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Project Management Plan

A Project Plan is a formal document used to guide project execution, and which provides the basis for project control.  It may be relatively brief (known as a Summary Plan) or detailed. 

This document should be completed during the Planning Phase.  If a Project Charter was produced, this document should be compatible with the information in the Charter, but much more detailed.

Some of the sections in this template may be deleted if not relevant.  For example, a technology project may not have any organizational or personnel-related objectives.  Alternatively, sections that are large and complex may be split out into separate documents.

This template is oriented primarily toward technology projects.  However, virtually all elements in this template can be used to describe other project types (construction, product development, etc.)

1. Introduction/Overview Project Specific (ISO)
Provide a brief introduction to the project as well as an introduction to the rest of this document.  This background information should create perspective on the information that follows.  Detailed background information can be referenced (if it exists as an external document) or included in one or more Appendices.

	Information Systems Support, Inc.

	ISO-PP-1-SUB
	Revision 1.0
	Date:
	Page 1 of xx

	Project Name- Charge Number

	Project Name:  
	Project Director:

	Project Start Date: 
	Project End Date: 

	Customer: 
	Charge Codes: 


1.1. Current Client Operating Environments

The CLIENT currently has ……..environment 
2. Mission Statements

2.1. XYZ Mission Statement (Example Below):
Describe in one or two sentences the overall purpose of the project.  This should not be a simple list of things to do or deliverables to be produced.  Focus on what will be accomplished.  Later sections will explain why, when, how and by whom.  
2.2. Project Mission Statement (Example Below):
Our mission is to be a worldwide, leading-edge technology solutions and services provider, creating value for our customers through proactive Client partnerships, dedication to our employees, continuous quality improvement, and long-term financial strength.  
Mission Statement (Example):

We deliver customer-focused, technology-based solutions to commercial and defense customers, and local, state, and federal governments.  Our Clients include the Department of Defense, the Army, Navy, Air Force, and their associated agencies, offices, commands, and bases; the General Services Administration; and the Departments of Justice, Transportation, Energy, Agriculture, Veterans Affairs, the Interior, and their associated agencies, offices, administrations, and bureaus. 

The key to our success in supporting diverse Clients is identifying with our customers’ objectives and understanding that customer service means providing what customers need, when and where they need it, and with the security of reliable, timely, and comprehensive support.  

We use well-defined and tested management processes, policies, and procedures in a proven and empowered management approach that puts responsibilities and resources where they are needed.  We also use process controls, performance metrics, and oversight to ensure the timely delivery of quality services and products.  In summary, our overall approach is founded on one principal objective: complete customer satisfaction.  

3. Required Processes, Documents, and Resources (ISO)
This section identifies any documents that contain information relevant to this project.  Describe each document by name.  Include revision dates, document numbers, and where to find each document if necessary.   These documents may include:

· Statement of Work and other procurement documents, particularly if this project is being performed under contract

· Internal (corporate) standards and procedures

· External standards (e.g., engineering standards)

· Product requirements and/or specifications, if documented separately

Example Below
	Document Description
	Document Name
	Location

	Contact Lists of Stakeholders
	Contact Lists
	XYZ/CLIENT Operational Folder on Sharepoint

	RFQ / SOW
	RFQ/SOW
	XYZ/CLIENT Operational Folder on Sharepoint

	Survey Results
	Task Surveys
	Customer Satisfaction Folder in XYZ/CLIENT Operational Folder

	Proposal to Customer
	Proposal
	XYZ/CLIENT Operational Folder on Sharepoint


4. Objectives
Minimally, this section should address Technical Objectives and Schedule Objectives.  The other categories should be addressed if they are key to the success of the project.  If there are a lot of objectives, they should be grouped into subsections as illustrated below.  Otherwise, a simple bullet list is sufficient.

Objectives should be specific and measurable.  For example, “reduce the total cost of ownership for System X” is vague.  “Reduce by twenty percent the annual number of developer hours associated with System X software maintenance” is more specific and measurable.

4.1. Report Objectives (Possible Requirements)
	Reporting Requirement
	Schedule
	Check

	Vacancy Report
	Weekly
	

	Actual Leave Report
	Weekly
	

	Monthly Status Report 
	Monthly
	

	Financial Report 
	Monthly
	

	ISO Evaluation of Subcontractor Forms
	Monthly
	

	Client Survey(s)
	Quarterly
	

	Training Requirements (40 Hours per Contract Employee)
	Annual
	


4.2. Work Breakdown Structure (Technical Objectives) (ISO)
The SOW specifies (X) tasks.  Each task is described in terms of its background, its scope, and detailed requirements of any subtasks that fall under it.  This category is very specific to each project.  Task driven projects allow for extraction of tasks whereas non task driven ones will require more careful analysis for description.
4.3. Schedule Objectives

Overall base year project completion date:  xx/xx/xxxx
4.4. Organization / Personnel Related Objectives (example below)
We recognize the importance of maintaining quality staff.  The XYZ/Subcontractor Team includes Ms. Project Manager, TEAM and team leaders from our subcontractors.  These senior personnel have been selected for their ability based upon successful experience to perform the portion of the task requiring their expertise.  Ms. XXXX, Project Control Analyst, Northern Va. Project Management Office will work with the PM and coordinate the submission and tracking of project purchase orders, subcontractor invoices and man hour tracking.

4.5. Cost Objectives (explanation/example below)
Note: cost parameters may be viewed as either constraints or objectives.  For example, a company may have a firm project budget ceiling of $1 million – this limitation is a constraint.  However, the objective for this project may be to complete all other objectives while spending $750,000 or less. 

· Overall project budget

· Reduce current costs

4.6. Quality Objectives
4.6.1. Performance (example below)
Using Microsoft SharePoint, a web-based collaborative management system, as the medium through which XYZ will manage this task order and using the ISO 9001-compliant processes and procedures we have developed a SharePoint site that provides an interactive collaborative workplace to manage the Project Management effort.

4.6.2. Availability (Modify as needed)
The primary SharePoint site was developed in support of the Project Management effort:

https://quality.iss-md.com/qmsportal/eastern/project manager/default.aspx
The Client SharePoint site currently includes several document libraries and meeting workplaces.  

· The “Client” operational document library is primarily for overall project tracking and management.  This document library is for XYZ to post and track project specifics while enabling the Client full access to review.  https://quality.iss-md.com/qmsportal/eastern/project manager/Forms/AllItems.aspx
· The “XYZ QMS / PM Internal” document library was developed so that the XYZ internal staff could post and     track data relevant to internal corporate needs. https://quality.iss-md.com/qmsportal/eastern/project manager/XYZPM%20Internal/Forms/AllItems.aspx
· Three “XYZ/Subcontractor document libraries” enable individual subcontractors to view information pertinent to their individual portion of the project.  (Note- these links are not shown)

5. Work Scope (Work Breakdown Structure)
This is the heart of the Project Management Plan.  This section describes in narrative form all elements of the project’s scope of work.  It clearly defines both products and services to be delivered.  The work scope description should provide enough information to allow development of the WBS, schedules, cost estimates and assignment of responsibilities.

The work scope can address the project phases, and any special plans associated with each phase.  It may also address management activities such as integration.  

Be sure to distinguish between products / services developed as part of this project, and products / services created after the project is complete.  For example, a project may involve creating a new Internet-based training program.  The project deliverable is the software product; not the training that will be delivered over time after the project is complete.

5.1. Project Deliverables
5.1.1. Example below for one task
	Deliverable
	Performance Indicator
	How Measured
	Due

	Task 1 (SISO), Subtask 3 (Responsible: Thorpe)

	Prepare/update training materials
	Training material assembled appropriately.
	Government review and acceptance of materials.
	As agreed to by TPOC and the XYZ Team


5.2. Requirements

5.3. Specifically Excluded Scope

5.4. Assumptions (if required)

5.5. Constraints (if required)
Award Summary

	Financial Constraint Description
	Ceiling

	CLIN 0001      Non-Personal Services for Program Management
	 $    

	CLIN 0002      Travel
	 $     

	TOTAL
	 $     


6. Milestone Schedule

The milestone schedule example below is subject to review and modification as necessary. Please find the actual schedule in the attached Quality Assurance section in the Appendix.

	Schedule and or Milestones
	Responsibility
	Planned Completion Date
	Check



	Kickoff Meeting
	Project Manager
	Define Period
	

	Quarterly Task Surveys
	Project Manager
	Quarterly
	

	Monthly Status Reports
	Project Manager
	Monthly
	

	
	
	
	


Exhibit 7.0-1 Example of an ISO Reporting Requirements
7. Project Management Process

7.1. Project Management Process

A structured project management process will be used for all Task Orders, referencing the Project Management Body of Knowledge (PMBOK) knowledge areas and processes.  Exhibit 1.6.1-1 depicts the processes, activities, and products that will be a part of each Task Order, and the overall management of the contract as a whole.  The XYZ PMO will be responsible for ensuring compliance with this methodology across all Task Orders.  Routine corporate ISO audits will also be instrumental in providing an independent assessment of the management process and performance.
7.2.  Status Reporting

The primary reporting mechanism for project status will be the Monthly Status Reports, Quality Assurance/Quality Control (QA/QC) Reports, PMP, Weekly IOI Meetings, In-Progress Reviews, voice communications, and email.  Dates and times will be coordinated with Stakeholders and distributed in accordance with the communications plan.
7.3. Earned Value Management
An Earned Value Management (EVM) methodology is used to facilitate estimating, tracking, and reporting of assigned tasks.  This process will be initiated at the start of each Task Order Directive (TOD) or request as the cost and schedules are developed and the PMP is updated to reflect the tasks and resource requirements.  Using MS Project, cost and schedule information will be updated throughout the project lifecycle to enable periodic reporting of the EVM data elements.  Technical Task Managers will be responsible for submission of labor hours and other direct costs on a bi-weekly basis to the PMO for their respective Task Order.  This information will be entered by the PMO for inclusion in the overall WBS.

Based upon the WBS elements, tasks and subtasks will be built into a project plan.  Resource requirements will be assigned, both personnel and material/travel costs.  Exhibit 1.6.3-1 provides the data elements that will be reported as part of the EVM process.   Exhibit 1.6.3-2 shows the graphical representation of each data element to be tracked and reported.

	Data Element
	Term
	Acronym

	Scheduled Work
	Budgeted Cost for Work Scheduled
	BCWS

	Earned Value
	Budgeted Cost for Work Performed
	BCWP

	Actuals
	Actual Cost of Work Performed
	ACWP

	Authorized Work
	Budget At Completion
	BAC

	Forecasted Cost
	Estimate At Completion
	EAC

	Work Variance
	Schedule Variance
	SV

	Cost Variance
	Cost Variance
	CV

	Completion Variance
	Variance At Completion
	VAC


Exhibit 8.3-1:  Data Elements that are reported as Part of Our EVM Process
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7.4. Problem Escalation and Notification Procedures (Example Provided)
XYZ will follow the issue escalation and resolution procedures outlined below in resolving problems on this project.  Please see Exhibit 1.6.5-1. These Problem Notification Procedures are applicable for issues with subcontractor personnel / actions as well as XYZ, as the prime contractor.  

The procedures vary based on the severity of the issue as described in Exhibits 8.4-1 and 8.5-2. 

· Low severity issues are resolved informally and do not require a Problem Notification Report (PNR). If a low severity issue cannot be resolved at the Technical Task Manager level in a timely manner, then it becomes a medium severity level issue. 

· Medium severity issues require involvement of the Project Manager and result in a PNR and a remediation plan. If the TPOC does not accept the remediation plan, or if the Project Manager cannot resolve the issue in a timely manner, then the issue becomes a high severity level issue.

· High severity issues result in immediate notification of the XYZ Vice President of Operations. If the issue involves a subcontractor, then notification includes the Subcontractor Manager or subcontractor corporate management. 
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	Exhibit 8.4-1:  Issue Escalation and Resolution Procedures


Roles and responsibilities are as follows:

· TODTOD Staff – Identify potential issues and problems as they emerge, apply individual expertise to resolving them. Escalate any problems not immediately resolvable with their own knowledge and resources.

· Technical Task/ Functional Managers – Identify potential issues and problems encountered by the task team as they emerge. Apply the resources of the task team to resolve them. Prioritize the severity of the problem and determine escalation time as illustrated in Exhibit 1.6.5-2.

· Program Manager – Identify potential issues and problems encountered by the task team as they emerge. Apply resources of the task team to resolve them. Prioritize the severity of the problem and determine escalation time as illustrated in Exhibit 1.6.5-2. Identify resource needs external to the project and arrange for their application to the problem in coordination with the Vice President of Operations and the Subcontractor Manager of individual partners who are stakeholders in the problem/issue and/or who can reach back into their own organizations to bring resources to bear.

· Vice President of Operations – Monitor problem response activities and the integration of team resources in their resolution. Monitor progress and determine the need for additional resources. Identify the need for resources beyond the team and arrange for their acquisition either by XYZ or the applicable partner. 

	Description
	Escalation

	Severe

	Potentially high risk to task or project success in terms of budget, schedule, or performance quality. Potential significant impact on Client stakeholders. Significant safety, security, or health risk.
	Immediately to the Vice President of Operations. 

Escalate to the XYZ CEO or COO within 24 hours if the Vice President of Operations does not provide satisfactory remediation.

	Moderate

	Significant risk to task or project success in terms of budget, schedule, or performance quality. Potential significant impact on Client stakeholders. Significant safety, security, or health risk.
	Escalate to the Vice President of Operations within 24 hours if the remediation plan does not resolve it.

	Low

	Minor risk to task or project success in terms of budget, schedule, or performance quality. Little or no risk of impact on Client stakeholders. No safety, security, or health risk.
	Escalate to the Project Manager within 48 hours if the Technical Task Manager cannot resolve it. 


Exhibit 8.5-2:  Escalation Table
7.5. Task Order Directive Objectives and Scope (boilerplate)
Project Management success relies on establishing clear, concise, and mutually agreed to objectives, which are used to  guide all project related decisions and  activities.  Similarly, development of, and strict adherence to, detailed scope statements is a fundamental requirement for controlling cost and schedule. 

Upon receipt of a TOD or request for services, the Technical Task/Functional Manager will develop objectives using the information provided in the TOD and submit to the Project Manager for review and approval.  These objectives will be coordinated and reviewed with the TPOC to ensure concurrence of the stated project objectives.  Upon final TPOC approval, these objectives will be included in the PMP as a summary of all TOD Objectives.

The scope of each TOD must be clearly articulated and defined within the TOD, which then provides the boundaries by which resources will be expended against.  Each TOD will have a section detailing the scope of the effort, from which the WBS will be developed and resources estimated.   It is a certainty that some TODs will have changing requirements, and this will necessitate the scope statement within the TOD to be modified accordingly, and approved by the COTR and TPOC.

The following sections are provided only as a high level summary of individual TODs and their respective objectives and scope.  For further details, the individual TOD should be referenced.

7.6. Task Order Directive Response (MSC Example Below)

Prompt coordination between the XYZ Program Manager, Client TPOC, and XYZ Partners will facilitate timely and accurate TOD responses.

Upon receipt of a TOD or request, the XYZ Project Manager will coordinate with the applicable TPOC to discuss any issues or obtain clarification on the objective, scope, and deliverables.  An initial scope estimate will be developed and assessment of partner involvement completed.  The PM will then coordinate with those team members that are best suited to execute the task and commence the formalized project planning process.  Using this process, various control mechanisms are in place to obtain stakeholder concurrence of scope and sponsor approval of budget estimates and schedule.  All formal documentation of charter, scope, budget, and schedule plans will be completed and archived as part of the project.  Unless the scope and complexity of the project dictate otherwise, all TOD requests should be responded to within 10 working days, though most responses can be submitted in less time.
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	Exhibit 8.5-1:  TOD / Task Order Process Flow Chart


7.7. Project Change Management (Explanation \ boilerplate below)
The Project Plan is a dynamic document and will be updated and changed as necessary as long as the following conditions are met:

· Approved Performance changes from all involved parties from authorized plan

· Quality Control requires a change to improve process or service with approval

· Approved Scope Change

· New initiatives activate and require detailed planning

The XYZ team will incorporate necessary changes in to the document.  The appropriated stakeholders will be notified that the update has occurred along with the appropriate supporting documentation and approvals, and the Configuration Management steps required, e.g. document version number will be distributed via the XYZ / Client Portal.  Our Configuration Management Plan is outlined in Section 13 of this document.
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8. Project Team
8.1. Primary Points of Contact

8.1.1. Program Management Points of Contact

	Title
	Name
	Work
	Cell
	Email

	Client COTR
	
	
	
	

	XYZ Program Dir
	
	
	
	

	Subcontractor PM
	
	
	
	


8.1.2. Task Leads Points of Contact

	Task
	Task Lead
	Work #
	Cell #
	Email
	Company

	1
	
	
	 
	
	 


8.1.3. TPOC Points of Contact

	Task
	Task Lead
	Work #
	Email

	1
	
	
	


8.2. Lines of Authority and Responsibility

8.2.1. Task 1 – Provide Support to SI’s Operations and Intelligence Section (SISO) (EXAMPLE)
	Employee Name
	Position
	Report/Responsible To

	Charles Thorpe
	Task Leader
	David Elswick,  Project Director

	David Elswick
	Project Director
	Will Swann, Director

	Will Swann
	Director
	Wayne DeAtley, VP

	Wayne DeAtley
	Vice President, Eastern Operations
	Eric Whittleton, Pres, CEO


9. Key Stakeholders
For the purposes of planning project communications, project stakeholders are divided into groups with similar interests.  These groups and their perceived information need are described in the table below.  Note that the project team may have no communication at all with certain stakeholders.

9.1. Stakeholder Audience
	Stakeholder Description
	Information Needs

	Core Project Team Members


	· Detailed understanding of project scope, objectives, strategies, timeline, etc. 

· Detailed activity status (progress) information for the overall project at any given time. 

· Knowledge of problems or Issues that may cause overall impact to project, particularly those assigned to one’s own team or which may directly affect that team. 

· Description and impact of changes to approved planning documents. 

· Knowledge of potential impacts to customers or business groups caused by the project. 

· Planned events external to this project that may have an impact on project activities.

	Functional Managers


	· General understanding of project scope, objectives, strategies, timeline, etc. 

· Awareness of resource impacts in terms of labor required by the project from each organization. 

· Advance knowledge of nature and timing of changes (impacts) to each organization. 

	Executive Management


	· General understanding of project scope, objectives, strategies, timeline, as they apply to corporate strategies and requirements

	Other Team Members
	· TBD

	Impacted Employees
	· TBD


10. Communication Vehicles
For the purposes of planning project communications, project stakeholders are divided into groups with similar interests.  These groups and their perceived information needs are described in the table below.  Note that the project team may have no communication at all with certain stakeholders, such as competitors.

10.1. Communication Vehicles (Example of Core Categories)
	Vehicles
	Comments / Usage

	Core Project Team Status Meetings
	· Primary audience includes, Program Manager  and Task Technical Points of contact

· Provides forum to discuss status, XYZ, strategies, and other information relevant to most or all Technical Teams. 

· Provides interface between this project and external organizations, including peer project teams. 

· Not intended as a working session to address specific topics in detail. 

· May be supplemented with “ad hoc” working session meetings with limited audience if needed. 

	Core Team Meeting Minutes and Agenda
	· Documents decisions and action item assignments from Core Team meetings. 

· Facilitates communication with team members (Core Team and others) who were unable to attend the Core Team meeting but interested in discussions and outcomes. 

	Monthly Status Report
	· Provides summary (one page or less) information on project status and XYZ, focusing on quantitative rather than qualitative status. 

· Provides advance notification of near-term upcoming events, as well as other information of general interest. 

	E-mail
	· At the project level, provides primary distribution mechanism for Core Team meeting minutes, announcements, status reports, newsletters and more. 

· For Technical Teams, supplements meetings as method of distributing information and resolving questions / Issues. 

	Project Intranet Web Site
	·  SharePoint Site
· Updated no less than once weekly with latest information. 


10.2. Communication Matrix (Example only)
The table below maps communication vehicles to various stakeholder groups.
	Communication Vehicle
	Core Project Team
	Other  Team Members
	Functional Managers
	Impacted Employees
	Executive Management

	Core Team Status Meetings
	P
	S
	S
	X
	X

	Core Team Meeting Minutes
	P
	S
	S
	S
	X

	Weekly Status Reports
	P
	P
	S
	S
	X

	E-Mail
	P
	P
	S
	S
	S

	Project Intranet Site
	P
	P
	P
	P
	S

	Project Reviews
	S
	S
	P
	S
	P


11. Procurement and Logistics Plan
XYZ will use a combination of processes to execute Subcontract Management.  These processes include strong communications between our respective management and contracts points of contact, formalized PMP that includes processes for subcontractors as well as XYZ personnel, our ISO 9001:2000 Quality Management System, and CMMI standards. 
· XYZ has established subcontract agreements with “subcontractor(s)”

· XYZ has issued delivery orders for partial funding equal to the partial funding provided by the customer.

11.1. Subcontracting Plan
11.2. Methodology for Ensuring Effective Subcontractor Performance 

11.3. Subcontracting Invoicing Procedures
11.4. Subcontracting Sourcing Methodology
12. Invoicing

Timely and accurate invoicing will be executed by the XYZ Team to ensure budget and schedule reporting provides a clear and unambiguous status.

12.1. Invoicing Procedures

12.2. Subcontractor Invoices

12.3.  XYZ Invoicing

13. Quality
13.1. Quality Assurance / Quality Control

The XYZ Teams Corporate Quality Assurance and Quality Control group is a corporate function that supports all elements of the organization. Our expectation is that producing error free products is not only a function of contract performance but also a function of the departments that support the contract. 

The Director of Quality Assurance and Quality Control is a de facto member of every contract team. Each member of the team has specific QA responsibilities, all of which must be performed successfully for the contract to produce quality results. 

· Establishing performance standards

· Measuring and evaluating performance against these standards

· Monitoring, inspecting, testing, and gathering all pertinent information.

Additional measures will be added based on individual task requirements. These examples indicate how XYZ measures the performance of the staff placed on various contracts. Competent and professional performance at all levels builds customer confidence and full satisfaction with the products and services that we deliver.

We have developed for the Client task driven project surveys (example found in the Quality Assurance Appendix) that will provide XYZ with a comprehensive and repetitive overview of where we are succeeding and possibly where we need to improve.  These surveys provide invaluable information for not only gauging how we are performing but they provide a compliment to the other communication channels in place.

13.2. Technical Performance Measurement
XYZ, working with applicable stakeholders, will initiate each project with a dedicated effort to identify specific context, requirements, and constraints to tailor project planning efforts accordingly. Comprehensive plans under development include schedules, milestones, critical paths, and the required personnel resources. 

At the beginning of the project, mutually agreed upon performance and completion metrics will be specified and assigned to ensure objectives have been satisfactorily met. This also serves to assist in identification of potential issues early in the project lifecycle when they are most manageable.

The detailed Work Breakdown Structure (WBS) as part of this PMP will identify specific activities and milestones, and become the project milestone and task baseline. This detailed PMP is a living document and edited/revised by the XYZ team as directed by the Client, with actual information included for comparison against planned events. 

The PM is responsible for the accuracy, tracking and updating of the Client Work Breakdown Structure which is an integral part of the PMP.  The Appendix of this Project Management Plan clearly outlines the performance objectives and measurement criteria.

14. Documentation and Configuration Management Plan
All project related documents will be retained on the collaborative website for archive purposes.  Those documents that are dynamic in nature will be assigned revision numbers and change dates. For each TOD, Configuration Management Plans will be developed where applicable and included as part of the Task Order Project Plan.
14.1. Organization

This plan documents the Configuration Management (CM) activities that will be used by the XYZ Team in support of the Client activity. This plan defines what will be put under configuration management control, who will be involved in the configuration management process, what procedures are to be used and methods for identification, monitoring, and control of project assets such as hardware, software, and project documentation.

14.2. Roles Definition

XYZ will implement, perform and evaluate Configuration Management (CM) using the roles and responsibility matrix in Exhibit 14.2-1 Example below.

	CM Activity
	Responsibilities
	Project Manager
	Configuration Manager
	Technical Task Lead
	CM Records Administrator
	Quality Assurance Manager
	Team Members

	CM Project Management
	· Approve planning, and implementation procedures

· Review and approve personnel, budget, equipment and activities

· Schedule coordination and approval of documentation
	P
	
	
	
	
	

	Configuration Control Board
	· Propose, justify, evaluate, and validate baseline changes

· Manage Approved Designs, Changes, and Implementations
	J
	J
	P
	S
	S
	S

	Configuration Identification
	· Maintain record of all configuration items and reference library

· Assign Document Control Numbers
	
	
	
	P
	
	

	Configuration Control
	· Manage change history of documents, task orders, and actions

· Control and maintain access to CM Repository
	
	P
	
	
	
	

	Configuration Status
	· Report and track status of changes
	
	
	
	P
	
	

	Audits and Reviews
	· Validate Final Product

· Internal Project Review
	J
	J
	
	
	P

J
	

	Legend
J
=
joint/shared responsibility
P
=
primary/lead responsibility
S
=
support/participatory responsibility


Exhibit 14.2-1:  CM Roles and Responsibilities Matrix

14.3. Configuration Management Policies, Directives and Procedures

14.4. Tools Environment, and Infrastructure

14.5. Schedule

14.6. Configuration Identification

14.7. Configuration Item Naming Convention

14.8. Controlled Libraries

14.9. Configuration Control

14.10.  Configuration Audits and Reviews

14.11.  Configuration Status Accounting and Reporting

14.12.  Interface Control

14.13.  Subcontractor/Vendor Control

15. Section 508 Compliance 
The latest compliance information should always be secured from XYZ Corporate prior to submission of any document(s).
15.1. Procedures

15.2.  XYZ Accessibility Statement Regarding Section 508 

15.3. Accessibility Efforts

16. Training
16.1. Training Requirements (Answer Vehicle Requirements)
17. Security Plan
17.1. Physical Security

· All XYZ and subcontract staff will adhere to CLIENT requirements and rules regarding physical security

17.2. Information Security
· All XYZ and subcontract staff will adhere to CLIENT requirements and rules regarding information security

18. Project Planning, Control, and Administration Plans
· XYZ will attend, and prepare for all scheduled meetings at the convenience of the Client.  XYZ will also be available at the request of the Client for interaction in any capacity at the request of the Client. 

19. Appendix “A” Quality Assurance Plan
19.1.  Quality Assurance Plan (ISO)
	Information Systems Support, Inc.

	Form No.: 1.2


	Revision: 0.1
	Date:  061405
	Pages  44 -71

	Quality Assurance Plan

The Project Director certifies by his/her check marks and/or other entries in the Check column that he/she has found performance in full compliance with the customer’s requirements on the date indicated on this checklist.  Quarterly task driven customer satisfaction surveys (Appendix B) will provide XYZ an accurate measurement of how successfully we are meeting the stated quality goals. Should the survey results provide information that we are in fact not meeting the goals of a minimum of 4 or better as identified in the responses, XYZ will immediately address the inadequacy as detailed in the decision tree in Appendix D.

	Project Name:  
	Project Director: 

	Project Start Date: 
	Project End Date: 

	Customer:
	Charge Codes:


19.2. Total Quality Management Planning

Quality performance has been the key element contributing to XYZ teams’ ability to expand its business and to retain customers as Clients. Our commitment to effectively implement Quality Assurance and Control on each task we perform is fully supported by corporate management.  Each implementation is documented in a Quality Assurance Plan (QAP).  The QAP for this task establishes a comprehensive performance management system that also includes training of employees in state-of-the-art technologies and a methodology to objectively measure success.  

Our commitment to quality service, depth of staff strength, knowledge of the Client environment, ability to anticipate and meet changing requirements, and proven ability to provide the Client with value added improvements that will further enhance operations and provide improved levels of both service and productivity.

Proven and effective project tracking and reporting

Our program management approach focuses on improving the processes used to create the end deliverables rather than the individual components of the deliverables themselves. The results of our efforts have yielded increased productivity and Client satisfaction, while at the same time reducing risks. Government organizations benefit from our Quality Program and our ability to establish formalized program management, project metrics and consistent policies for testing and validating numerous technology initiatives.

We will work in partnership with the Client to implement and continually improve our processes for development of task deliverables through the implementation of innovative Clients that respond to evolving needs.   Following discussions at our kickoff meeting and customer feedback regarding this draft of the XYZ Team’s QAP we will make appropriate updates and revisions so that our Quality approach employs processes that are tailored to customer needs and expectations. This approach allows the XYZ Team to implement and manage metrics our staff can use to track their success and provides our managers with a mechanism to measure and evaluate the effectiveness of employees’ performance on this task.

19.3. Quality Management Systems Planning (EXAMPLE)
Quality management is an ongoing process for our teams.  Exhibit 19.3-1 below shows the ongoing functions that will be orchestrated by the Project Manager for this task, along with the performance goals and measures that we will apply to ensure successful implementation of SOW requirements and the expectations for this task.

	Quality Functions
	Performance Goals & Measures

	Define Strategic Plans for overall contract
	Qualified PM, development of PMP, availability of resources, cost control

	Identify contract issues
	Accuracy of invoicing/billing; customer satisfaction

	Review Task Execution Plans 
	Task Execution Plans submitted on time

	Ensure proper contract resources
	Qualified right-sized staffing with provision for rapid substitution/replacement

	Conduct Quality indoctrination for Team 
	Total awareness of Quality requirements; adherence to corporate standards

	Coordinate Quality activities
	All quality measures in place to ensure peak performance

	Maintain balanced workloads
	Clear task assignments & responsibilities; Team provides error-free delivery

	Track timeliness of work
	XYZ fulfills all milestones, meets task schedules, & provides timely deliverables

	Ensure effective identification and reporting on real or perceived risks, issues, problems, or concerns
	Problems detected early, problems avoided; customer kept informed regarding risks, issues and action plans/progress toward resolution of each item 

	Perform quality audits
	Operations and testing are in accordance with quality procedures

	Confirm reliability of task estimates
	Accurate basis for task schedules and cost performance; low rate of errors

	Follow error-free delivery procedures
	Problems are quickly detected and resolved; deliverables error-free and on-time

	Provide performance feedback to Team
	Continuous improvement of process performance; error-free delivery


Exhibit: 19.3-1 Ongoing Requirements for Achievement of Performance Goals/ Quality Functions

19.4. Quality Objectives and Quality Metrics (EXAMPLE)
Task 1 

	Quality Objectives
	Quality Metrics
	Check

	Subtask #3:  Provide Ancillary Materials
	

	Expert preparation and updates of training materials (Task 1 Survey- Subtask 3)
	Survey Response of 4 out of 5 or better.
	


19.5. Lines of Authority and Responsibility (ISO) (EXAMPLE)
Task 1 

	Employee Name
	Position
	Report/Responsible To

	Charles Thorpe
	Task Leader
	David Elswick,  Project Director

	David Elswick
	Project Director
	Wayne DeAtley, VP

	Wayne DeAtley
	Vice President, Eastern Operations
	Gary Fuller, COO

	Gary Fuller
	Chief Operating Officer
	Eric Whittleton, President, CEO


19.6. Purchasing and Subcontracting Plan (ISO) (EXAMPLE)
	Requirement
	In Place
	Responsible
	Due

	Subcontractor Name:  CACI   (Original Team Member)
	Yes
	
	

	Subcontract documents with SOW, quality performance metrics, and other specs.
	TBD
	PD
	TBD

	Subcontractor performance monitored 
	
	PD
	Monthly

	Subcontractor deliverables checked to meet customer requirements
	
	
	1 day before Delivery

	Subcontractor evaluation criteria
	Yes
	PD
	

	Subcontractor evaluation
	
	PD
	Quarterly


19.7. Reporting Requirements (ISO) (EXAMPLE)
	Reporting Requirement (Examples of)
	Schedule
	Check

	Vacancy Report
	Weekly
	

	Actual Leave Report
	Weekly
	

	Monthly Status Report 
	Monthly
	

	Financial Report 
	Monthly
	

	ISO Evaluation of Subcontractor Forms
	Quarterly
	

	Client Survey(s)
	Quarterly
	

	Training Requirements (40 Hours Per Contract Employee)
	Annually
	


19.8.  Schedule of Performance (ISO) (EXAMPLE)
	Schedule and or Milestones (Examples)
	Responsibility
	Planned Completion Date
	Check



	Kickoff Meeting
	Project Manager
	
	

	Quarterly Task Surveys
	Project Manager
	
	

	Monthly Status Reports
	Project Manager
	
	

	
	
	
	


19.9. Schedule of Deliverables (ISO) (EXAMPLE)
	Deliverable
	Performance Indicator
	How Measured
	Due

	Task Example

	Prepare/update training materials
	Training material assembled appropriately.
	Government review and acceptance of materials.
	As agreed to by TPOC and the XYZ Team


19.10. Quality Objectives and Quality Metrics Results (EXAMPLE)
The quality objectives and corresponding metrics are provided by the comprehensive task driven customer satisfaction survey as provided in Appendix B of this document. (These are completed quarterly)

	Quality Objective and Metric Results from Survey
	Responsible
	Satisfactory (Yes/ No)

	Task  1: Satisfactory response by the TPOC on the task driven surveys
	Project Manager
	


19.11. Criteria for Acceptance of Delivery (ISO) (EXAMPLE)
	Acceptance Criteria
	Responsible
	Check

	Satisfactory response by the TPOC on the task driven surveys
	Project Manager
	


19.12. Required Verification, Validation, Monitoring, Inspection & Test Activities (ISO) (EXAMPLE)
	Verification, Validation, Monitoring, Inspection, Test
	Schedule
	Check

	Subcontractors’ performance monitored
	Monthly
	

	All deliverable products checked for accuracy, completeness, and quality.
	1 day before delivery
	


	Inspection Schedule
	Responsible
	Check

	Meets requirements within scope of task order per project deliverables / end products in section 5.1 of the PMP
	Project Manager
	


19.13. Records needed to prove that the realization process and products meet requirements (ISO) (EXAMPLE)
	Required Records
	Responsible
	Due
	Check

	Customer Satisfaction Survey
	PM
	Quarterly
	

	Subcontractor Performance Monitored
	PM
	Monthly
	

	Project Management Plan Update
	PM
	Monthly
	


19.14. Control of Customer Property (Intellectual and Physical) (ISO) (EXAMPLE)
	Customer Property
	Responsible
	Check

	Prudent and Responsible attention to GFE
	Project Manager
	


19.15. Risk Analysis/Preventive Actions (ISO) (Boilerplate) (EXAMPLE)
Risk, the potential for unanticipated events to perturb the accomplishment of program objectives, must be effectively controlled, particularly on contract service projects whose responsibilities span a complex combination of programmatic and technical activities in supporting myriad customers. Program success is contingent on the proactive application of a continuous risk-management system throughout the program lifecycle in order to minimize disruption of the delivery of high-quality, on-time services and products.

19.15.1. Risk Identification (ISO) (EXAMPLE)
Risk identification determines which items have sufficient potential to affect the program such that they should be formally acknowledged as risks. Potential risks may be identified during periodic risk identification sessions or during routine program business. If not already captured on the risk list, such will be forwarded to the Project Director for consideration. If accepted, a Risk Item Manager is assigned with background appropriate to the specific risk item. If the potential risk is not felt to warrant inclusion on the program risk list, rationale will be noted on the Potential Risk Disposition List and the submitter notified. The risk type is also designated. It may be designated as technical, cost, schedule, or program management. The program management category may relate to security, procurement, personnel, or other items.

	Problem Identification
	Risk Type
	Check

	1. Inadequate current information on legislation/guidance that is Client relevant
	Performance / Technical
	DE

	2. Maintaining appropriate skill level staffing
	Staffing
	DE

	3. Inadequate “cross the board” training on EA goals and processes.
	Performance/Training
	DE

	4. Ancillary (commercially acquired) materials provided do not meet quality requirements
	Procurement
	DE


Exhibit 19.15-1 Problems to be resolved

19.15.2. Risk Analysis (ISO) (EXAMPLE)
Analysis of project risk items will assess specific characteristics of risk: likelihood of occurrence, program impact, and time frame in which the risk will impact on program. The first two together provide a risk classification (major, moderate, or minor), which is then used in conjunction with the time frame to prioritize those risks most significant to the program.  The risk analysis results guide the need for immediacy of action and allocation of resources.  Both qualitative and quantitative assessments are used as appropriate to support the risk analysis step.

	Project Risk
	Risk Probability (High, Med. Low)
	Impact Rating (High, Med. Low)
	Time frame for correction

	Inadequate current information on legislation/guidance that is Client relevant
	Low
	Med
	As soon as reasonable

	Maintaining appropriate skill level staffing
	Low
	High
	Immediate

	Inadequate “cross the board” training on EA goals and processes.
	Low
	Med
	Immediate

	Ancillary (commercially acquired) materials provided do not meet quality requirements
	Low
	Med
	As soon as reasonable


Exhibit 19.15-2 Risk Analysis

19.15.3. Risk Mitigation (ISO) (EXAMPLE)
During this step, decisions are made regarding what actions to take with respect to individual risk items. The Project Director determines the necessary risk actions and milestones, identifies meaningful metrics and targets for tracking progress, and identifies contingency plans and associated trigger events. Decisions associated with mitigation may be to simply accept the risk as is. In that case, rationale for such is defined, and the risk item is closed. The decision may be to watch the risk, in which case metrics are established along with targets to indicate that either continued monitoring of the metric will suffice or that re-evaluation of the mitigation approach is needed. The decision may be to take a specific set of actions to reduce or eliminate the risk. Risk items classified as minor may be accepted without other action, although periodic reassessment of all closed items is required to confirm that the status remains acceptable. Risk items classified as moderate shall have a defined plan to reduce or eliminate the risk. Initiation of action may, however, be deferred if permitted by the time frame of the impact. Risk items classified as major are considered primary risk drivers and actions to reduce or eliminate the risk shall be initiated.

	Corrective Action (Referencing Risks identified in 15.15.1)
	Responsible
	Check

	Risk (1) Survey Results will ensure degree of customer satisfaction- will provide additional Legislative resources as needed if inadequate
	PM/Survey 
	

	Risk (2) Modify staffing retention and acquisition strategies as needed
	
	

	Risk (3) Identify from survey results where training is lacking and modifies to meet the customers needs.
	 
	

	Risk (4) Identify from survey results the procured items/services that are not adequate and apply knowledge learned to change our process.
	
	


Exhibit 19.15-3 Corrective Actions

19.15.4. Risk Monitoring (ISO) (EXAMPLE)
In the monitoring step, the program acquires accurate, timely, and relevant information on the identified risks in order to facilitate decisions associated with the control step of the process and to report risk status in a readily understandable and useful format to project management and customers. As a minimum, the program and customer management report shall summarize all major and all imminent moderate risk items as well as any other significant changes in risk status.  All risk items will be tracked to closure and shall be periodically re-evaluated thereafter to confirm that the status remains acceptable.

	Risks Identified
	Preventive Action
	Responsible
	Check

	Inadequate current information on legislation/guidance that is Client relevant
	Survey Results will provide the satisfaction levels to determine modifications of existing practices
	PM
	

	Maintaining appropriate skill level staffing
	Survey Results will provide the satisfaction levels to determine modifications of existing practices
	PM
	

	Inadequate “cross the board” training on EA goals and processes.
	Survey Results will provide the satisfaction levels to determine modifications of existing practices
	PM
	

	Ancillary (commercially acquired) materials provided do not meet quality requirements
	Survey Results will provide the satisfaction levels to determine modifications of existing practices
	PM
	


Exhibit 19.15-4 Risk Analysis/Preventive Actions

19.15.5.  Risk Control (ISO) (EXAMPLE)
During the control phase, informed, timely, and effective decisions are made regarding risks and their mitigation. Risk control decisions are integrated into the routine program management process using risk status information generated during the monitoring step of the risk monitoring process.  Typical decisions during the control step of the risk monitoring process are as follows:

· Continue executing and tracking the existing mitigation plan

· Re-plan the mitigation approach

· Invoke contingency plans

· Close the risk item 

The PM has final authority related to the control of project risks.

	Measure (Risks identified in 15.15.1)
	Responsible
	Check

	Risk (1)  - Monitor per survey
	PM
	

	Risk (2)  - Monitor per survey
	PM
	

	Risk (3)  - Monitor per survey
	PM
	

	Risk (4)  - Monitor per survey
	PM
	


Exhibit 19.15-5 Suggested Measures for Continuous Monitoring

19.16. Suggested Measures for Continuous Improvement (ISO)
	Measure
	Responsible
	Check

	Survey results may provide quantifiable and qualitative needs that can be addressed to make modifications to improve results
	PM
	


19.17. Customer Satisfaction Survey (Example)

[image: image3.jpg]Customer Satisfaction Survey
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2 = Marginal

1 = Unsatisfactory (See Page 2 for more details

® Prepare and update training materials

For scores of less than 4, please comment in the arca provided below on how to improve performance to increase the score in the future.

Comments:

Quality: Refers to the quality of services submitted

Schedule: Refers to the timeliness of the services and work performec

Personnel: Refering to the staff, consideration of their performance, attendance, punctuality, attitude, et

Techniques / Practices: Refers to business practices used in the performance of tasks.

Accommodating Changes Refers to the ISS staff's (management and those currently on the contract) ability to be flexible and accommodating to
changes.




19.18. Customer Survey Process

1. Each quarter the survey will be sent out to each TPOC for their task.

2. The TPOC will enter a score of 1-5 for each of the service areas to be graded:

a. Quality: Refers to the quality of services submitted.

b. Schedule: Refers to the timeliness of the services and work performed.

c. Personnel: Referring to the staff; consideration of their performance, attendance, punctuality, attitude, etc.

d. Techniques / Practices: Refers to business practices used in the performance of tasks.

e. Accommodating Changes: Refers to the XYZ staff's (management and those currently on the contract) ability to be flexible and accommodating to changes.

3. For any score of less then 4, the TPOC will provide feedback in the comments section indicating how the service can be improved.

4. The XYZ team will consolidate all the scores and follow the steps identified in our Quality Management Plan (QMP) to make the appropriate corrective actions where applicable.

19.19. Plan to address survey results
1

