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Federal Aviation Administration

William J. Hughes Technical Center

Process Improvement Action Plan

1.0 Purpose and Scope

The purpose of this plan is to identify the WJH Technical Center’s fiscal year 2003 (FY03) process improvement goals as they relate to the Center’s 5-year strategic business goals, and define the strategy whereby the Center will meet these goals. The plan describes the Center’s approach to three major process improvement goals. First, the Center plans to achieve an FAA iCMM( (integrated Capability Maturity Model), Version 1 maturity level (ML) 3 for the Maintenance Service Division’s Display System Replacement (DSR) and URET In-Service Management Team (ISMT), ACB-710.  Secondly, the Center plans to sustain FAA iCMM(, Version 1 capability level (CL) 2 within the scope of process area (PA) 08, System Test and Evaluation; PA11, Project Management; PA12, Contract Management; PA15, Quality Assurance and Management; and PA16, Configuration Management in selected projects. Thirdly, the plan also describes how the Center will maintain its ISO 9001-1994 certification in the Real and Virtual Environment Division’s, ACB-800, laboratory management groups, and the Facilities Services and Engineering Division’s (FS&ED), ACX-40, ISO 9001-2000 certification.

The following table outlines the scope of the process improvement activities that will be performed in support of the business goals to (1) maintain a high level of customer satisfaction, and (2) control and manage resources. 

Table 1 – Technical Center Process Improvement Goals 

	Business Goal(s)
	Selected PI

Model
	Output
	Organization/

Project

	(1) and (2)
	FAA-iCMM(,

Ver. 1, ML3
	Obtain FAA-iCMM( 

ML3
	Maintenance Services Division, DSR & URET ISMT, ACB-710

	(1) and (2)
	FAA-iCMM(,

Ver. 2, PA08
	Transition to Ver. 2

for ST&E
	Verification Services Division, HOCSR, HOCSR/CTAS Group, ACB-620

	(1) and (2)
	FAA-iCMM(,

Ver. 1, PA12
	Sustain iCMM CL2

in Contract Management
	Acquisition, Materiel, and Grants Management Division, ACX-50

	(1) and (2)
	FAA-iCMM(,

Ver. 1, PA08 and PA16
	Sustain iCMM CL2 

in ST&E, and Configuration Management
	Verification Service Division, OASIS , FSS Group, ACB-700

Solution Implementation Division, CPDLC, Aeronautical Data Link Group, ACB-510

	(1) and (2)
	ISO 9001-1994 

and ISO 9001-2000
	Maintain ISO 9001-1994

certification 

Transition to 

ISO 9001-2000 

Extend scope of registration 

to additional laboratories
	Real and Virtual 

Environment Division, 

ACB-800

	(1) and (2)
	FAA-iCMM(, 

Ver. 1, PA11 and PA16
	Sustain iCMM CL2 in Project Management, and Quality Assurance and Management
	Maintenance Service Division, SMA, ACB-720; Verification Services Division, CTAS, ACB-620; Solution Implementation Division, 

CPDLC, ACB-510

	(1) and (2)
	FAA-iCMM(, 

Ver. 1, PA16
	Sustain iCMM CL2 in Quality Assurance and Management
	Verification Service Division, ATOP, ACB-650

	(1) and (2)
	FAA-iCMM(,

Ver. 1, PA11 and PA16
	Sustain iCMM CL2 in 

Configuration Management 

and Project Management
	Information Technology Division, ACX-20

	(1) and (2)
	ISO 9001-2000
	Maintain ISO 9001-2000 

certification
	Facilities Services & Engineering Division,

ACX-40


2.0 Process Improvement Models

The FAA iCMM( model, version 1; FAA iCMM( model, version 2, the ISO 9001-1994, Quality Systems; and the ISO 9001-2000, Quality Systems, will be the major basis for the Center’s process improvement initiatives.

3.0 Implementation Strategy

The Center’s iCMM maturity level 3 strategy is as follows.

The Division Managers have the authority to assign and manage the resources required to implement process improvement activities in preparation for the DSR & URET ISMT formal appraisal.  AIO has approved and scheduled the formal appraisal, and identified and trained key personnel to conduct the scheduled appraisal.  Highlights of the preparation activities include training the DSR & URET ISMT on internal processes, performing document reviews, and conducting a total of 18 appraisal readiness reviews (one each) for the associated process areas.
The Center’s iCMM capability level 2 sustainment strategy is as follows.

The Program Director for the Office of Enterprise Performance has assigned a Quality Assurance Audit Team (QAAT) that consists of individuals from across the ACT organization who will perform compliance reviews to determine sustainment of CL2 as detailed in Table 1.  This team will support Center organizations and projects in assessing their compliance to iCMM process area base practices and generic practices.  The reviews will be scheduled and coordinated with the affected organizational management teams.  The review will not be an appraisal but is intended to be a tool to assist the organizations and projects in determining that the iCMM CL has been sustained.

The Center’s ISO 9001-1994 and ISO 9001-2000 certification retention strategy is as follows.

The Quality Management Institute (QMI), the body responsible for ISO registration, will conduct surveillance audits at 6-months intervals.  Prior to each surveillance audit, and on an on-going basis, internal audits will be scheduled and conducted by organizational internal auditors.  Audit teams will be assigned from ACT ISO trained internal auditors.  Any non-compliances, corrective, or preventative actions discovered during the internal audit will be recorded and tracked to closure to ensure standard compliance and retention of certification status.

4.0 Benefits

Successfully implementing the Center’s process improvement initiatives will result in an organizational culture of excellence, devoted to continuous improvement.  The benefits are:

· Clarifying conflicting or ambiguous procedures 

· Sharing group knowledge to identify the best manner to perform certain tasks from 

· Discovering and addressing any gaps in the existing processes

· Providing for problem resolution and continuous improvement

· Establishing consistent procedures

· Determining the required qualifications and enabling more effective training 

· Maintaining competitiveness with presently iCMM and ISO 9001 compliant facilities and organizations

· Increasing confidence of existing and future customers

5.0 Process Improvement Actions

Tentative schedules of process improvement actions are provided below in the schedule section.

6.0 Estimated Resources

The estimated resources for achievement of the Technical Center’s FY-03 process improvement goals total 19,950 hours (9,550 hours for Federal employees and 10,400 hours of contractor support).  These resources are allocated among the goals in Table 1 as presented below.

· Achieving FAA iCMM( Ver. 1 maturity level 3
       2,400 hours

· Sustaining FAA iCMM( Ver. 1 capability level 2
          660 hours  

· Transitioning to FAA iCMM(  Ver.2

       
       9,250 hours

· Retaining ISO 9001-2000 Certification

       1,040 hours 

· Extending Scope of ISO Certificate 


       5,300 hours

· Transitioning to ISO 9001-2000


       1,300 hours
Total
                      


     19,950 hours

7.0 Training

The training requirements currently identified to accomplish the ACT process improvement goals are outlined in the following table.  The need for additional training will be assessed and scheduled as required by the organizations or the Technical Center’s Process Engineering Group (TEPG).

Table 2 - Training
	ISO 9001 Training
	Training Requirements
	Date and Training Type
	Assignee/s

	ISO 9001-2000 Lead Auditor Training
	Process
	October 2002

Classroom
	Lloyd’s Register Quality Assurance

	FAA-iCMM and Generic Practices for Version 2
	Process
	1st Quarter FY-03

Classroom
	TEPG/AIO

	FAA-iCMM and Generic Practices for Version 2
	Process
	2nd Quarter FY-03

Classroom
	TEPG/AIO


8.0 Schedule

Training dates are provided in Table 2.

The formal appraisal of the DSR & URET ISMT is scheduled for October 15-24, 2002.

ISO 9001-1994 compliance and surveillance audits will be performed in October 2002 and April 2003.  The ISO 9001-2000 surveillance audit is due in April 2003 and a compliance audit will be performed in September 2003.

The ACT QAAT will develop the compliance review schedule during the third fiscal quarter and complete all scheduled compliance reviews by the end of the fiscal year.  The schedule will be coordinated with and approved by the responsible organizations.

9.0 Status Reporting

Reporting for iCMM and ISO 9001 activities will be accomplished through the FAA integrated Process Group (iPG), ARA integration Engineering Working Group (iEWG), Technical Center Engineering Process Group (TEPG), ACT QAAT, division staff meetings, ACT management team meetings, and the ARA management team meetings, and off-sites.  Reporting will also be accomplished through monthly status reports to the iPG and iEWG, and quarterly status reports to the ARA implementation plan goalkeeper.

10.0 Metrics

The iCMM and ISO 9001 metrics will be an assessment of actual accomplishments versus scheduled activities in the ACT Process Improvement Plan and the ARA FY 2003 Performance Implementation Plan.

11.0 Risks

A potential risk is the availability of adequate resources.  This includes funding resources and human resources who are required to meet both project accomplishments and process improvement goals.

The services required to support the expanded Federal Air Marshall workforce continues to be a high risk on resource availability because of the unpredictable demands and abbreviated timeframes that may arise for this Department of Transportation and national security priority initiative.

APPENDIX A - Glossary

Definitions in the Context of this Plan

(Listed in Alphabetical Order )

Compliance Reviews -  Members of the Quality Assurance Audit Team (QAAT) will conduct sustainment audits against the applicable criteria to ensure selected ACT projects are in conformance with and attain ARA Performance Goal  5 – Cost and Performance Management - during FY03.

Document Review - An assessment of project documentation, quality policies and procedures, and artifacts to estimate readiness for formal appraisal or certification audit.

Goalkeeper - ARA FY03 Implementation Plan Goalkeeper for Performance Goal 5 is ASD-1.

Internal Audit - The conducting of sustainment or compliance audits to ensure the designated project has continued to institutionalize practices necessary for a FAA-iCMM capability level or maintain the necessary criteria to retain a successful quality system audit for ISO certification as part of Goal 5.

Implementation - PA goals are being met; base practices are being performed.

Capability Level 2 (CL2) - A single process area is at capability level 2 if:

1. Implementation: a. Its PA goals are being met; b. Its base practices are being performed.

2. Institutionalization: a. Level 2 goal is met; b. Level 2 generic practices are being preformed.

Note: Additional definition of Level 2 - Repeatable: planned and tracked.

· Project control processes can use and repeat earlier successes.

· Basic management processes are established, process performance is more predictable.

· Practices being repeated may be performed differently in different parts of organization.

Quality Assurance Audit Team (QAAT) - The QAAT will assist the ACT designated projects, conduct sustainment audits, assess progress, identify non-compliance for corrective action, identify areas for improvement, and determine sustainment of capability levels or compliance to ISO certification criteria. QAAT members are trained and experienced in the FAA iCMM and ISO standards to assist ACT project mangers in sustaining iCMM levels and for retaining ISO certification.  The QAAT is the Center-level body for ensuring quality in all work processes by reviewing QA activities and results at the division, branch, and project levels.

Sustainment  Audits / Reviews - Internal compliance reviews will be conducted for those ACT projects that achieved level 2 capability during prior year iCMM Appraisals. The purpose of these audits will affirm the Center's continuous improvement in organizations that have attained level 2 under the FAA iCMM Version 1 Appraisal, or ISO 9001-1994 and ISO 9001-2000 certification. These compliance reviews will also confirm the Center's continuous PI as part of the ARA Goal 5 for FY03.

Technical Center Engineering Process Group (TEPG) - The purpose of the TEPG is to provide a centralized focus and guidance to the FAA William J. Hughes Technical Center's PI efforts. The TEPG coordinates and facilitates all PI efforts and provides status to the ACT management team. TEPG members are knowledgeable about FAA-iCMM and ISO criteria. Participation of ACT divisions with TEPG representation allows for the exchange of information that ensures attainment of the ARA and Center PI goals.
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