. Personnel Actions


. Preaward support


. ISO Coordination 





Positions:


1 Division Manager, Program Analysts (ISO Coord and Preaward support)


Administrative
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Terminal & En Route Quality Assurance Division





Responsibilities:


. Organizational Direction & Mgmt


. Goal setting


. ISO Mgmt Representative


. Budget 


. Training


. Personnel Actions


. Preaward support





Positions:


1 Division Manager, Program Analysts (Preaward support), Administrative
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Service Delivery Process:

Providing the service in accordance with documented system.�

Marketing Process:

How do we get the word out?
Determine and promote the need/demand for our service�

Service Brief:

"The Basics" of the System�

Service
Results�

Service
Needs�

Quality Manual: 
�

Quality Procedures:
�

Guidebooks/Work Instructions:

Marketing, design and service delivery process. Enables effective design of each process.�

Customer Assessment:

Feedback from customers (e.g. measurement tools, questionaires, surveys, etc.)�

Service Performance Analysis and Improvement:

4.14 Corrective and Preventive Action; Customer Satisfaction.�

Design the Process:

"Engineer the System" in detail.�

Supplier's Assessment:

How are we doing?
Includes 4.17, Internal Audits.�

Supplier
(ASU-200)�

Customer
(IPT's, Other FAA)�


