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Abstract
ISO 9001 is an internationally recognized quality management standard. The central component of this standard is a
robust quality management system that provides a solid framework for organizations to create and maintain quality
management within their processes and procedures. Many organizations elect to have their quality management
system certified by an independent certification body. Certification has become an important discriminator to
organizations when selecting potential suppliers. Existing research of the ISO 9001 quality management system
suggests a relationship between the presence of a certified quality management system and improved operations,
business practices, cost savings, and customer service.

Juland Incorporated, an Alaskan based arctic logistics

company, operates with an ISO 9001 based quality management system and this report examines the internal audit
process, focusing on potential contributions to the Project Management Body of Knowledge. The report also includes
a case study examining the business impact of Juland Incorporated’s decision to not pursue certification of the
company’s quality management system.
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Internal Audit Of Juland Incorporated’s ISO 9001 Quality Management System
Introduction
ISO 9001 (international organization for standardization) is an internationally recognized quality management
standard that sets forth the framework for a system that provides organizations guidance to create and maintain
quality management within their processes and procedures. Certification of an organization’s quality management
system by an independent certification body has become increasingly popular in the service sector and has also
become an important discriminator to organizations when selecting potential suppliers of services and supplies
across several different industries. Research of the ISO 9001 quality management system suggests a relationship
between the presence of a quality management system and improved operations, more efficient business practices,
increased cost savings and customer service.
The objective of this report is to analyze the ISO 9001 quality management system in terms of its overall benefit to
an organization and takes an in depth look at the execution of an internal audit of the system from a project
management view. To meet these objectives a case study was conducted examining one company’s quality
management system and the impact of senior management’s decision not to pursue third party certification. In
addition, the analysis of a formal project to conduct an internal audit of that same company’s quality management
system was executed. It is important to note pseudonyms were used for individual and organizational participants of
both the case study and internal audit in order to preserve their anonymity.
Juland Incorporated, an Alaskan based arctic logistics company, operates with an ISO 9001 based quality
management system and recently executed a project to conduct an internal audit. The internal audit identified areas
of nonconformity within the system and was the foundation to develop an executable corrective action plan. At the
conclusion of the audit, a formal report was published as well as a Project Management Plan for a follow-on project
to correct the organization’s identified quality management system nonconformities. The internal audit for the
company was critical due to many factors affecting the company at the time, despite its continued increase in
revenue and market share.
The internal audit was executed as a project at the request of the project sponsor and company president, both key
internal stakeholders. Both stakeholders have a combined 30 years in project management experience and believed
the project management approach would have the most benefit. In executing the project, it became increasingly
apparent there was a synergy between the Project Management Body of Knowledge (PMBOK) and the ISO 9001
Standard, most notably surrounding the project quality management knowledge area.
As a part of the audit, an extensive literature review, anonymous survey, and case study were conducted to
investigate whether companies should spend the additional resources to become ISO 9001 certified or are the
majority of benefits from this system obtained from implementation and adherence of the standard. Existing
research on ISO 9001 and its benefits focus primarily on only those systems that have been certified by a third party
certification body. Little research focuses on benefits of the standard’s implementation.
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Quality Management Systems
The expectation of quality when purchasing goods and services is a natural part of commerce. Purchase of a vehicle
is often the first important decision a person will make in their life. Vehicles range in size from the subcompact two
passenger Smart Car to the large eight passenger Chevy Tahoe. Its pieces and parts are manufactured and assembled
in many different countries, then shipped off to show rooms worldwide. A survey conducted by the Telegraph
(2014) found that the top characteristic people look for when a buying a car is reliability, “the ability of a system to
consistently perform its intended function without failure” (Business Dictionary, 2016). Reliability cannot be
achieved without first achieving quality. The American Society for Quality breaks this principle into to smaller
components,
Quality = does it perform its intended function?
Reliability = How long will it do so?
How do organizations ensure the production of products or services are of quality and are reliable in today’s global
environment? Manufacturers buy subcomponents from all over the world and customer service call centers are
often located overseas, smaller sales centers are located all over the country. In order for these organizations
provide reliable products and services, they must have a standardized management system. Management systems
are sets of procedures and processes that organizations put in place in order to meet a specified objective. These
systems are vital to the success of any company, regardless of size or operation type (International Organization for
Standardization, n.d.). While management systems can cover a plethora of procedures and processes, one of the
most important of these is quality
The ISO 9000 series of standards was introduced to the international manufacturing community in 1987 as “a model
to follow when setting up and following a management system” (International Organization for Standardization,
n.d.). The ISO 9001 standard provides guidance to organizations on creating a quality management system that
promotes continuous improvement, identification of defects, and a process to correct defects while ensuring
customer requirements are satisfied. This is also commonly known as the plan, do, check, act process. The Arab
British Academy of Higher Education describes the quality management system as “a management technique used
to communicate to employees what is required to produce the desired quality of products and services and to
influence employee actions to complete tasks according to the quality specifications” ISO recognizes that all
organizations, small to large, use some form of management system, formal or informal. The 9000 series standard
serves as a common model for organizations to base the structure of their quality management system on, and
therefore is easily recognizable by both employees and customers.
Another important feature of the ISO 9001 quality management system is the option of having the system certified
by an independent certification body. When an organization’s quality management system is “ISO 9001 Certified”,
the independent body is issuing its written assurance that the quality management system meets the requirements of
an ISO 9001 quality management system (Internatonal Organization for Standardization, 2016). The certification
indicates to suppliers that the organization not only has an ISO 9001 based quality management system, but also that
12

the organization maintains the system in accordance with the published ISO standard. ISO lists several benefits to
organizations that have a certified quality management system. These include cost savings, enhanced customer
satisfaction, access to new markets, increased market share, and environmental benefits (International Organization
for Standardization, 2016). Certification is also used by many buyers as discriminator when sourcing potential
suppliers.
Use of the ISO 9001 standard has increased in popularity over the years. In 2006, over 890,000 companies in 170
countries reported having a certified quality management system in place. In the United States alone, over 13,000
companies use a certified quality management system (Independent Association of Accredited Registrars, 2016).
According to the Quality Digest, the quality management system is especially popular in the manufacturing sector
where close attention must be paid to meeting customer requirements for the production of products that meet
certain specifications. Popularity of the quality management system has reached outside of the manufacturing
sector, moving into organizations that solely provide services across a broad spectrum of industries. “There are a
couple of reasons for the shift to service, according to registrars. One is that manufacturing companies, finding
success with an ISO 9001-based quality management system in manufacturing, broadened the scope of their
certification to include the service areas of their organization. Next, industries that were strictly service or
transactional in nature began to recognize the value of a stable quality management system platform” (Combs,
2013).

Relationship to the Project Management Body of Knowledge
The ISO 9001 quality management system shares important characteristics with the PMBOK. At a simplified level,
both methodologies are management systems. The PMBOK provides a road map to executing a project from
beginning to end. The standard provides a framework to organize and manage all aspects of quality within an
organization. Both methodologies share the same goal of addressing customer requirements (Pszenica, 2001) and
rely on a process approach. They are complimentary to each other, but not interchangeable.

Exhibit 1: Relationship between the PMBOK and the ISO 9001 standard
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ISO 9001 system is a popular tool for managing the quality of a project. Success of a project is not only derived
from delivering a product within scope, schedule, and budget but also delivering a product of quality. Similarly, the
purpose of the internal audit process is to ensure the quality of an organization processes and procedures. Key to
ensuring the quality of any product or process is ability to develop a standard and measure against that standard.
Both the PMBOK and the ISO 9001 quality management system include the need for monitoring and measuring the
quality of a process or product. The two systems naturally intersect at the project quality management knowledge
area. The left side of Exhibit 1 shows the three basic principles of this knowledge area; planning, assurance, and
control while the right side of Exhibit 1 displays the quality management system infrastructure. The arrows
highlight where similarities between the two systems occur. At this point, it is important to draw a parallel between
conducting an internal audit and the measuring and monitoring project quality. At its core, an audit of a quality
management system is actually a measurement of the quality management system’s quality. The audit serves to test
the operation and health of the quality management system against the published standard.

Literature Review
An extensive literature review was conducted to determine the level of existing data in benefits of an uncertified
quality management system. It quickly became apparent that there is a serious lack of literature related to benefits
of simple implementation and adhering to the ISO 9001 Standard. The journal article “Contribution of the ISO 9001
Internal Audit Process to Business Performance” does touch on the benefits of the standard’s audit requirements
which cover the entirety of the standard. However, available literature focused primarily on the qualitative and
quantitative benefits of becoming certified in the ISO 9001 Standard. There are a plethora of articles and studies
that examine the specific benefits of certification. An article published by Dunn and Bradstreet states 85% of
certified companies report external benefits of higher perceived quality and greater customer demand and 95%
report internal benefits of greater employee awareness, increased operational efficiency, and reduced expenses.
Other studies such as, “The Financial Impact of ISO 9000 Certification in the US: An Empirical Study” (Charles
Corbett, 2004), provides detailed empirical data that found “firms’ decision to seek their first ISO 9000 certification
was indeed followed by significant abnormal improvements in financial performance”
Two articles were found that examined the ISO 9001 quality management system from a perspective other than
benefits of certification. One such article was published in the May-June 2005 issue of “ISO Management
Systems.” Written by David Beardsley, an employee of the Sussex County Council located in the United Kingdom,
the article focuses on the county council’s use of a quality management system without certification. Beardsley
cites several reasons for the council’s decision to not pursue certification (Beardsley, 2005). The first of these
reasons is cost avoidance. The Iowa State University Office of Economic Development estimates the cost to certify
a small business quality management system can range from $15,000 to $20,000 and take up to eighteen months
(Iowa State University, 2016). In the case of the organization covered in this article, cost avoidance become
essential because the city council is not a for-profit organization and needed to operate within a strict budget while
being scrutinized by their public stakeholders.
Beardsley stated in the article that “What we do not want to do is have a certification body drive our system.” His
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idea was local government requirements experience constant change and remaining uncertified allowed the
organization to have the flexibility to scale the quality management system without the expense of frequent
recertification. While the quality management system framework is designed to be scalable to each individual
organization, a massive shift in the organization could cause a significant change in the system. It is important to
note that the council had a provision to ensure its quality management system, in whatever form, met the intent of
the ISO 9001 standard. This was done by executing frequent internal audits and through the creation of a “crossreview group” comprised of other similar organization. The group acted a pseudo certification body and performed
reviews on the health of the individual organizations within the group, at no cost. This peer review method provided
an additional level of rigor to the uncertified quality management system, through the use of peer auditors.
The second and more salient of the two articles, focused on the concept of causation between ISO 9001
implementation of organizational benefits (Dick, Heras, & Casadesus, 2007). In the article Dick, et al addressed the
idea that “adoption of a third part accredited ISO quality management system standards has proved to be a persistent
and growing phenomenon.” The literature sought to determine what the true cause of reported benefits of
certification are because of certification or whether there are other factors at play. The authors examined the causal
direction of performance from organization to certification rather than from certification to organization.

Exhibit 2: Depiction causal direction of performance in organization with cerified ISO 9001 quality management systems

Dick, et al used three “causal attribution tests” to determine the relationship between organization performance
improvement and quality management system certification status. The authors had to show that three distinct
conditions were met, in order to determine whether published improvements are due the certification of an
organization’s quality management system. These conditions are; Improvements exist in organizations with
certified quality management systems, but not organizations with uncertified quality management systems,
improvements did not exist in the organizations with certified quality management systems, before the system was
certified, and the size of the improvements after certification was substantial.
The researchers found that difference between the levels of improvement in organizations with certified quality
management systems versus those that are not certified, cannot be attributed to certification status. The tests found
organizations that experienced better performance, were already experiencing this before certification. The authors
cite three possible reasons for this result which include the idea already successful organization have the capital to
invest in certification. Secondly, the organization may have implemented de facto quality practices before
implementing and having certified a quality management system that garnered attention from potential clients.
Lastly, the better performing organizations have existing strategies that focus on continuous improvement and
therefore, the next logical step is to seek certification of their quality management system.
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Research Methods and Approach
The International Organization for Standardization clearly states on its website “Certification to management system
standards is not a requirement. You can still benefit from implementing these standards without having to be
certified to them” (International Organization for Standardization, 2016). Yet, the majority of research on the
implementation of these standards focuses heavily on only those organizations with certified systems. Does
certification make any significant impact to the benefits of implementation the quality management system? The
following research seeks to shed more light onto this this question by conducting both a survey of companies with
quality management systems and a case study of a single company with an uncertified quality management system.

Survey
Survey Design
At the onset of the project, a survey was designed to prove or reject the hypothesis that implementation of an ISO
9001 structured quality management system, regardless of certification status, resulted in measurable and sustainable
benefits to the company. Benefits were defined as any improvement to the business that would result in an increased
profit margin and/or increased market share of business. The research was designed to provide information useful in
decisions about pursuing ISO 9001 certification, specifically in deciding whether the organization should spend the
additional resources to become ISO 9001 certified or if the majority of benefits from this system were obtained from
implementation and adherence of the standard. Results were expected to find that the following percentages will be
within +/ 5% point difference when comparing values post implementation versus post certification.
The survey contained an initial screening question that asked whether their organization had a quality management
system. Only those respondents having a quality management system will proceed to any further survey questions.
The next screening question was used to determine whether the organization’s quality management system was ISO
9001 certified or not ISO 9001 certified. All survey responses were anonymous and the survey was created and
published via Qualtrics.com. Purposive sampling was used as the method for data collection. It is important to note
purposeful sampling is non-probability and hence can be subject to bias and error. Potential respondents were
directed to an anonymous survey mechanism and asked the following questions.
1.

How much have nonconformities increased or decreased since certification as a percentage?

2.

Has employee satisfaction increased or decreased since certification represented as percentage?

3.

How much have customer complaints decreased or increased since certification as percentage?

4.

How much has your client base increased or decreased since certification as percentage?

5.

What percentage has gross revenue increased or decreased since certification?

6.

What percentage has the cost of doing business increased or decreased since implementation?

7.

What percentage of your current/potential client base include compliance to a formal quality management

system as a consideration when selecting suppliers?
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Survey Results
The survey was left open for a period of thirty days and resulted in 41 responses. Six responses were discarded due
erroneous data, leaving 35 determined as useable. An analysis of the remaining results revealed that 26 of the
respondents were in organizations with a quality management system. Of these organization, all 26 quality
management systems were ISO 9001 certified. Due to this response set, it was determined the survey results were
viable enough to prove or reject the proposed hypothesis. However, some useful descriptive statistics were gathered
regarding organization with certified quality management systems.
Using the survey results from the 26 respondents produced data which then could be compared against similar data
obtained from the case study organization. Exhibit 3 is a histogram representing the distribution of revenue increase
or decrease values of the survey respondents. It shows that most organizations that participated in the survey
experienced between 0% to 25% increases in revenue. Exhibit 4 is a histogram representing the distribution of the
cost of doing business increase or decrease values of the survey respondents. This exhibit shows that most
organizations that participated in the survey experienced between 0% to 25% increases in the cost of doing business.
Results shown in Exhibit 4 are of interest as the published benefits certification of a quality management system
include a reduction in internal costs.

Exhibit 3: Distribution of results for survey question concerning increased or
decreased revenue

Exhibit 4: Distribution of results for survey question regarding
increased or decreased cost of doing business

Juland Incorporated Case Study
Case Study Design
As a result of the research approach scope change, a case study was used to examine the effects of certification
status on organizational benefits. As noted above, little research exists examining the phenomenon where
organizations implement a quality management system but never seek certification. Therefore it is difficult to really
determine how and why an uncertified quality management system effects organizational performance. It is for that
reason, a case study was selected as an additional research method. Robert Yin (Yin, 2014) proposed use of the
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case study research approach when the following four conditions exist.


purpose of the research is to answer “how” and “why” questions



behavior of those involved in the study cannot be changed



research covers contextual conditions because of a belief they are relevant to the phenomenon
under study



boundaries are not clear between the phenomenon and context

Juland Incorporated was selected as the case study subject because it met the primary criteria of an organization
currently using a quality management system which has not been certified. In fact, organizational leadership has no
plans to seek certification of the quality management system. In addition, access to the company’s business metrics
and performance were available as well as access to personnel at all levels.
Juland Incorporated Background
Juland Incorporated, a subsidiary of Juland Holding, is a second generation, family-owned business operating in
Prudhoe Bay, Alaska. It is the parent company of Juland Incorporated, Juland Transport, Juland Supply, and the
Juland Camp. Together these entities provide Arctic logistics services across the entire North Slope Arctic Region,
including the supply and delivery of fuel, solid waste management services, industrial supplies, general store
supplies, and camp services. The company supply services across the entirety of Alaska’s Arctic to remote villages,
regional corporations, government agencies, and large multi-national corporations. Juland, Incorporated started its
fuel storage and distribution services in 1981. They currently provide 3.6 million gallons of fuel storage. From the
terminal, fuel is distributed to clients in the oilfield via a specialized fleet of fuel tankers designed specifically for
the harsh arctic conditions. In 2012 Juland Incorporated moved its aviation fueling operation to a fixed base operator
facility at the Deadhorse Airport where they provide aviation fuel to commercial, military, and private aircraft.
Juland Incorporated also operates the Tesoro retail gas station in Prudhoe Bay, the northern most gas station on
Alaska's highway system. In 2002, Juland Incorporated introduced solid waste services operating one of the largest
public service utility districts in the country, collecting municipal solid waste, construction debris, metal, and oil
waste. Juland ships oil waste to Spokane, Washington where it is incinerated converting the waste to energy,
providing electricity to local residents. Juland Incorporated sources fuel from three in-state refineries, bulk fuel
wholesalers and out of state suppliers using barge transport into the Port of Valdez
In February of 2012 the chairman of Juland Holding called a meeting of senior leadership to discuss proposed future
process and infrastructure improvements for Juland Incorporated. The chairman had recently been introduced to the
ISO series of quality management standards and was interested in the applicability of the standards to his business.
Research of the ISO 9001 quality management system suggests a relationship between the presence of a quality
management system and improved operations, business practices, cost savings, and customer service. The company
already had a robust health, safety, security, and environmental procedures. Juland Incorporated had doubled its
workforce in the five preceding years and a formal framework processes, procedures, and documents was needed.
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However, Juland Incorporated operated with a very small management staff, many senior employees had multiple
job titles. So in an effort to scale the quality management system to a more manageable level, the chairman decided
to implement the quality management system with current resources.
The chairman wanted the framework implemented, but the process would stop at creating any new processes and
documentation, and all actions stopped short of obtaining ISO 9001 Certification. Despite this, the company
experienced solid growth after the implementation of the quality management system, without certification. This
presented several questions. Why did Juland Incorporated realize any benefits of installing a quality management
system, if the system was not certified? How are Juland Incorporated’s results different than organizations who
have their system certified?
The case study examines the how and why of Juland Incorporated’s success as it relates to the context of the
uncertified quality management system. Specifically, the case study analyzed company performance before and
after the quality management system implementation by analyzing revenue, cost of goods sold, and total market
share, comparing those results against data from organizations with certified quality management systems, obtained
from the initial survey.

Interviews were used to determine the level of employee satisfaction as well and to assess

the motivations behind both the quality management system implementation and the decision to not seek
certification.
Interview #1 - The Decision to Remain Uncertified
The decision to not seek third party certification of Juland Incorporated’s quality management system was made at
early on in the implementation process. In an interview conducted with the company’s chairman, he explained his
decision this way,
“I wanted to get the biggest return on my investment. When looking at the potential costs of
getting our system certified, it did not make sense to me. If we could show our clients we were
following the system, even though we weren’t certified, I get the benefit without the additional
expense.”
Supporting his approach was the idea most of the company’s clients were interested in the actual contents of the
quality management system rather than its certification status. This attitude was apparent is several Requests For
Proposal (RFP) sent to Juland Incorporated. All RFPs asked whether potential suppliers had a quality management
system and if the system was certified. However, if the system was not certified, the potential client still requested
copies all quality management system documentation to include the Quality Manual and Quality Policy. This led
the chairman to conclude that potential buyers were more interested in the content and depth of the system, rather
than its certification status.
Interview #2 – General Manager
Juland Incorporated’s general manager has been employed with the company over two separate periods. During the
first period, he acted as the company’s Safety and Human Resources Manager and then left for a period of four
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years. It was during his absence that the company implemented the quality management system. Upon his return,
he was appointed to General Manager of the company. His attitude toward the quality management system was
unique as he had a clear picture of the company before quality management system implementation and after.
When asked to compare the company before and after he stated,
“Internally, the quality management system is a really great framework for us to follow. It
gives the company some structure that it was lacking when I worked here before. There are
some basic processes put in place now that were missing before. I do think some areas still
need attention, which is what the audit will highlight. But the fact that we are even looking at
it, just shows how far we have come.”
Interview #3 – Fuel Truck Operators
Juland Incorporated has over thirty truck operators. The operators have the most interaction with on-site customers
and work primarily outside of the office setting. This employee category is responsible executing the two main
services of the company, delivering fuel and collecting waste. Their attitudes towards internal company processes
and external customer satisfaction is key to understanding how well the quality management system works.
The fuel truck operator was asked to rate how satisfied he was as an employee and he stated he was very satisfied.
However, when asked his opinion of the quality management system, he was not as confident. He was not familiar
with the term ISO 9001 or quality management system. After further explanation, be began to refer to several
procedures and checklists used during his daily work efforts. It became apparent, while senior and mid-level
managers were familiar with the quality management system, lower level employees were not.
Data Analysis
Juland Incorporated data was collected and analyzed as a part of the case study. It is important to note actual
financial values were not shown in order to protect the company’s financial information from competitors. In
addition, the values represent data collected from the end of the calendar year. The data was analyzed using three
primary methods, annual revenue change, annual profit as a percentage of annual revenue, and annual cost of doing
business as a percentage of total revenue.
Yearly Revenue Change

QMS

Exhibit 5 represents the annual revenue

Implementatio
60.00%

change as a percent increase or decrease

vertical line located during the middle of
calendar year 2012, indicates the point at
which the quality management system was

2012, 49.54%

40.00%

% Difference

from the prior year’s data. The black

50.00%

30.00%
20.00%
2014, 14.01%
10.00%
0.00%

2010, 3.05%

2013, 2.92%
2015, -2.14%
2011, -5.90%

-10.00%

installed within the company. The chart
indicates that after a slip in revenue in

Exhibit 5: Graph of annual revenue performance within Juland Incorporated

calendar year 2011, the company recovered and increased their revenue by almost 50% by the end of calendar year
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2012. It is difficult to determine whether this was a result of the quality management implementation as many other
variables need to be considered before determining a true cause and effect relationship.
The second analysis looked at the

QMS
Implementatio

annual cost of doing business and
income as a percentage of total

Annual Cost Of Good Sold Vs. Income
100.00%
99.00%

annual revenue. Exhibit 6 presents
this information as a graph. This
graph presents a clearer picture and
shows a continuous increase in

1.29%

2.15%

2.54%

3.30%

98.00%

3.19%
5.20%

97.00%
96.00%
95.00%

98.71%

99.16%
97.85%

97.46%

96.70%

94.00%

96.81%
94.80%

93.00%
92.00%
2009

income and decrease in cost of doing
business from calendar year 2012

0.84%

2010

2011

2012
COGS

2013

2014

2015

IFO

Exhibit 6: Comparison of Juland Incorporated’s Cost of Doing Business versus Income

forward.
Lastly, total percent change of both revenue and cost of doing business from calendar year 2012 to 2015 was
calculated as a percentage and compared to the data results reported by respondents to the survey. Juland
Incorporated reported a 15% increase in revenue and a 12% increase in the cost of goods sold since installation if the
quality management system. This aligns with the data reported from the survey as shown in Exhibit 3 and Exhibit 4.
It appears that while the cost of doing business also increased for both Juland Incorporated and the survey
respondents this may be correlated to the total revenue reported rather than any efficiencies realized from
implementation of the quality management system. As such, this phenomenon does bear the need for more research
analysis.

Research Conclusions
A thorough review of the data collected from both the survey and the case study suggests that certification does not
have a significant impact on the level of financial growth of organizations with a quality management system. The
majority of the survey respondents from organizations with third-party certified systems and the case study company
which does not have a certified system reported revenue increase and cost of business increases of between 0% to
25%. However the research presented here does not allow for any conclusion as to whether the quality management
system caused the financial gains or not. It is recommended that more intense research should be conducted focused
on the difference between certified and non-certified quality management systems. As with Juland Incorporated and
County of Sussex, England both reported on the purposeful decision to not seek certification due to desire to avoid
that type of cost. In both cases, the organization reported several benefits to the quality management system,
internal and external, despite the lack of certification.

Internal Audit of Juland Incorporated
Why is an Audit So Important?
Juland Incorporated has steadily increased its market share and annual revenue since 2012. The company has grown
both externally and internally with the number of employees increasing from 100 to over 190 from 2012 to 2015.
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One of the many effects of this rapid growth was the failure of the company’s infrastructure to keep pace. A critical
component of the company’s organizational infrastructure is the quality management system. The system has
remained stagnant throughout the operational and financial growth of the business. Compounding the situation was
the nature of the original implementation of the system. The company’s chairmen had scaled the scope of the
implementation to the bare minimum in order to meet the intent, rather than a full scale implementation.

Internal Audit Process
Exhibit 7 represents the flow of the internal audit process. This follows the internal audit processes recommended
by ISO 19011 Guidelines for Auditing Management Systems.

Exhibit 7: Major steps in conducting an Internal Audit as proposed in ISO 19011 Guidelines for Auditing Management Systems

Audit Initiation
The initiation phase of the audit project began in the fall of 2013 while Juland Incorporated was in the midst of
several contract renewals for existing work, as well as RFPs for new work. All of the RFPs included
prequalification questionnaires with sections regarding quality management. Several of the questionnaires asked
“Does your company have a Quality Management System? If yes, is the system certified?” and “Does your
company have a Quality Manual?” In addition, copies of the company’s quality manual were required as part of the
submission to the RFP. The company had a quality management system, but due to the approach of the initial
implementation, the system possessed some weak areas and an internal audit was needed. It was at this time, the
General Manager requested a formal internal audit of the quality management system and the company president
requested it be executed as project with a scope, schedule, and budget. The scope, schedule, and budget are a part
of the audit’s Project Management Plan (PMP) included in
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Document Review
The audit team conducted an extensive review of

Quality
Management
System

ISO 9001 quality management system requirements
to include all documents outlining requirements for
the quality management system. The Quality

Management
Commitment

Planning of
Product
Realization

Manual provides the basic framework for the
system and outlines its five key areas, listed in

Provision of
Resources

Measurement,
Analysis and
Improvement

Exhibit 8.
Exhibit 8: Major sections of a quality management system

Audit Plan
The audit used project management methodology and was designed to mirror the continuous process improvement
inherent in the ISO 9001 standard and the scope reflects that approach. The Work Breakdown Structure (WBS) was
designed to mirror the plan-do-check-act process used to facilitate continuous improvement, a major cornerstone of
the ISO 9001 quality management system design. Setting up the schedule to audit individual departments separately
was advantageous. It allowed the auditor to identify trends, positive and negative by department. This was
important because many of the company’s quality processes are duplicated across each department. Segmenting the
audit also allowed the auditor to shorten the length of the audit for each section versus having each department
available for the entire schedule. Because project management is inherently an iterative process, the approach also
present opportunities to use lessons learned from the previous department’s audit to improve to next audit. In
addition, leaving the administrative section until last was also helpful as this section is usually the first place
paperwork enters the company and the last place paperwork leaves the company.
It is also important to note, that internal stakeholder requested audit execution be designed with minimal impact to
operations. Operations at the company run 7-days a week, 24-hours daily, so the internal audit needed to be
sensitive to that schedule, or risk a reduction in project quality due to negative stakeholder perception. Each
department in the company was audited separately, by the same auditor. The schedule was developed with each
department head, well in advance to ensure availability. The plan allowed for the auditors to roam freely within the
department to capture feedback at the convenience of the employees in the department. Because the infrastructure
of the company is very small, this was a simple approach.
Task Auditors
Requirement

Audit team members were selected for

Lead

Operations

Safety

General

Department

Auditor

Manager

Auditor

Manager

Auditors

Document Review

A

C

R

C

R

Standard Review

A

C

R

I

R

members reported to their

R
R

I
I

R
R

organizational management throughout

Conduct Audit
A
C
Develop Audit
A
I
Report
Key:
R – Responsible for completing the work
A – Accountable for ensuring task completion/sign off
C – Consulted before any decisions are made
I – Informed of when an action/decision has been made

their individual expertise. Team

the duration of the project. The lead
auditor was responsible for
communicating with organizational

Exhibit 9: Audit team responsibilities

23

managers on the progress and performance of each audit. The team consisted of a lead auditor, department auditors,
a safety auditor, the operations manager, and the general manager. The project manager acted as the auditor and the
general manager was also the project sponsor. The responsible, accountable, consult, inform (RACI) chart located
at Exhibit 9outlines the relationship between each audit team member and each major requirement of the audit.
Organize Audit Resources
A full version of the audit checklist used to audit each department in Appendix 7.
Develop Audit Schedule:
The audit schedule is included on the located in Appendix 1 of this report.
Conduct Opening Meeting
The opening meeting was conducted on December 15, 2015 and included the audit team, President, General
Manager, Operations Manager, and Controller. At this time, a draft copy of the audit schedule was presented to the
general manager. In addition, an intermediate risk assessment was conducted to identify any risks to successful
completing the internal audit. The most likely and highest impact risks were documented using project management
tools to ensure mitigation steps and risk responses were identified and prepared appropriately.
Review Procedures, Work Instructions and Flow Charts
Juland Incorporated uses an extensive framework of procedures, work instructions, flow charts, and forms to
maintain its quality management system. A listing of these documents is included in the Final Audit Report.
Conduct Audit
The audit was conducted over a period of ten
weeks with no changes to the schedule. The
internal audit reviewed the quality
management system for non-conformities,
opportunities for improvement (OFI), and
best practices. Exhibit 10 is an excerpt of the
completed audit checklist.
Generate Audit Findings
The audit was completed on February 28,

Exhibit 10: Excerpt of completed internal audit checklist

2016 and it generated 24 non-conformities, no OFIs, and no best practices. Areas of nonconformity were distilled
into five major areas that required corrective action. These areas are failure to conduct routine document review,
lack of document control, weak understanding of ISO 9001 concepts at the junior employee level, and absence of
documented customer requirements process
Present Results
The internal audit results were presented to all internal stakeholders on March, 24, 2016. Exhibit 11 represents an
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excerpt from the formal briefing delivered at the audit’s
closing meeting.
Publish Audit Report
The final findings were incorporated into a written report
and distributed to all internal stakeholders. This report is
included at Appendix 2 of this report.
Corrective Actions
Probably the most important part of an audit is for the

Exhibit 11: Summary of Juland Incorporated internal audit findings

auditor to follow up on any actions, as a way of ensuring remedial action is taken and completing the audit. Without
follow up of corrections and corrective actions, the same problems could be found continually during subsequent
audits, which defeats the purpose of the audit being done. As a part of the internal audit project, the General
Manager requested the development of a formal PMP to implement all corrective actions identified in the internal
audit. The PMP, including scope, schedule, and budget are included at Appendix 1 of this report.

The Audit Report
The audit report is the only official record of the internal audit and was formatted using
the outline provided in ISO 19011. Exhibit 12 shows the seven key items of the audit

Objective

that should be included in an audit report. The objective of the audit was to identify
nonconformities, OFIs, and best practices to internal company stakeholders. The
internal audit was limited to a single subsidiary company of Juland Holding and took

Scope

Client

place in both the Anchorage, Alaska and Prudhoe Bay, Alaska company offices.
The largest trend identified during the internal audit was a lack of standard
documentation and lack of work instructions for the administrative segment of Juland

Dates and Places

Criteria

Incorporated’s operations. Employees saved items in different several different locations
and used a plethora of disparate nomenclatures to identify the documents. Some items

Findings

were saved on a shared drive located at the work site with other documents were
uploaded to the company’s SharePoint site for global access. Corporate level documents
better adhered to the quality management system than departmental documents. Items
that were external to the company also adhered more toward the standard than documents

Solutions

Exhibit 12: Major sections of an
internal audit report

or processes that were internal based only.
Another trend identified was that documentation within the safety and environmental area was of more quality than
operational or administrative departments. This was due, in part, to the fact that failure to comply here had both
financial and loss of life and implications than other areas as well as requirements in this area are also governed by
external agencies such as the Environmental Protection Agency and the Occupational Safety and Health
Administration.
25

ISO 9001 includes processed assess tasks for improvement and risk to potential operations, but again the
documentation was weak. It was identified that senior leadership had a much better concept of basic ISO 9001
principles than the average laborer operating a fuel truck or trash compactor.

In conducting the closing meeting, it

was discussed this phenomenon might be due to the rapid growth of the company. The infrastructure had not had
the opportunity to grow in tandem but due to the flat nature of the company in terms of management, it was difficult
to implement any improvements while continuing regular day to day operations. Juland Incorporated must focus on
maturing its quality management system as the audit has highlighted areas in which there has been little progress
from the initial implementation.

Conclusion
The ISO 9001-based quality management system provides and solid and sustainable quality management framework
for manufacturing and service companies. The number of companies adopting the management system has steadily
increased over the last decade with the majority of companies seeking third-party certification on their systems.
However, there are still many benefits to implementing the system without seeking certification with many of these
benefits mirroring those of organizations with certified systems.
The decision to not seek certification should be made carefully as there are many industries that may require
certification from suppliers. As the case study explores, certification is not always necessary, rather the proof that
the organization is following the guidelines ISO9 9001. The company’s potential clients requested copies all quality
management system documentation to include the Quality Manual and Quality Policy, despite the fact that the
system was not certified. This led to owner to conclude that potential buyers were more interested in the content and
depth of the system, rather than its certification status. Adherence to the guidelines should be measured annually
within and organization using the quality management system, through the use on an internal audit.
Internal audits give organizations the opportunity to identify and correct nonconformities early enough in the
process to avoid major costs due to rework, defects, employee dissatisfaction, or customer dissatisfaction. In the
case of Juland Incorporated, the internal audit identified several areas that required correction, in some cases
immediate correction. Areas of nonconformity included the failure to conduct routine document review, lack of
document control, weak understanding of ISO 9001 concepts at the employee level, and absence of documented
customer requirements process.
Despite the audit findings, company data indicate a continuous improvement in financial performance from 2009 to
2015. The data also supports many of the finding by Dick, et al in their study which found organizations with
certified quality management systems, were already experiencing this before certification due to the following
hypotheses. Already successful organization have the capital to invest in certification. Secondly, the organization
may have implemented de facto quality practices before implementing and having certified a quality management
system that garnered attention from potential clients. Lastly, the better performing organizations have existing
strategies that focus on continuous improvement and therefore, the next logical step is to seek certification of their
quality management system. It is possible many of the same conclusions can be drawn about Juland Incorporated
and further research is recommended.
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INTRODUCTION
1.1 Executive Summary of Project
ISO 9001:2008 is an internationally recognized quality management standard. The central
component of this standard is a robust Quality Management System. The Quality
Management System provides a solid framework for organizations to create and maintain
quality management within their processes and procedures. In 2012, Juland, Incorporated
restructured its quality management system (QMS) based on the ISO 2001:2008 standard.
The objective of this project is to audit Juland, Incorporated’s Quality Management System
and identify nonconformities to the standard. The project will identify areas of
nonconformity within Juland, Incorporated’s ISO 9001 Quality Management System (QMS)
and develop an executable corrective action plan. The required deliverables of this project
are an internal audit report to include, identification of nonconformance of the system, as
well as a fully executable Project Management Plan that provides a roadmap to correct
identified nonconformities. Compliance with the standard will improve company operations,
strengthen business practices, and reduce waste. Compliance with this standard will
highlight the company to an additional set of business opportunities.

1.2 Project management approach
The Project Manager, Susan Giedt, has the overall authority and responsibility for
managing and executing this project according to this Project Plan and its Subsidiary
Management Plans. The project team will consist of personnel from the Juland,
Incorporated management team and Health, Safety, Security, and Environmental (HSSE)
Team. The project manager will work with all resources to perform project planning. All
project and subsidiary management plans will be reviewed and approved by the project
sponsor. All funding decisions will also be made by the project sponsor. Any delegation of
approval authority to the project manager should be done in writing and be signed by both
the project sponsor and project manager.
The project team will be a matrix in that team members from each organization continue to
report to their organizational management throughout the duration of the project. The
project manager is responsible for communicating with organizational managers on the
progress and performance of each project resource.
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1.3 Assumptions/Constraints
Assumptions

Constraints

Juland, Inc. can provide the financial
resources to meet the $100,000 budget

Budget not to exceed $100,000

Personnel resources are not reassigned
during the project duration

Project Manager can devote 100% of total time to
project until 1 May 2016.

No procurement actions are required

Project Team members can only commit 25% of total
time to project across the duration of schedule. Risk
Register Update.

SCOPE MANAGEMENT PLAN
2.1 Introduction
Purpose
The purpose of the Scope Management Plan is to ensure that the project is composed of all
the work required, and only the work required, to successfully complete the project. It is the
blueprint for how the project’s scope will be defined, developed, verified and controlled.
The Scope Management Plan documents the scope management approach; roles and
responsibilities pertaining to project scope, further defines those who will be responsible for
managing project scope and serves as a guide for actually managing and controlling project
scope. Project Scope Management consists of the following processes:
Planning
Reviewing the Internal Audit of the Juland, Incorporated ISO 9001 Quality Management
System objectives and requirements needed to achieve them is one of the first steps in
formulating a scope management plan. Key inputs such as the project charter, stakeholder
register (Appendix C), preliminary scope statements, and other project planning and
procurement documents become the foundation of scope elements. Scope elements
whether they concern themselves with work composition, products, people or processes
come together in enough detail to characterize and establish the project’s scope. The
documentation of scope elements serves as input to defining the project scope and creating
the project scope statement.
Approach
The Project Manager, along with the guidance of the project sponsor, has responsibility for
scope management of this project. Only the project manager has the authority to authorize
and approve the scope of the project. The scope of this project was developed and
designed by the project manager with the assistance of the project sponsor and several key
project stakeholders. These key stakeholders include the following:
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Name
Andy Nielsen
Eric Helzer
Mark Helmericks
Bryan Hoffman
Gary Cooper
Hank Herglotz

Role
Project sponsor
President
Owner and Director
Operations Manager
Operations Manager
Safety Manager

The scope of this project is measured and verified using an earned value management
(EVM) approach measured against the individual elements of the project’s work breakdown
structure (WBS). As the project moves through its lifecycle and planned scope becomes
completed project objectives, managers and stakeholders will be advised of which work
packages are completed versus not completed based on the project’s most current
schedule. EVM calculations should be based on planned work hours versus actual work
hours rather than dollars. This method will provide the most accurate measurement of
progress on the project as not all task are assigned with monetary resources.
Validation of the receipt of the two required deliverables of the project is included in this
measurement. The project manager is required to execute and deliver the two deliverables
required for the completion of this project. The project sponsor is responsible for accepting
and approving the deliverables as well as verifying the scope of the project is met.
The scope of this project is defined by:








Scope Statement
Work Breakdown Structure
Work Breakdown Structure Dictionary
Project Charter
Stakeholder Register (Appendix C)
Statements of Work
Other Project Planning and Procurement Documents
Definition

The scope statement includes constraints, assumptions, exclusions, deliverables and
acceptance criteria. It also details what related or implied work will not be performed as
part of the defined project. The scope definition process starts with reviewing key project
documents such as procurement scope statements, work breakdown structure, the Project
Charter, Stakeholder Register (Appendix C), and Preliminary Scope Statements for
identifying scope elements. Project scope must be communicated with the Project Sponsor
and key stakeholders so there is a common understanding about what the project will or will
not address. As time progresses the project’s scope becomes clearer, more specifically
defined through the elaboration of comprehensive requirements, input from subject matter
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experts, technical support, business applications, and accepted scope changes. The
project’s base lined scope should answer the project’s requirements.
Scope Statement
The scope of this project includes a complete internal audit of Colville Incorporated’s
current Quality Management System. There are two deliverables for this project. The first
deliverable includes a formal internal audit report that includes identification of all areas of
nonconformance within the system. The second deliverable includes a completed project
management plan (PMP) correct the areas nonconformance. The scope of this project
does not include the execution of the PMP. The project shall be completed within 456-days
with a budget not to exceed $100,000. The project must be completed by April 15, 2016.
Work Breakdown Structure Creation
The WBS is incorporated into the project schedule. The Internal Audit of the Juland,
Incorporated ISO 9001 Quality Management System uses the Microsoft Project 2007
scheduling tool as well as the WBS ChartPro tool. To help clearly define project work the
WBS Dictionary is created. The WBS Dictionary has an entry for each WBS work
component. It includes detailed descriptions of WBS element, deliverables, and resource
requirements. The scope baseline is composed of the approved project scope statement,
the WBS and WBS Dictionary.
Scope Verification/Validation
Scope verification is the process of determining how deliverables will be compared to the
original project scope and how they will be formally accepted. The Requirements
Traceability Matrix (Appendix E) provides an outline of the project deliverables with
associated verification and validation requirements. Project deliverables should be verified
to project scope and formally accepted by the appropriate stakeholders throughout the life
of the project. As the project progresses, the Project Manager must verify that interim
deliverables correspond to deliverables originally specified in the project’s scope statement,
the WBS and/or the WBS Dictionary. After the Project Manager verifies that the project’s
scope is in align with all the requirements in the project plan and has been met; deliverables
can be formally accepted. Acceptance and approval of deliverables, as well as validation
that the deliverables are correct and the project’s scope has been met, will be evidenced by
signing a deliverable acceptance document.
Scope Control
The process of Scope Control involves monitoring scope elements and drivers over the
course of the project for possible changes that can impact approved project scope
baselines. The Project Manager and Project Team are responsible for monitoring and
addressing any unplanned impacts to scope and must resolve scope change issues before
they become critical. It is for this reason that scope elements and drivers should be
reviewed regularly.
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Proposed changes in project scope may be initiated by the Project Sponsor, Project
Manager, team members and other stakeholders by completing Project Change Requests
(PCRs.) Completed Project Change Requests must be submitted to the Project Manager
who will evaluate the scope change request. Any change being considered must be
analyzed for impacts the scope change may have on the project’s triple constraints. Risk
factors must be identified and presented to stakeholders affected. See the project Change
Management Plan for information on the project’s change management process and
instructions on completing and submitting a Project Change Request.
Document Maintenance
This document will be reviewed quarterly and updated as needed, as the project proceeds
through each phase of the system development life cycle. If the document is written in an
older format, the document should be revised into the latest PMO template format at the
next quarterly review.
This document contains a revision history log. When changes occur, the document’s
revision history log will reflect an updated version number as well as the date, the owner
making the change, and change description will be recorded in the revision history log of
the document.

2.2 Participant Roles and Responsibilities
This section describes the roles and responsibilities of the Internal Audit of the Juland,
Incorporated ISO 9001 Quality Management System Project staff with regard to the Scope
Management Plan.
Note that these are roles, not positions or titles. One person may fulfill more than one role.
There are various staff resources and stakeholders involved in managing project risks. In
some cases, one individual may perform multiple roles in the process.
Change Manager
The Internal Audit of the Juland, Incorporated ISO 9001 Quality Management System
Project Manager will serve as the Change Manager for the project. Responsibilities
include:











Identify and document project scope changes.
Receive, validate and log Project Change Requests (PCRs) for scope changes.
Assign PCR priority.
Facilitate team level scope change reviews.
Participate in scheduled change control meetings
Participate in scope change assessment impact meetings.
Facilitate/perform scope verification and validation activities
Record changes according to provisions of Change Management Plan.
Record decisions on proposed changes.
Ensure that changes are incorporated into appropriate project documents.
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Lead Change Evaluator
The Internal Audit of the Juland, Incorporated ISO 9001 Quality Management System
Project Manager will serve as the Lead Change Evaluator for the project. Responsibilities
include:
 Advise Change Manager of project scope changes.
 Facilitate PCRs.
 Perform/facilitate timely and adequate evaluation of scope changes in terms of their
impact on project deliverables and constraints.
 Outline options and recommend courses of action and priorities for changes.
 Organize and facilitate scheduled change control meetings
 Track and facilitate timely decisions on changes.
 Facilitate/perform scope verification and validation activities
 Ensure appropriate levels of review and approval.
 Communicate outcomes of scope change requests to the project team and stakeholders
Change Requestor
Change requests may come from sources internal or external to the project.
Responsibilities of Change Requestors include:
 Provide additional information or clarification if request.
 Participate in evaluation of proposed change.
 Assist in documenting proposed change.
Change Decision Maker
The ISO 9001 Quality Management Systems Internal Audit of Colville Incorporated's
Quality Management System Project Manager will consult with the Project Sponsor to make
Change Decisions and





Evaluate the need for scope change requests.
Evaluate options and recommended courses of action for changes.
Approve or reject scope change requests.
Accept project deliverables
Contractors

There are no contractors associated with the Internal Audit of the Juland, Incorporated ISO
9001 Quality Management System
Departmental Roles
 Advise Project Manager of proposed change.
 Participate in evaluation of proposed change.
 Assist in documenting proposed change
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2.3 Work Breakdown Structure

TIME MANAGEMENT PLAN
3.1 Time Management approach
The Project Manager will establish a baseline schedule within the first two weeks of the
project and monitor progress against the baseline on a weekly basis. The Project Manager
will be responsible for ensuring the project schedule is updated with the latest information
and never more than three business days out of date.

3.2 Project Milestones
The table below lists the milestones for this project, along with their estimated completion
timeframe.
Milestones

Deliverables

Date

Project Start

Project Management Plan

10 April 15

Internal Audit Complete

27 Feb 16

Formal Report Complete

Formal Audit Report

12 Mar 16

Corrective Action Project
Management Plan

Follow-On Project Management Plan

9 Apr 2016

Project Complete

Susan Giedt
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3.3 Project Schedule
The project schedule is located in Appendix B of this document.

3.4 Dependencies
Project dependencies are outlined in the project schedule

COST MANAGEMENT PLAN
The Project Manager will be responsible for managing and reporting on the project’s cost
throughout the duration of the project. The Project Manager will present and review the
project’s cost performance during biweekly project status meetings. Using earned value
calculations, the Project Manager is responsible for accounting for cost deviations and
presenting the Project Sponsor with options for getting the project back on budget. All
budget authority and decisions, to include budget changes, reside with the Internal Audit of
the Juland, Incorporated ISO 9001 Quality Management System Project Sponsor.
For the Internal Audit of the Juland, Incorporated ISO 9001 Quality Management System
Project, control accounts will be created at the fourth level (if applicable) of the WBS. All
costs and performance will be managed and tracked at this level. Financial performance of
the Internal Audit of the Juland, Incorporated ISO 9001 Quality Management System Project
will be measured through earned value calculations pertaining to the project’s cost accounts.
Work started on work packages will grant that work package with 50% credit; whereas, the
remaining 50% is credited upon completion of all work defined in that work package. Costs
may be rounded to the nearest dollar and work hours rounded to the nearest whole hour.
Cost and Schedule Performance Index (CPI and SPI respectively) will be reported on a
biweekly basis by the Project Manager to the Project Sponsor. Variances of 10% or +/- 0.1
in the cost and schedule performance indexes will change the status of the cost to yellow or
cautionary. These will be reported and if it’s determined that there is no or minimal impact
on the project’s cost or schedule baseline then there may be no action required. Cost
variances of 10%, or +/- 0.1 in the cost and schedule performance indexes will change the
status of the cost to red or critical. These will be reported and require corrective action from
the Project Manager in order to bring the cost and/or schedule performance indexes back in
line with the allowable variance. Any corrective actions will require a project change request
and be must approved by the CCB before it can be implemented. If there are indications
that these values will approach or reach the critical stage before a subsequent meeting, the
Project Manager will communicate this to the Project Sponsor immediately.

CHANGE MANAGEMENT PLAN
The following steps comprise Juland, Incorporated‘s organization change control process for
all projects and will be utilized on the Internal Audit of the Juland, Incorporated ISO 9001
Quality Management System Project.
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5.1 Change Management Process
Step

POC

a. Identify the need for a change. Requestor
will submit a completed change request form
to the Project Manager.

Any Stakeholder

b. Log change in the change request register.
The project manager will maintain a log of all
change requests for the duration of the
project.

Project Manager

c. Conduct an evaluation of the change. The
project manager will conduct an evaluation of
the impact of the change to cost, risk,
schedule, and scope

Project Manager

d. Submit change request to Change Control
Board.

Project Manager

e. The CCB will discuss the proposed change
and decide whether or not it will be approved
based on all submitted information.
f.

Implement change. If a change is approved
by the CCB, the project manager will update
and re-baseline project documentation as
necessary as well as ensure any changes are
communicated to the team and stakeholders.

Project Team
Requestor

CCB

Project Manager

5.2 Change Requests
Any team member or stakeholder may submit a change request for the Internal Audit of the
Juland, Incorporated ISO 9001 Quality Management System Project. The Project Sponsor
will chair the CCB and any changes to project scope, cost, or schedule must meet his
approval. All change requests will be logged in the change control register by the Project
Manager and tracked through to completion whether approved or not.

PROCUREMENT MANAGEMENT PLAN
Procurement management is not applicable to this project. All resources will be obtained
from Juland, Incorporated.
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QUALITY MANAGEMENT PLAN
7.1 Define Project Quality
The product quality standards and requirements will be determined by the project team and
quality group. These standards will primarily be based on the ISO 9001:2008 Standard.
The Project Manager will also document any newly identified quality standards into the
Internal Audit of the Juland, Incorporated ISO 9001 Quality Management System Project
Plan and ensure communication with all stakeholders.

7.2 Measure Project Quality
Quality improvements will be identified by any member of the project team or quality group.
Each recommendation will be reviewed to determine the cost versus benefit of
implementing the improvement and how the improvement will impact the product or
processes. If an improvement is implemented the Project Manager will update all project
documentation to include the improvement.

7.3 Quality Assurance
The quality assurance of the Internal Audit of the Juland, Incorporated ISO 9001 Quality
Management System Project focuses on the processes used in the ISO 9001:2008
Standard. In order to ensure quality, an iterative quality process will be used throughout
the project life cycle. This iterative process includes measuring process metrics, analyzing
process data, and continuously improving the processes.
The Project Manager and the project team will perform assessments at planned intervals
throughout the project to ensure all processes are being correctly implemented and
executed.

7.4 Analyze Project Quality
At the core of the Internal Audit of the Juland, Incorporated ISO 9001 Quality Management
System Project is an internal audit. During execution, project team members will document
any lessons learned or areas that need improvement in terms of how the audit is
conducted.

7.5 Quality Control
The Project Manager is responsible for ensuring the Internal Audit of the Juland,
Incorporated ISO 9001 Quality Management System Project is executed using the formal
ISO standards. Any deviation from this process will be noted and corrective actions will be
discussed and implemented.
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HUMAN RESOURCES MANAGEMENT PLAN
8.1 Introduction
Human resources management is an important part of the Internal Audit of the Juland,
Incorporated ISO 9001 Quality Management System Project. The human resources
management plan is a tool which will aid in the management of this project’s human
resource activities throughout the project until closure. The human resources management
plan includes:
Roles and responsibilities of team members throughout the project








Project organization charts
Staffing management plan to include:
How resources will be acquired
Timeline for resources/skill sets
Training required to develop skills
How performance reviews will be conducted
Recognition and rewards system

The purpose of the human resources management plan is to achieve project success by
ensuring the appropriate human resources are acquired with the necessary skills,
resources are trained if any gaps in skills are identified, team building strategies are clearly
defines, and team activities are effectively managed.

8.2 Roles and Responsibilities
Roles and responsibilities of team members and stakeholders must be clearly defined in
any project. Depending on the organizational structure, project team members may
represent many different groups/departments and act in the interest of different functional
managers. Additionally, team members may have varying degrees of authority and
responsibility. When listing roles and responsibilities the following should be included:
 Role – description of the portion of the project for which the member is accountable
 Authority – the level at which the member may make decisions, apply project resources,
or make approvals
 Responsibility – the work a team member must perform to complete assigned work
activities
 Competency – the skill(s) required to complete assigned project activities
The roles and responsibilities for the Internal Audit of the Juland, Incorporated ISO 9001
Quality Management System are essential to project success. All team members must
clearly understand their roles and responsibilities in order to successfully perform their
portion of the project. For the Internal Audit of the Juland, Incorporated ISO 9001 Quality
Management System the following project team roles and responsibilities have been
established:
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8.3 Project Manager
(PM) (1 position): responsible for the overall success of the Software Upgrade Project. The
PM must authorize and approve all project expenditures. The PM is also responsible for
approving that work activities meet established acceptability criteria and fall within
acceptable variances. The PM will be responsible for reporting project status in
accordance with the communications management plan. The PM will evaluate the
performance of all project team members and communicate their performance to functional
managers. The PM is also responsible for acquiring human resources for the project
through coordination with functional managers. The PM must possess the following skills:
leadership/management, budgeting, scheduling, and effective communication.
(SME) (2 positions): responsible for providing the project manager with in-depth knowledge
of the Quality Management System components subject to the internal audit. Provides
technical assistance to the Project Manager on all aspects of the company’s processes,
procedures, and training, and documentation.

8.4 Project Organizational Charts
This section provides a graphic display of the project tasks and team members. The
purpose of this is to illustrate the responsibilities of team members as they relate to the
project tasks. Tools such as responsible, accountable, consult, inform (RACI) or
responsibility assignment matrix (RAM) may be used to aid in communicating roles and
responsibilities for the project team. Additionally, organizational or resource breakdown
structures may be used to show how responsibilities are assigned by department or by type
of resource respectively. It should be noted that the level of detail may vary depending on
project complexity.
The following RACI chart shows the relationship between project tasks and team members.
Any proposed changes to project responsibilities must be reviewed and approved by the
Project Manager. Changes will be proposed in accordance with the project’s change
control process. As changes are made all project documents will be updated and
redistributed accordingly.
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Project
Manager
Requirements
Gathering
Standard Review
Conduct Audit
Develop Audit
Report
Project
Management
Plan
Implementation

Safety Team

General
Manager

Department
Managers (SME)

A

Operations
Manager
(SME)
C

R

C

R

A
A
A

C
C
I

C
C

I
I
I

R
R
R

A

I

R

I

I

A

I

R

C

C

Key:
R – Responsible for completing the work
A – Accountable for ensuring task completion/sign off
C – Consulted before any decisions are made
I – Informed of when an action/decision has been made

8.5 Staffing Management
This section contains information on several areas including: when and how human
resource requirements will be acquired, the timeline for when resources are needed and
may be released, training for any resources with identified gaps in skills required, how
performance reviews will be performed, and the rewards and recognition system to be
used.

8.6 Staff Acquisition:
For the Internal Audit of the Juland, Incorporated ISO 9001 Quality Management System
staff will consist entirely of internal resources. There will be no outsourcing/contracting
performed within the scope of this project. The Project Manager will negotiate with
functional and department managers in order to identify and assign resources in
accordance with the project organizational structure. All resources must be approved by
the appropriate functional/department manager before the resource may begin any project
work. The project team will not be co-located for this project and all resources will remain
in their current workspace.

8.7 Resource Calendars:
The Internal Audit of the Juland, Incorporated ISO 9001 Quality Management Systemwill
last for 456 days. All resources are required before the project can begin.

8.8 Training:
There is currently no training scheduled with regard to the Internal Audit of the Juland,
Incorporated ISO 9001 Quality Management System since the organization has adequate
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staff with required skill sets. However, if training requirements are identified, funding will be
provided from the project reserve.

8.9 Performance Reviews:
The Project Manager will review each team member’s assigned work activities at the onset
of the project and communicate all expectations of work to be performed. The Project
Manager will then evaluate each team member throughout the project to evaluate their
performance and how effectively they are completing their assigned work.

8.10 Recognition and Rewards:
Although the scope of this project does not allow for ample time to provide cross-training or
potential for monetary rewards there are several planned recognition and reward items for
project team members. Upon successful completion of the project, any team member who
satisfactorily completed all assigned work packages on time will receive a certificate of
thanks from the company president with a gift valued at less than $100.00.

COMMUNICATION MANAGEMENT PLAN
9.1 Introduction
This Communications Management Plan sets the communications framework for the
Internal Audit of the Juland, Incorporated ISO 9001 Quality Management System Project. It
will serve as a guide for communications throughout the life of the project and will be
updated as communication needs change. This plan identifies and defines the roles of
persons involved in this project. It also includes a communications matrix which maps the
communication requirements of this project. An in-depth guide for conducting meetings
details the communications rules and how the meetings will be conducted, ensuring
successful meetings. A project team directory is included to provide contact information for
all stakeholders directly involved in the project.

9.2 Approach
The Project Manager will take a proactive role in ensuring effective communications on this
project. The communications requirements are documented in the Communications Matrix
presented in this document. The Communications Matrix will be used as the guide for what
information to communicate, who is to do the communicating, when to communicate it and
to whom to communicate.
As with most project plans, updates or changes may be required as the project progresses
or changes are approved. Changes or updates may be required due to changes in
personnel, scope, budget, or other reasons. Additionally, updates may be required as the
project matures and additional requirements are needed. The Project Manager is
responsible for managing all proposed and approved changes to the communications
management plan. Once the change is approved, the Project Manager will update the plan
and supporting documentation and will distribute the updates to the project team and all
stakeholders. This methodology is consistent with the project’s Change Management Plan
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and ensures that all project stakeholders remain aware and informed of any changes to
communications management.

9.3 Constraints
All project communication activities will occur within the project’s approved budget,
schedule, and resource allocations. The Project Manager is responsible for ensuring that
communication activities are performed by the project team and without external resources
which will result in exceeding the authorized budget. Communication activities will occur in
accordance with the frequencies detailed in the Communication Matrix in order to ensure
the project adheres to schedule constraints. Any deviation of these timelines may result in
excessive costs or schedule delays and must be approved by the project sponsor.
Juland, Incorporated organizational policy also states that only a General Manager or
higher level employee may authorize the distribution of confidential information. The
Project Manager is responsible for ensuring that approval is requested and obtained prior
to the distribution of any confidential information regarding this project.

9.4 Stakeholder Communication Requirements
As part of identifying all project stakeholders, the Project Manager will communicate with
each stakeholder in order to determine their preferred frequency and method of
communication. This feedback will be maintained by the Project Manager in the project’s
Stakeholder Register. The Stakeholder Register is located at Appendix C of this document.
Standard project communications will occur in accordance with the Communication Matrix;
however, depending on the identified stakeholder communication requirements, individual
communication is acceptable and within the constraints outlined for this project.
In addition to identifying communication preferences, stakeholder communication
requirements must identify the project’s communication channels and ensure that
stakeholders have access to these channels. If project information is communicated via
secure means or through internal company resources, all stakeholders, internal and
external, must have the necessary access to receive project communications.
Once all stakeholders have been identified and communication requirements are
established, the project team will maintain this information in the project’s Stakeholder
Register and use this, along with the project communication matrix as the basis for all
communications.

9.5 Roles
Project Sponsor
The project sponsor is the champion of the project and has authorized the project by
signing the project charter. This person is responsible for the funding of the project and is
ultimately responsible for its success. Since the Project Sponsor is at the executive level
communications should be presented in summary format unless the Project Sponsor
requests more detailed communications.
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Key Stakeholders
Normally Stakeholders includes all individuals and organizations who are impacted by the
project. For this project we are defining a subset of the stakeholders as Key Stakeholders.
These are the stakeholders with whom we need to communicate with and are not included
in the other roles defined in this section. The Key Stakeholders includes executive
management with an interest in the project and key users identified for participation in the
project.
Change Control Board
The Change Control Board is a designated group which is reviews technical specifications
and authorizes changes within the organizations infrastructure. Technical design
documents, user impact analysis and implementation strategies are typical of the types of
communication this group requires.
Customer
The customer for this project is Juland, Incorporated. As the customer who will be
accepting the final deliverable of this project they will be informed of the project status
including potential impacts to the schedule for the final deliverable or the product itself.
Project Manager
The Project Manager has overall responsibility for the execution of the project. The Project
Manager manages day-to-day resources, provides project guidance and monitors and
reports on the projects metrics as defined in the Project Management Plan. As the person
responsible for the execution of the project, the Project Manager is the primary
communicator for the project distributing information according to this Communications
Management Plan.
Project Team
The Project Team is comprised of all persons who have a role performing work on the
project. The project team needs to have a clear understanding of the work to be completed
and the framework in which the project is to be executed. Since the Project Team is
responsible for completing the work for the project they played a key role in creating the
Project Plan including defining its schedule and work packages. The Project Team requires
a detailed level of communications which is achieved through day to day interactions with
the Project Manager and other team members along with weekly team meetings.
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9.6 Project Team Directory
The following table presents contact information for all persons identified in this
communications management plan. The email addresses and phone numbers in this table
will be used to communicate with these people.
Role

Name

Title

Organization/
Department

Email

Phone

President

Eric Helzer

President/CEO

Juland, Inc.

Eric.helzer@julandinc.com

563-1065

Project
Manager

Susan Giedt

Program
Manager

Juland, Inc.

sgiedt@julandinc.com

786-8082

Project Team

Jeff Holder

HSSE Team

Juland, Inc.

jeffh@julandinc.com

659-3198

Project Team

Bryan Hoffman

Operations
Manager

Juland, Inc.

bhoffmann@julandinc.com

659-3198

Project Team

Gary Cooper

Operations
Manager

Juland, Inc.

gcoooper@julandinc.com

659-3198

Project
Sponsor

Andy Nielsen

General
Manager

Juland, Inc.

anielsen@julandinc.com

659-3198

9.7 Communication Methods and Technologies
The project team will determine, in accordance with Juland, Incorporated organizational
policy, the communication methods and technologies based on several factors to include:
stakeholder communication requirements, available technologies (internal and external),
and organizational policies and standards.
Juland, Incorporated maintains a SharePoint platform which all projects use to provide
updates, archive various reports, and conduct project communications. This platform
enables senior management, as well as stakeholders with compatible technology, to
access project data and communications at any point in time. SharePoint also provides the
ability for stakeholders and project team members to collaborate on project work and
communication. The Project Manager is responsible for ensuring all project
communications and documentation are copied to the web site and that the content mirrors
what is contained on the SharePoint platform.
Only the Project Manager maintains a software licenses for MS Project software. The
Project Manager is responsible for developing, maintaining, and communicating schedules
using this software. Gantt Charts are the preferred format for communicating schedules to
stakeholders. The project schedule will be maintained on the SharePoint platform.
Organizational naming conventions for files and folder will be applied to all archived work.
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9.8 Communications Matrix
The following table identifies the communications requirements for this project.

Communication
Type

Objective of
Communication

Medium

Frequency

Audience

Owner

Deliverable

Format

Kickoff Meeting

Introduce the project team
and the project. Review
project objectives and
management approach.

Face to Face

Once

Project Sponsor

Project Manager

Agenda

Soft copy archived
on project
SharePoint site
and project web
site

Review status of the
project with the team.

Face to Face

Project Team
Meetings

Project Team

Meeting Minutes

Stakeholders

Weekly

Project Team

Project Manager

Conference Call

Agenda
Meeting Minutes
Project schedule

Project Status
Meetings

Report on the status of the
project to management.

Face to Face

Project Status
Reports

Report the status of the
project including activities,
progress, costs and
issues.

Email

Bi Weekly

Project Sponsor

Project Manager

Conference Call

Slide updates
Project schedule

Weekly

Project Sponsor

Project Manager

Project Team

Project Status
Report

Stakeholders

Project schedule

Soft copy archived
on project
SharePoint site
and project web
site
Soft copy archived
on project
SharePoint site
and project web
site
Soft copy archived
on project
SharePoint site
and project web
site
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9.9 Guidelines for Meetings
Meeting Agenda
Meeting Agenda will be distributed 5 business days in advance of the meeting. The Agenda
should identify the presenter for each topic along with a time limit for that topic. The first item in the
agenda should be a review of action items from the previous meeting.
Meeting Minutes
Meeting minutes will be distributed within 2 business days following the meeting. Meeting minutes
will include the status of all items from the agenda along with new action items and the Parking Lot
list.
Action Items
Action Items are recorded in both the meeting agenda and minutes. Action items will include both
the action item along with the owner of the action item. Meetings will start with a review of the
status of all action items from previous meetings and end with a review of all new action items
resulting from the meeting. The review of the new action items will include identifying the owner for
each action item.
Meeting Chair Person
The Chair Person is responsible for distributing the meeting agenda, facilitating the meeting and
distributing the meeting minutes. The Chairperson will ensure that the meeting starts and ends on
time and that all presenters adhere to their allocated time frames.
Parking Lot
The Parking Lot is a tool used by the facilitator to record and defer items which aren’t on the
meeting agenda; however, merit further discussion at a later time or through another forum.
A parking lot record should identify an owner for the item as that person will be responsible for
ensuring follow-up. The Parking Lot list is to be included in the meeting minutes.
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RISK MANAGEMENT PLAN
10.1 Introduction
As organizations begin new projects they begin operating in an area of uncertainty that comes
along with developing new and unique products or services. By doing so, these organizations take
chances which results in risk playing a significant part in any project. The purpose of the risk
management plan is to establish the framework in which the project team will identify risks and
develop strategies to mitigate or avoid those risks. However, before risks can be identified and
managed, there are preliminary project elements which must be completed. These elements are
outlined in the risk management approach.
This project is considered a medium risk project as it has an overall risk score of 38 on a scale
from 0 to 100. The project risk score is the average of the risk scores of the most significant risks
to this project. A risk score below 16 is low risk project, a score between 16 and 45 is a medium
risk project and a score above 45 is a high risk project.
Before risk management begins it is imperative that a foundation is established for providing
structured project information, thus, the following project elements were completed and defined
prior to developing this Risk Management Plan:

10.2 Define work scope, schedule, resources, and cost elements






Develop project WBS/WBS dictionary
Develop master schedule and detailed schedules
Estimate project cost and finalize budget
Identify required and available resources
Establish performance measurement metrics

10.3 Define minimum and maximum baseline thresholds
 Schedule
 Resources
 Cost

10.4 Baseline reporting requirements
 Format
 Frequency of distribution
 Distribution list

10.5 Define Risk Management Roles and Responsibilities
 Project Manager chairs the risk assessment meetings
 Project team participates in risk assessment meetings and members serve as meeting recorder
and timekeeper
 Key stakeholders participate in risk assessment meetings
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 Project Sponsor may participate in risk assessment meetings

10.6 Top Three Risks
The top three high probability and high impact risks to this project are:

10.7 Project manager availability reduced (Risk score = 70)
Un-forecasted staffing requirements cause Project Sponsor to reduce Project Manager's available
time in this project.

10.8 Subject Matter Experts Availability Reduced (risk score = 42)
Division managers cannot make key resources available during audit schedule, due to
unscheduled company obligations. The project manager will mitigate this risk

10.9 Project Team not capable of completing audit (risk score = 40)
Due to the specific requirement associated with the ISO 9001 Internal Audit, there is a risk that the
project manager and SMEs will not have the expertise to conduct an adequate internal audit. Risk
Management Approach
The approach taken to manage risks for this project included a methodical process by which the
project team identified, scored, and ranked the various risks. The most likely and highest impact
risks were added to the project schedule to ensure that the assigned risk managers take the
necessary steps to implement the mitigation response at the appropriate time during the schedule.
Risk managers will provide status updates on their assigned risks in the bi-weekly project team
meetings, but only when the meetings include their risk’s planned timeframe. Upon the completion
of the project, during the closing process, the project manager will analyze each risk as well as the
risk management process. Based on this analysis, the project manager will identify any
improvements that can be made to the risk management process for future projects. These
improvements will be captured as part of the lessons learned knowledge base.

10.10 Risk Identification
For this project, risk identification was conducted in the initial project risk assessment meeting.
The method used by the project team to identify risks was the Crawford Slip method. The project
manager chaired the risk assessment meeting and distributed notepads to each member of the
team and allowed 10 minutes for all team members to record as many risks as possible.
Expert Interview
Two Expert Interviews were held for this project. The interviews revealed several risks which were
then mitigated by making changes to the project plan. The remaining risks are included in the Risk
Register.
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Risk Assessment Meeting
A risk assessment meeting was held with key team members and stakeholders. The risks
identified during this meeting were added to the project plan and Risk Register.
Historical Review of Similar Projects
The project team reviewed the history of similar projects in order to determine the most common
risks and the strategies used to mitigate those risks.
Risk Qualification and Prioritization
In order to determine the severity of the risks identified by the team, a probability and impact factor
was assigned to each risk. This process allowed the project manager to prioritize risks based upon
the effect they may have on the project. The project manager utilized a probability-impact matrix to
facilitate the team in moving each risk to the appropriate place on the chart.
Once the risks were assigned a probability and impact and placed in the appropriate position on
the chart, the recorder captured the finished product and the project manager moved the process
on to the next step: risk mitigation/avoidance planning.

10.11 Risk Monitoring
The most likely and greatest impact risks have been added to the project plan to ensure that they
are monitored during the time the project is exposed to each risk. At the appropriate time in the
project schedule a Risk Manager is assigned to each risk. During the bi-weekly project team
meeting the Risk Manager for each risk will discuss the status of that risk; however, only risks
which fall in the current time period will be discussed. Risk monitoring will be a continuous process
throughout the life of this project. As risks approach on the project schedule the project manager
will ensure that the appropriate risk manager provides the necessary status updates which include
the risk status, identification of trigger conditions, and the documentation of the results of the risk
response.

10.12 Risk Mitigation and Avoidance
The project manager has led the project team in developing responses to each identified risk. As
more risks are identified, they will be qualified and the team will develop avoidance and mitigation
strategies. These risks will also be added to the Risk Register and the project plan to ensure they
are monitored at the appropriate times and are responded to accordingly.
The risks for this project will be managed and controlled within the constraints of time, scope, and
cost. All identified risks will be evaluated in order to determine how they affect this triple constraint.
The project manager, with the assistance of the project team, will determine the best way to
respond to each risk to ensure compliance with these constraints.
In extreme cases it may be necessary to allow flexibility to one of the project’s constraints. Only
one of the constraints for this project allows for flexibility as a last resort. If necessary, funding may
be added to the project to allow for more resources in order to meet the time (schedule) and scope
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constraints. Time and scope are firm constraints and allow for no flexibility. Again, the cost
constraint is flexible only in extreme cases where no other risk avoidance or mitigation strategy will
work.

10.13 Risk Register
The Risk Register for this project is a log of all identified risks, their probability and impact to the
project, the category they belong to, mitigation strategy, and when the risk will occur. The register
was created through the initial project risk management meeting led by the project manager.
During this meeting, the project team identified and categorized each risk. Additionally, the team
assigned each risk a score.
The Risk Register is located at Appendix D of this document.
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PROJECT MANAGEMENT PLAN APPROVAL
The undersigned acknowledge they have reviewed the Internal Audit of the Juland, Incorporated ISO
9001 Quality Management SystemProject Management Plan and agree with the approach it presents.
Changes to this Project Management Plan will be coordinated with and approved by the undersigned or
their designated representatives.

Signature:

Date:

Print Name:

Andy Nielsen

Title:

General Manager

Role:

Project Sponsor

Signature:

Date:

Print Name:

Susan Giedt

Title:

Quality Manager

Role:

Project Manager

Susan Giedt

10 Apr 2015
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APPENDIX A. GLOSSARY OF TERMS
The following table provides definitions for terms relevant to this document.
Term

Definition

ISO

International Organization for Standardization

CCB

Change Control Board

PMBOK

Project Management Body of Knowledge

PMO

Project Management Office

PCR

Project Change Request

WBS

Work Breakdown Structure

Susan Giedt
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APPENDIX B. PROJECT SCHEDULE
WBS

Task Name

1
1.1
1.1.1
1.1.2
1.1.2.1
1.1.2.2
1.1.2.3
1.1.2.4
1.1.2.5
1.1.2.6
1.1.2.7
1.1.2.8
1.1.2.9
1.1.3
1.1.3.1
1.1.3.2
1.1.3.3
1.1.3.4
1.1.3.5
1.1.3.6
1.1.3.7
1.1.3.8
1.1.3.9
1.1.3.9.1
1.1.3.9.2
1.1.3.9.3

ISO 9001 Internal Audit
Conduct Project Management Activities
Develop Project Charter
Develop Project Management Plan
Create Scope Statement
Create Risk Management Plan
Create Communication Management Plan
Create Human Resources Management Plan
Create Quality Management Plan
Create Stakeholder Identification and Analysis
Create Project Schedule
Create Work Breakdown Structures
Create Project Budget
Complete PM 686 Requirements
Complete Expectations Contract
Select Knowledge Areas
Create Graduate Studies Plan
Create Letter of Support
Create Project Abstract
Develop PMP Table of Contents
Develop Research Paper Table of Contents
Formulate Preliminary Research Methods
Provide Stakeholder Status Updates
Provide Week 9 Update
Provide Week 10 Update
Provide Week 11 Update

Susan Giedt

Predecessors

Duration

Start

Finish

24FS+6 days
25FS+6 days

459 days
459 days
50.67 days
85 days
85 days
85 days
85 days
85 days
85 days
85 days
85 days
85 days
85 days
459 days
14.83 days
14.83 days
14.83 days
14.83 days
35.83 days
20.83 days
20.83 days
20.83 days
43 days
1 day
1 day
1 day

Fri 1/16/15
Fri 1/16/15
Fri 1/16/15
Fri 1/16/15
Fri 1/16/15
Fri 1/16/15
Fri 1/16/15
Fri 1/16/15
Fri 1/16/15
Fri 1/16/15
Fri 1/16/15
Fri 1/16/15
Fri 1/16/15
Fri 1/16/15
Fri 1/16/15
Fri 1/16/15
Fri 1/16/15
Fri 1/16/15
Fri 1/16/15
Fri 1/16/15
Fri 1/16/15
Fri 1/16/15
Mon 3/7/16
Mon 3/7/16
Mon 3/14/16
Mon 3/21/16

Mon 4/18/16
Mon 4/18/16
Sat 3/7/15
Fri 4/10/15
Fri 4/10/15
Fri 4/10/15
Fri 4/10/15
Fri 4/10/15
Fri 4/10/15
Fri 4/10/15
Fri 4/10/15
Fri 4/10/15
Fri 4/10/15
Mon 4/18/16
Fri 1/30/15
Fri 1/30/15
Fri 1/30/15
Fri 1/30/15
Fri 2/20/15
Thu 2/5/15
Thu 2/5/15
Thu 2/5/15
Mon 4/18/16
Mon 3/7/16
Mon 3/14/16
Mon 3/21/16

Project Management Plan

Work

1,726.22 hrs
1,092.22 hrs
20 hrs
134.22 hrs
4.63 hrs
18.52 hrs
18.52 hrs
18.52 hrs
18.52 hrs
18.52 hrs
18.52 hrs
9.25 hrs
9.25 hrs
898 hrs
5 hrs
10 hrs
2 hrs
2 hrs
20 hrs
20 hrs
20 hrs
20 hrs
7 hrs
1 hr
1 hr
1 hr
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WBS

1.1.3.9.4
1.1.3.9.5
1.1.3.9.6
1.1.3.9.7
1.1.3.10
1.1.3.10.1
1.1.3.10.2
1.1.3.10.3
1.1.3.10.3.1
1.1.3.10.3.2
1.1.3.10.3.3
1.1.3.10.3.4
1.1.3.10.3.5
1.1.3.10.3.6
1.1.3.10.4
1.1.3.10.4.1
1.1.3.10.4.2
1.1.3.10.4.3
1.1.3.10.4.4
1.1.3.10.4.5
1.1.3.10.4.6
1.1.3.11
1.1.3.11.1
1.1.3.11.2
1.1.3.11.3
1.1.3.11.4
1.1.3.11.5
1.1.3.11.8
1.1.3.11.9
Susan Giedt

Task Name

Provide Week 12 Update
Provide Week 13 Update
Provide Week 13 Update
Provide Week 14 Update
Execute PPM 686B Project Progress Milestones
Complete PPM #1
Complete PPM #2
Complete PPM #3
Request Feedback on Final PPM #2 Submission
Develop PPM# 3 First Draft
Submit PPM# 3 First Draft to Advisory Committee
Review Advisory Committee Feedback
Complete Final Draft PPM #3
Submit Final Draft PPM #3
Complete PPM #4
Request Feedback on Final PPM #3 Submission
Develop PPM #4 First Draft
Submit PPM #4 First Draft to Advisory Committee
Review PPM #4 Advisory Committee Feedback
Complete Final Draft PPM #4
Submit Final Draft PPM #4
Conduct Research
Complete IRB Training
Submit Research Methodolgy to IRB
Develop Survey
Distribute Survey
Literature Review
Compile Company Metrics
Analyze Company Metrics

Susan Giedt

Predecessors

Duration

Start

Finish

26FS+6 days
27FS+6 days
28FS+6 days
29FS+6 days

1 day
1 day
1 day
1 day
85 days
22 days
21 days
21 days
3 days
14 days
8 days
4 days
4 days
1 day
21 days
1 day
13 days
1 day
4 days
4 days
1 day
435 days
0 days
1 day
33 days
1 day
161.83 days
14 days
14 days

Mon 3/28/16
Mon 4/4/16
Mon 4/11/16
Mon 4/18/16
Fri 1/15/16
Fri 1/15/16
Sat 2/6/16
Sat 2/27/16
Wed 3/2/16
Sat 3/5/16
Fri 3/11/16
Tue 3/15/16
Tue 3/15/16
Fri 3/18/16
Sat 3/19/16
Fri 3/18/16
Sat 3/19/16
Thu 3/31/16
Fri 4/1/16
Tue 4/5/16
Fri 4/8/16
Fri 1/16/15
Fri 1/16/15
Fri 3/13/15
Mon 2/2/15
Mon 1/4/16
Fri 1/16/15
Wed 2/3/16
Thu 2/18/16

Mon 3/28/16
Mon 4/4/16
Mon 4/11/16
Mon 4/18/16
Fri 4/8/16
Fri 2/5/16
Fri 2/26/16
Fri 3/18/16
Fri 3/4/16
Fri 3/18/16
Fri 3/18/16
Fri 3/18/16
Fri 3/18/16
Fri 3/18/16
Fri 4/8/16
Fri 3/18/16
Thu 3/31/16
Thu 3/31/16
Mon 4/4/16
Fri 4/8/16
Fri 4/8/16
Fri 3/25/16
Fri 1/16/15
Fri 3/13/15
Fri 3/6/15
Mon 1/4/16
Fri 6/26/15
Tue 2/16/16
Wed 3/2/16

32
33
35

38SS
39FF
34
40
40
43FF
44
45
46FF

51FS+6 days
49
50
52
56FS+1 day
Project Management Plan

Work

1 hr
1 hr
1 hr
1 hr
309 hrs
0 hrs
0 hrs
245 hrs
0 hrs
124 hrs
96 hrs
9 hrs
16 hrs
0 hrs
64 hrs
0 hrs
40 hrs
0 hrs
8 hrs
16 hrs
0 hrs
343 hrs
0 hrs
1 hr
30 hrs
2 hrs
200 hrs
20 hrs
20 hrs
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WBS

1.1.3.11.6
1.1.3.11.7
1.1.3.12
1.1.3.13
1.1.3.14
1.1.4
1.2
1.2.1
1.2.2
1.2.3
1.2.4
1.2.4.1
1.2.4.2
1.2.4.3
1.2.4.4
1.2.4.5
1.2.4.6
1.2.5
1.3
1.3.1
1.3.1.1
1.3.1.2
1.3.1.3
1.3.1.4
1.3.2
1.3.2.1
1.3.2.2
1.3.2.3
1.3.2.4
Susan Giedt

Task Name

Compile Case Study
Analyze Survey Results
Write Research Paper
Develop 686A Final Briefing
Develop 686B Final Briefing
Execute Project Close Out Activities
Review ISO 9001:2008 Standards
Review Certification Requirements
Review Internal Audit Requirements
Review Quality Manual Requirements
Review Procedures/Forms/Flowcharts Requirements
Review Clause 4 Documetation
Review Clause 5 Documentation
Review Clause 6 Documentation
Review Clause 7 Documentation
Review Clause 8 Documentation
Review Training Program
Conduct Internal Audit Orientation
Conduct QMS Internal Audit
Audit Solid Waste Division
Audit Work Instructions
Audit Flow Charts
Audit Procedures
Audit Forms
Audit Tank Farm Division
Audit Work Instructions
Audit Flow Charts
Audit Procedures
Audit Forms

Susan Giedt

Predecessors

5SF+95 days
113

67
68
69
70
71
72

73FS+150 days
73FS+150 days
73FS+150 days
73FS+150 days
79
79
79
79
Project Management Plan

Duration

Start

Finish

10 days
30 days
96 days
21 days
7 days
14 days
120 days
30 days
30 days
30 days
30 days
5 days
5 days
5 days
5 days
5 days
5 days
5 days
64 days
7 days
7 days
7 days
7 days
7 days
7 days
7 days
7 days
7 days
7 days

Wed 3/16/16
Tue 1/26/16
Sun 12/27/15
Tue 3/31/15
Thu 3/31/16
Sun 3/27/16
Wed 4/1/15
Wed 4/1/15
Wed 4/1/15
Wed 4/1/15
Thu 6/25/15
Thu 6/25/15
Tue 6/30/15
Sun 7/5/15
Fri 7/10/15
Wed 7/15/15
Mon 7/20/15
Sat 7/25/15
Sun 12/27/15
Sun 12/27/15
Sun 12/27/15
Sun 12/27/15
Sun 12/27/15
Sun 12/27/15
Sun 1/3/16
Sun 1/3/16
Sun 1/3/16
Sun 1/3/16
Sun 1/3/16

Fri 3/25/16
Wed 2/24/16
Thu 3/31/16
Mon 4/20/15
Wed 4/6/16
Sat 4/9/16
Wed 7/29/15
Thu 4/30/15
Thu 4/30/15
Thu 4/30/15
Fri 7/24/15
Mon 6/29/15
Sat 7/4/15
Thu 7/9/15
Tue 7/14/15
Sun 7/19/15
Fri 7/24/15
Wed 7/29/15
Sun 2/28/16
Sat 1/2/16
Sat 1/2/16
Sat 1/2/16
Sat 1/2/16
Sat 1/2/16
Sat 1/9/16
Sat 1/9/16
Sat 1/9/16
Sat 1/9/16
Sat 1/9/16

Work

20 hrs
50 hrs
100 hrs
30 hrs
10 hrs
40 hrs
106 hrs
10 hrs
20 hrs
20 hrs
48 hrs
8 hrs
8 hrs
8 hrs
8 hrs
8 hrs
8 hrs
8 hrs
320 hrs
64 hrs
16 hrs
16 hrs
16 hrs
16 hrs
64 hrs
16 hrs
16 hrs
16 hrs
16 hrs
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WBS

1.3.3
1.3.3.1
1.3.3.2
1.3.3.3
1.3.3.4
1.3.4
1.3.4.1
1.3.4.2
1.3.4.3
1.3.4.4
1.3.5
1.3.5.1
1.3.5.2
1.3.5.3
1.3.5.4
1.4
1.4.1
1.4.2
1.4.3
1.4.3
1.5
1.5.1
1.5.2
1.5.3
1.5.4
1.5.5
1.5.6
1.5.7
1.5.8
Susan Giedt

Task Name

Audit Distribution Division
Audit Work Instructions
Audit Flow Charts
Audit Procedures
Audit Forms
Audit Safety Division
Audit Work Instructions
Audit Flow Charts
Audit Procedures
Audit Forms
Audit Accounting/Bookkeeping Division
Audit Work Instructions
Audit Flow Charts
Audit Procedures
Audit Forms
Document Internal Audit Results
Develop Corrective Actions
Compose Internal Audit Report
Develop Audit Finding Presentation
Present Audit Findings
Develop Corrective Action Project Management Plan
Create Risk Management Plan
Create Communication Management Plan
Create Human Resources Management Plan
Create Quality Management Plan
Create Stakeholder Identification and Analysis
Create Project Schedule
Create Work Breakdown Structures
Create Project Budget

Susan Giedt

Predecessors

84FS+13 days
84FS+13 days
84FS+13 days
84FS+13 days
89
89
89
89
94FS+14 days
94FS+14 days
94FS+14 days
94FS+14 days

103

101
101
101
Project Management Plan

Duration

Start

Finish

7 days
7 days
7 days
7 days
7 days
9 days
9 days
9 days
9 days
9 days
7 days
7 days
7 days
7 days
7 days
89 days
77 days
77 days
11 days
1 day
105 days
105 days
105 days
105 days
105 days
105 days
20 days
20 days
20 days

Sat 1/23/16
Sat 1/23/16
Sat 1/23/16
Sat 1/23/16
Sat 1/23/16
Sat 1/30/16
Sat 1/30/16
Sat 1/30/16
Sat 1/30/16
Sat 1/30/16
Mon 2/22/16
Mon 2/22/16
Mon 2/22/16
Mon 2/22/16
Mon 2/22/16
Sun 12/27/15
Sun 12/27/15
Sun 12/27/15
Sun 3/13/16
Thu 3/24/16
Sun 12/27/15
Sun 12/27/15
Sun 12/27/15
Sun 12/27/15
Sun 12/27/15
Sun 12/27/15
Mon 3/7/16
Mon 3/7/16
Mon 3/7/16

Fri 1/29/16
Fri 1/29/16
Fri 1/29/16
Fri 1/29/16
Fri 1/29/16
Sun 2/7/16
Sun 2/7/16
Sun 2/7/16
Sun 2/7/16
Sun 2/7/16
Sun 2/28/16
Sun 2/28/16
Sun 2/28/16
Sun 2/28/16
Sun 2/28/16
Thu 3/24/16
Sat 3/12/16
Sat 3/12/16
Wed 3/23/16
Thu 3/24/16
Sat 4/9/16
Sat 4/9/16
Sat 4/9/16
Sat 4/9/16
Sat 4/9/16
Sat 4/9/16
Sat 3/26/16
Sat 3/26/16
Sat 3/26/16

Work

64 hrs
16 hrs
16 hrs
16 hrs
16 hrs
64 hrs
16 hrs
16 hrs
16 hrs
16 hrs
64 hrs
16 hrs
16 hrs
16 hrs
16 hrs
91 hrs
40 hrs
40 hrs
10 hrs
1 hr
117 hrs
20 hrs
20 hrs
20 hrs
20 hrs
20 hrs
10 hrs
5 hrs
2 hrs
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APPENDIX C. STAKEHOLDER REGISTER
List of Stakeholders
ID Stakeholder Organization

Identifying Mutuality
Role

Importance

Sets Juland's organizational objectives, goals,and
strategies to achieve these. Fully supports ISO
9001:2008 framework as a tool to increase
efficiencies in company processes toward a goal of
increased profit. Will provide executive level
involvment, support, and resources to project. This
stakeholder has ownership over project.

Internal

Supporter

4

4

4

4

16

All project progress performance
milestones are completed and submitted on- All
time.

Sidewards

Internal

Supporter

1

2

3

3

9

Student Advisory
Committee Member

Understands structure and implementation of ISO
9001:2008 standards. Subject matter expert in
project management and will provide guidance and
feedback during all phases of project. This
stakeholder will contribute in the form of knowledge
and support to this project.

Weekly informal updates on project progress via
email/telephone or in person. Project Progress
Milestones are fully completed on-time and per All project progress performance
syllabus. Project manager demonstrates the
milestones are completed and submitted on- All
ability to follow project lifecycle and produces a time.
meaningful contribution to the Project
Management Body of Knowledge.

Sidewards

Internal

Supporter

1

2

3

3

9

Student Advisory
Committee Member

Subject matter expert in project management, project
strategy and definition Understands the importance
of the ISO 9001:2008 standard with respect to
organizational design and selection of buyers and
sellers for projects. Will provide guidance and
feedback during all phases of project. This
stakeholder will contribute in the form of knowledge
and support to this project.

Bi-weekly informal updates on project progress
via telephone or in person. Project Progress
Milestones are fully completed on-time and per All project progress performance
syllabus. Project manager demonstrates the
milestones are completed and submitted on- All
ability to follow project lifecycle and produces a time.
meaningful contribution to the Project
Management Body of Knowledge.

Sidewards

Internal

Supporter

1

2

3

3

9

Operations Manager

Implements activities to meet Juland's corporate
objectives and goals. Will prove mid-level
management support and resources to project. Will
benefit from successful prject execution.

Project is completed on time with minimal
changes to the project schedule. Weekly updates
during company staff meeting. Identification of
non-conformance are noted and appropriate
corrective action is developed and included in
Project Management Plan deliverable.

Downwards Internal

Resistant

3

4

3

2

12

Project sponsor

2

Dr. Seong Dae Kim

Student Advisory
Committee Member

4

6

Ms. LuAnn Piccard

Bryan Hoffman

Susan Giedt

Project is executed in within scope, on-time, and
within budget. Identification of nonconformance will be noted and appropriate
corrective action will be developed and included
in Project Management Plan deliverable. Daily
informal updates in person or via email to project
status to include discovery of noncompliant
items, and changes to project scope, scheule, or
budget,
Quality management subject matter expert.
Bpi-weekly informal updates on project progress
Understands structure and implementation of ISO
via email/telephone or in person. Project
9001:2008 standards. Will provide guidance and
manager demonstrates the ability to follow
feedback during all phases of project. This
project lifecycle and produces a meaningful
stakeholder will contribute in the form of knowledge contribution to the Project Management Body of
and support to this project.
Knowledge.

Upwards

Andy Nielsen

Mr. Roger Hull

Requirements

Stakeholder Prioritization
Urgency
Lifecycle Phase Direction of Internal/ Supporter/ Power Proximity Value Action Ranking
with Most
Influence
External Neutral/
(1-4)
(1-4)
(1-5) (1-5)
Score
Interest
(U/D/O/S)
Resistant

Formal internal audit report delivered to
senior management at project close. Fully
executable Project Management Plan that All
implements approved recommendation
corrective actions.

1

3

Expectations

Categorize

Project is completed on time with minimal
changes to the project schedule. The
Execution
Corrective Action Project Management
Monitor &
Plan is fully executible and provides
Control
legitimate corrective actions.

Project Management Plan
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List of Stakeholders
ID Stakeholder Organization

Identifying Mutuality

Categorize
Stakeholder Prioritization
Urgency
Lifecycle Phase Direction of Internal/ Supporter/ Power Proximity Value Action Ranking
with Most
Influence
External Neutral/
(1-4)
(1-4)
(1-5) (1-5)
Score
Interest
(U/D/O/S)
Resistant

Role

Importance

Expectations

Requirements

Operations Manager

Implements activities to meet Juland's corporate
objectives and goals. Will prove mid-level
management support and resources to project. Will
benefit from successful prject execution.

Project is completed on time with minimal
changes to the project schedule. Identification of
non-conformance is noted and appropriate
corrective action aredeveloped and included in
Project Management Plan deliverable.

Project is completed on time with minimal
changes to the project schedule. The
Execution
Corrective Action Project Management
Monitor &
Plan is fully executible and provides
Control
legitimate corrective actions.

Downwards Internal

Resistant

3

4

3

4

14

President

Sets Juland's long term goals. Fully supports ISO
9001:2008 framework as a tool to increase
efficiencies in company processes toward a goal of
increased profit and company longevity within the
industry. Will provide executive level support.

Project is completed on time with minimal
changes to the project schedule. Identification of
non-conformance is noted and appropriate
corrective action are developed and included in
Project Management Plan deliverable.

Formal internal audit report delivered to
senior management at project close. Fully Execution
executable Project Management Plan that Monitor &
implements approved recommendation
Control
corrective actions.

Upwards

Internal

Supporter

4

4

4

3

15

Safety Manager

Directs activities to meet Juland's corporate
objectives and goals with regards to Health, Safety,
Security, and Environmental control and compliance.
Subject matter expert for Juland infrastructure and
processes. Will provide support to project and
benefit from successful project execution.

Identification of non-conformanities are noted
and appropriate corrective action is developed
and included in Project Management Plan
deliverable.

Project is completed on time with minimal
changes to the project schedule. The
Execution
Corrective Action Project Management
Monitor &
Plan is fully executible and provides
Control
legitimate corrective actions.

Downwards Internal

Supporter

3

4

3

3

13

10 Mark Helmericks

Owner

Sets Juland's long term goals. Fully supports ISO
9001:2008 framework as a tool to increase
efficiencies in company processes toward a goal of
increased profit and company longevity within the
industry. Will provide executive level support.

Formal internal audit report delivered to
Identification of non-conformance are noted and
senior management at project close. Fully Execution
appropriate corrective action is developed and
executable Project Management Plan that Monitor &
included in Project Management Plan deliverable.
implements approved recommendation
Control
Project updates on an as-needed basis.
corrective actions.

Upwards

Internal

Supporter

4

4

3

4

15

11 Fairbanks Fuel Rack

Supplier

This stakeholder has an interest in this project.

Juland contiues to draw fuel from this supplier.

Closing

Outwards

External

Neutral

1

2

1

1

5

12 Tesoro Fuel Rack

Supplier

This stakeholder has an interest in this project.

Closing

Outwards

External

Neutral

1

2

1

1

5

13 Valdez Fuel Rack

Supplier

This stakeholder has an interest in this project.

Closing

Outwards

External

Neutral

1

2

1

1

5

Closing

Outwards

External

Supporter

3

3

2

3

11

Closing

Outwards

External

Supporter

3

3

2

2

10

Closing

Outwards

External

Supporter

3

3

2

2

10

7

8

9

Gary Cooper

Eric Helzer

Jeff Holder

14 BP Exploration

Major Client

15 ENI

Major Client

16 REPSOL

Major Client

Fully supports ISO 9001:2008 standards and seeks
out suppliers to comply with standard. This
stakeholder has an interest in this project.
Fully supports ISO 9001:2008 standards and seeks
out suppliers to comply with standard. This
stakeholder has an interest in this project.
Fully supports ISO 9001:2008 standards and seeks
out suppliers to comply with standard. This
stakeholder has an interest in this project.

Juland provides accurate fuel allocations
and draws fuel without incident.
Juland provides accurate fuel allocations
Juland contiues to draw fuel from this supplier.
and draws fuel without incident.
Juland provides accurate fuel allocations
Juland contiues to draw fuel from this supplier.
and draws fuel without incident.
Juland delivers fuel and solid waste
Colvlle delivers service on-time, with-in budget,
services as requested to support oil
and with-out incident.
production.
Juland delivers fuel and solid waste
Colvlle delivers service on-time, with-in budget,
services as requested to support oil
and with-out incident.
production.
Juland delivers fuel and solid waste
Colvlle delivers service on-time, with-in budget,
services as requested to support oil
and with-out incident.
production.

17

Alaska Department of Environmental
Compliance Agency
Conservation (ADEC)

This stakeholder has an interest in this project.

Juland designs and executes company processes
to meet all ADEC regulatory requirements

Juland meets all regulatory requirements

Closing

Sidewards

External

Neutral

2

1

2

2

7

18

Department of Natural Resources
(DNR)

Compliance Agency

This stakeholder has an interest in this project.

Juland designs and executes company processes
to meet all DNR regulatory requirements

Juland meets all regulatory requirements

Closing

Sidewards

External

Neutral

2

1

2

2

7

Compliance Agency

This stakeholder has an interest in this project and
will also contribute to the project in the form on
knowledge and support.

Juland designs and executes company processes
to meet all OSHA regulatory requirements

Juland meets all regulatory requirements

Closing

Sidewards

External

Neutral

2

1

2

2

7

Occupational Safety and Health
19
Administration (OSHA)

Susan Giedt
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List of Stakeholders

Identifying Mutuality

ID Stakeholder Organization

Role

Importance

Expectations

20 Juland Supply

Sister Company

This stakeholder has an interest in this project and
will also contribute to the project in the form on
knowledge and support.

Lessons learned are captured and archived with
regards to project actions that went well and
those that dhoulf br improved.

21 Juland Transport

This stakeholder has an interest in this project and
Supplier/Sister Company will also contribute to the project in the form on
knowledge and support.

22 UAA IRB

University Research
Review Board

This stakeholder has an interest in this project and
will also contribute to the project in the form on
knowledge, support, and research approval

Requirements

Lessons learned from all project lifecycle
phases is provided in order to plan for
successfule implementation of similair
project in this company.
Lessons learned from all project lifecycle phases Lessons learned from all project lifecycle
is provided in order to plan for successfule
phases is provided in order to plan for
implementation of similair project in this
successfule implementation of similair
company.
project in this company.
Project Manager complies with guidelines set
forth within in the IRB.

Project Manager receive IRB approval
before engaging any research subjects.

Power:
4. High capacity to formally instruct change: can have work stopped
3. Some capacity to formally instruct change: must be consulted or has to approve
2. Significant informal capacity to cause change
1. Relatively low levels of power: cannot generally cause much change

Categorize
Stakeholder Prioritization
Urgency
Lifecycle Phase Direction of Internal/ Supporter/ Power Proximity Value Action Ranking
with Most
Influence
External Neutral/
(1-4)
(1-4)
(1-5) (1-5)
Score
Interest
(U/D/O/S)
Resistant
All

Sidewards

External

Supporter

2

1

2

2

7

All

Sidewards

External

Supporter

2

1

2

2

7

All

Sidewards

External

Neutral

4

1

3

3

11

Value
5. Very high: has great personal stake in the work's outcome (success/cancellation)
4. High: sees work's outcome as being important (benefit or threat) to self or organization
3. Medium: has some direct stake in the outcome of the work
2. Low: is aware of work and has an indirect stake in work's outcome
1. Very low: has very limited or no stake in work's outcome

Proximity
4. Directly involved in the work: team members working most of the time
3. Routinely involved in the work: part-time team members, external suppliers, and active sponsors
2. Detached from the work but has regular contact with, or input to, the work processes
1. Relatively remote from the work: does not have direct involvement with the processes: clients and most senior managers

Action
5. Very high: self-activated, will go to almost any length to influence the work
4. High: is likely to make a significant effort to influence the work
3. Medium: may be prepared to make an effort to influence the work
2. Low: has the potential to attempt to influence the work
1 Very low: is unlikely to attempt to influence the work

Influence
1. Upwards defines the influence that senior management, especially the sponsor, exerts over the activity.
2. Downwards denotes team members, whether full-time staff, consultants, contractors or specialists who work with the
3. Outwards stakeholders are those outside the entity that does the work and will include individuals and groups such as end users, government, regulators, the public, shareholders and lobby groups: outwards stakeholders are shown as blue.
4. Sidewards stakeholders are peers of the manager, industry groups and managers within the organisation who are considered
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APPENDIX D. RISK REGISTER
Risk Register
Risk Identification
ID
Risk

Internal Audit of the Juland, Incorporated ISO 9001 Quality Management System
Qualitative Rating
Probability Impact

Risk Category

Risk Response
Risk Score Risk Ranking Risk Response
Rescope project, change schedule but do not change work
required. Meet with company president to request additional time
10
70
1 off to work project deliverables.

2

Unforecasted staffing requirements cause Project Sponsor to reduce Project
Manager's available time in this project.
Division managers can not make key resources available during audit schedule,
due to unscheduled company obligations.

3
4

Project team can not adequately perform internal audit
Inadequate funding to complete project

Quality
Budget

4
3

10
10

40
30

5

Division managers do no agree on implementation plan proposal

Schedule/Quality

4

7

28

6

Survey does not receive a minimum number of respondents

Quality

8

8

64

1

All

7

Schedule/Quality

7

6

42

3 Include slack time in schedule for each work center internal audit
Include additional contingency funds in budget to address the need
4 for outside ISO 9001 contractor support.
5 Rescope project
Establish formal approval process through senior management and
6 work centers to resolve empasses
Use data currently available to prove or disprove my research
hypothesis. Resubmit existing survey to additional pools of potential
respondents. Resubmit exisitng survey again to existing pool of
2 potential repsondents. Use alternate method of research.

Key Terms
Risk: The risk stated in a complete sentence which states the cause of the risk, the risk, and the effect that the risk causes to the project.
Risk Category: Categorization of risks by area of project affected, source of risk or other useful category.
Probability: The likelihood that a risk or opportunity will occur (on a scale from 0 to 10 with 10 being the highest).
Impact: The impact of the risk on the project if the risk occurs (scale from 0 to 10 with 10 being the highest).
Risk Score: Determined by multiplying probability and impact (scale from 0 to 100).
Risk Ranking: A priority list which is determined by the relative ranking of the risks (by their scores) within the project with the number one being the highest risk score.
Risk Response: The action which is to be taken if this risk occurs.
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APPENDIX E. REQUIREMENTS TRACEABILITY MATRIX
Requirement Information
ID
R.1

Requirement
Bi-Weekly Updates

Priority
High

Relationship Traceability

Category

Source

Relates to
Stakeholder

PM

Project
Manager

S1-S4,

E-mail confirmation

Ad hoc meetings

S2-S4, S21

E-mail confirmation

IRB Approval

Verification

Validation

R.2

Submit IRB Request

High

PM

Project
Manager

R.3

Project Schedule

High

PM

Project
Manager

S1, S6-S10

Project Plan

Stakeholder Written
Approval

R.4

Formal Internal Audit
Report

High

PM

Project
Manager

S1-S10

Formal Report

Release of Formal Report

R.5

Research Survey

High

PM

Project
Manager

S1-S4, S21

Survey
Questionnaire

IRB Approval

R.6

Corrective Action PMP

High

PM

Project
Manager

S1-S10

PMP Document

Sponsor approval of PMP

PM

Project
Manager

S1-S4, S8, S10,
S21

Research Paper

Release of Paper

R.7

Research Paper
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APPENDIX F. PROJECT ISSUE LOG
Issue Log
Project: Internal Audit of the Juland, Incorporated ISO 9001 Quality Management System

Date: April 8, 2016

Issue

Date
Resolved

Description

Priority
(H, M, L)

Susan Giedt

Category

Reported
By

Assigned
To

Project Management Plan

Status

Resolution/
Comments
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F-822-002-A
Internal Audit Report
Audit Number: 2016
Date: March 14, 2016

Meeting Attendees:
Eric Helzer
Susan Giedt
Andy Nielsen
Russ Minkemann
Gary Cooper
Bryan Hoffman
Hank Herglotz
Jerry Howard
Mark Finstrom
Shannon Price
Rob Baker
Craig Welch
David Pritchard
Mike Kunkel
James Bond
Alan Hoza
Kristine Haller

Objective:
Identify nonconformities, opportunities for improvement, and best practices to internal company
stakeholders.

Areas Audited:
Juland Incorporated: Solid Waste, Tank Farm, Distribution, Administrative, Safety
Auditors: Susan Giedt (Lead), Hank Herglotz (Safety), Bryan Vanderwood (Solid Waste), Roger Bock
(Distribution), Erik Siewertsen (Tank Farm), and Kristine Haller (Administration)

Documents Reviewed:
Quality Manual
Quality Policy
Diesel Handling Procedure
Occupational Safety and Health Manual
Emergency Response Program
Oil Discharge Prevention and Contingency Plan
Fuel Transfer Checklist
Spill Prevention, Control and Countermeasure Plan
Facility Response Plan
1
Internal Document: Juland Incorporated
This becomes an uncontrolled document when printed.
Printed on 4/8/2016 3:06:54 PM
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Internal Audit Report
Audit Number: 2016
Date: March 14, 2016

Documents Reviewed:
Training Matrix
Vehicle Accident Plan
Vehicle Operations Handbook
Employee Handbook
Bookkeepers Checklist
Meter Ticket Tracker
Meter Ticket Forms
Solid Waste Collection Form
Customer Requirement Flow Chart
Tank Farm Work Instructions
Solid Waste Work Instructions
Contract Tracker
Deadline Tracker
Equipment Tracker
Facility Tracker
Alcohol and Drug Prevention Manual

Criteria:
4. Quality Management System
4.1 General Requirements
4.2.2 Quality Manual
4.2.3 Control of Documents
4.2.4 Control of Quality Records
5.1 Management Commitment
5.2 Customer Focus
5.3 Quality Policy
5.4.1 Quality Objectives
5.4.2 QMS Planning
5.5.1 Responsibility and Authority
5.5.2 Management Representative
2
Internal Document: Juland Incorporated
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Criteria:
5.5.3 Internal communication
5.6.1 General
5.6.2 Review Input
5.6.3 Review Output
6.1 Provision of resources
6.2.1 Human Resources-General
6.2.2 Competence Awareness and Training
6.3 Infrastructure
6.4 Work Environment
7.1 Planning of Product Realization
7.2.1 Determination of Requirements Related to the Product
7.2.2 Review of Requirements Related to the Product
7.2.3 Customer Communication
7.3.1 Design/Development Planning
7.3.2 Design/Development. Inputs
7.3.3 Design/Development Outputs
7.3.4 Design/Development Review
7.3.5 Design/Development Verification
7.3.6 Design /Development Validation
7.3.7 Control of Design/Dev. Changes
7.4.1 Purchasing process
7.4.2 Purchasing information
7.4.3 Verification of Purchased Product
7.5.1 Control of Production and Service
7.5.2 Validation of Processes for Production and Service Provision
7.5.3 Identification and Traceability
7.5.4 Customer Property
7.5.5 Preservation of Product
7.6 Control of Monitoring and Measuring Equipment
8.1 General
3
Internal Document: Juland Incorporated
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Internal Audit Report
Audit Number: 2016
Date: March 14, 2016

Criteria:
8.2.1 Customer Satisfaction
8.2.2 Internal Audits

Findings:
General Comments
The largest trend identified during the internal audit was a lack of standard documentation and lack of
work instructions for the administrative segment of Juland Incorporated’s operations. Employees saved
items in different several different locations and used a plethora of disparate nomenclatures to identify the
documents. Some items were saved on a shared drive located at the work site with other documents
were uploaded to the company’s SharePoint site for global access. Corporate level documents better
adhered to the quality management system than departmental documents. Items that were external to the
company also adhered more toward the standard than documents or processes that were internal based
only.
Another trend identified was that documentation within the safety and environmental area was of more
quality than operational or administrative departments. This was due, in part, to the fact that failure to
comply here had both financial and loss of life and implications than other areas as well as requirements
in this area are also governed by external agencies such as the Environmental Protection Agency and the
Occupational Safety and Health Administration.
ISO 9001 includes processed assess tasks for improvement and risk to potential operations, but again
the documentation was weak. It was identified that senior leadership had a much better concept of basic
ISO 9001 principles than the average laborer operating a fuel truck or trash compactor. In conducting
the closing meeting, it was discussed this phenomenon might be due to the rapid growth of the company.
The infrastructure had not had the opportunity to grow in tandem but due to the flat nature of the company
in terms of management, it was difficult to implement any improvements while continuing regular day to
day operations. Juland Incorporated must focus on maturing its quality management system as the audit
has highlighted areas in which there has been little progress from the initial implementation.

Summary of Findings by Area
Chapter

Findings

Quality Management System

4

Management Commitment

6

Provision of Resources

5

Planning of Product Realization

4

Measurement, Analysis and Improvement

5

TOTAL

24
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Nonconformities and Correction Action Requests (CAR):
4 Quality Management System
4.1 General Requirements

Observation/Comments

Has your organization established a
management system (QMS) giving
consideration to:
Identifying the processes needed and
the application of the processes
throughout the organization:
Determining the sequence and
interaction of the processes?
Determining the criteria and methods for
operation and control of the processes?

Corrective Action Request

Yes

Yes
Yes

Ensuring the availability of resources
and information to support the
processes?
Monitoring, measuring and analyzing
these processes?
Implementing actions to achieve planned
results and the continual improvement?

Yes

If your organization out sources any
processes that affects product
conformity, are the outsourced process
controlled and identified?
4.2 Documentation Requirements

Yes

4.2.2 Quality Manual

Observation/Comments

Corrective Action Request

Does your organization have a quality
manual? Does it include the following:

Yes, however, the Quality Manual has
not been updated since 2014. The
Quality manual should be reviewed and
updated annually. This requires a
corrective action request.

2016-4.2.2

Observation/Comments

Corrective Action Request

The formal procedure has not been
reviewed or updated since 2014.

2016-4.2.3.a

The scope of your QMS and
justifications and details of any
exclusions
The documented procedures for the
QMS or reference them?
A description of interactions between the
processes of the QMS?
4.2.3 Control of Documents
Does your organization have a formal
procedure regarding the control of
documents for your organization? Does
this procedure address the following
items:
Are documents approved prior to issue?

Are documents reviewed and updated
as necessary and then re-approved?

Are changes and the current revision
status of documents identified?

Yes
Yes

The current procedure does not include
the review of external documents by the
Chief Operating Officer (COO) as this
position was created within the company
in 2015, after the last revision.
Documents are not being reviewed on a
regular basis. Recommend document
revision dates are added to the
company’s deadline tracker and be
managed by the company quality
manager.
Current revision of documents is
annotated in the footer of the document
with the revision date.

2016-4.2.3.c
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Are relevant versions of applicable
documents available at points of use?

Are documents legible and readily
identifiable?
Are documents of external origin
identified and their distribution
controlled?
Is a mechanism in place to prevent
unintended use of obsolete documents:
Are old documents identified if retained?

4.2.4 Control of Quality Records
Does your organization have a formal
procedure for the control of quality
records?

Current revision of documents are stored
either on a shared drive or on the
company SharePoint Site. Older
versions of documents are also kept in
various archival folders in both locations.
There is no master listing identifying
which documents are kept where.
Recommend implementation of an
official File Plan
Yes documents are published in Adobe
Acrobat with draft versions created in
Microsoft Word
Documents of external origin are not
controlled. Recommend adding
nomenclature to document titles, to
identify as such
Old documents are retained in archival
folders on the Shared Drive or
SharePoint. These documents are not
identified as obsolete or date
Recommend the addition of this
nomenclature to document footer and
document title, if the documents must be
retained
Observation/Comments

2016-4.2.3.b

2016-4.2.3.g

Corrective Action Request

Yes this procedure exists, but has not
been reviewed since 2014. Corrective
action required to add review of this
document to the company deadline
tracker and managed by the quality
manager.
Yes, quality records are legible and are
saved on the company shared drive
Yes

2016-4.2.4.a

5.1 Management Commitment

Observation/Comments

Corrective Action Request

Has top management demonstrated
commitment to both the development
and implementation of the QMS and to
continual QMS improvement by:

Yes, top management is very committed
to the QMS, however, there seems to be
a lack of follow-up regarding the
implementation and documentation of
the system. The company excels are
communicating with customers to
determine their requirements and with
regulatory agencies to meet those
requirements, however there is little
documentation or regular review of
existing documentation to reinforce
these concepts. Concepts of the QMS
are discussed at weekly staff meeting.
Recommend a detailed review of current
QMS nonconformities with management.

2016-5.1

Are quality records legible, readily
identifiable and retrievable?
Does the procedure describe
identification, storage, protection,
retrieval, retention time, and disposition
of records?
5 Management Responsibility

Communication the importance of
meeting customer requirements and
statutory/regulatory requirements:
Establishing a written quality policy?
Identifying quality objectives
Conducting management reviews?
6
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Ensuring resources are available?
5.2 Customer Focus

Observation/Comments

Corrective Action Request

Does your organization have a process
in place to identify your customer
requirements?

Yes, customer requirements are
collected during project kick-off
meetings, project quarterly performance
review (QPS) and also during ad hoc
communications.
Yes, the company uses the Vice
President for Sales and Marketing to
reach out to customers on a monthly
basis for feedback.
Yes, top management and all employees
understand the importance of customer
satisfaction and this concept is
reinforced at weekly tool box meetings
with all employees as well as weekly
management meetings.
Observation/Comments

Corrective Action Request

Are your customer needs and
requirements identified on a continual
basis?
Is your organization aimed at achieving
customer satisfaction?

5.3 Quality Policy
Has top management established a
quality policy that:
Is appropriate to the purpose of your
organization?
Includes a statement of commitment to
meet requirements and continually
improve?
Provides a framework for establishing
and reviewing quality objectives?
Is communicated and understood at all
levels of the organization?

Yes
Yes

Yes

2016-5.3.d
2016-5.3.e

5.4 .1 Quality Objectives

Yes, however this was weak at best.
While the QMS concepts are reviewed at
top management level, there is not a
strong sense that all employees
understand the concepts of the QMS.
Correction Action recommended to add
this to all weekly toolbox meetings
Yes, top management has established a
policy that meets the specified intent and
criteria. The policy has not been
reviewed since 2014. Correction Action
is required to add a review of the policy
to the company deadline tracker and
managed by the Quality Manager
Observation/Comments

Are the quality objectives of you
organization:
Established by top management

Yes

Reviewed for continuing suitability?

Include meeting the requirements for the
products
Established at relevant functions and
levels within your organization?
Measurable and consistent with the
quality policy, including commitment to
continual improvement?
5.4.2 QMS Planning
Does the quality planning process
ensure:

Corrective Action Request

Yes
Yes
Yes

Observation/Comments

Corrective Action Request
2016-5.4.2a
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Planning meets the requirements set in
4.1, including the quality objectives?

When changes to the QMS are planned
and implemented the integrity of the
QMS is maintained?
5.5.1Responsibility and Authority
Are responsibilities, authorities and their
interrelation defined and communicated
within you organization?
5.5.2 Management Representative
Has top management appointed a
member of management that has
responsibility and authority to:
Establish, implement, and maintain the
processes needed for the QMS?

Report to top management on the QMS
and the need for improvement?
Communicated customer requirements
throughout your organization?

5.5.3 Internal communication
Has a communication process been
established within your organization?

Planning at top management level does
meet the requirements set in the
company’s Quality Manual. However
this is much weaker at lower levels of
the organization. Corrective Action is
recommended to implement a mid-level
training program focused on department
heads.
Yes, again at the top management level.
Refer to above finding and associated
recommended corrective action.
Observation/Comments

Corrective Action Request

Yes, this is communicated through the
company functional organizational chart
and reinforced during all forms of
communication.
Observation/Comments

Corrective Action Request

Yes, however the current quality
manager is also the Chief Operating
Officer. Recommend a corrective action
to move the quality manager
responsibility to the Safety and
Compliance Manager. The company
currently does not employ a Chief
Information Officer, but would
recommend this responsibility migrate
over to that position, in the event it is
created within the company.
Yes, same as above
Currently the Vice President for Sales
and Marketing collects all customer
requirements and communicates them to
the organization.
Observation/Comments

Corrective Action Request

Yes, the communication process follows
the functional organizational chart of the
company. It is apparent the
communication is stronger at the upper
levels of the company. Recommend
corrective action to develop a plan to
communicate with employees below this
level.

2016-5.5.3

Observation/Comments

Corrective Action Request

A management review has not been
conducted since 2014. Recommend
corrective action to conduct a
management review. Recommend
using the results of this internal audit as
the framework for the management
review. From this opportunities for
improvement can be assessed as well

2016-5.6.1.a

Do the communications include the
effectiveness of the QMS?
5.6 Management Review
5.6.1 General
At management review does your top
management:
Review the QMS?

8
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as the need for additional changes to the
quality policy and objectives, if require

Meet at planned intervals?

Recommend corrective action to add the
management review the company
deadline tracker as managed by the
Quality Manager

Have a statement of suitability,
adequacy and effectiveness of the
QMS?
Assess opportunities for improvement?
Evaluate the need for changes including
the quality policy & objectives?
5.6.2 Review Input

Observation/Comments

Corrective Action Request

Please see 5.6.1.a nonconformity and
associated CAR.

2016-5.6.1.a

5.6.3 Review Output

Observation/Comments

Corrective Action Request

Does the output from management
review include the decisions and actions
related to:
Improvement of the effectiveness of the
QMS and its processes?
Improvement of product related to
customer requirements:
Resource needs?

Please see 5.6.1.a nonconformity and
associated CAR.

2016-5.6.1.a

Observation/Comments

Corrective Action Request

The company does use the Plan, Do,
Check, Act (PDC model for
implementing new processes. The
company does perform testing on new
products and processes before full
implementation. However,
documentation of the PDCA is not
strong. Recommend corrective action to
ensure documentation is performed
when implementing new processes or
products.

2016-6.1.a

Does management review input include:
Audit results
Customer feedback
Process performance and product
conformance?
Status of corrective and preventive
actions?
Follow-up actions from previous
management reviews?
Changes that could affect the QMS?
Recommendations for improvements?

6 Resource Management
6.1 Provision of resources
Has your organization implemented
methods to determine and provide the
resources needed to:
Implement and continually improve the
processes of the QMS?

9
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Address customer satisfaction by
meeting customer requirements:

6.2 1 Human Resources-General
Are personnel with assigned
responsibilities competent on the basis
of appropriate education, training, skills,
and experience?

Documentation is also weak in the area
of customer satisfaction. There is no
central repository for collecting customer
requirements. Recommend corrective
action to address this nonconformity
Observation/Comments

2016-6.1.b

The company maintains a training matrix
that associates specific jobs with
appropriate training, skills, and
experience. The Safety and Compliance
Manager maintains this tracker for the
company. The tracker also contains
current training dates for all employees.
Employees are required to complete
annual check rides, if required to operate
equipment. This is documented in the
training matrix. This program is very
strong with fuel truck operators,
accounting personnel, and safety
personnel. It needs to be strengthen for
all employees. Recommend corrective
action to address: Solid Waste
personnel,

2016-6.2.1.a

Observation/Comments

Corrective Action Request

Competency requirements were
implemented for the areas considered
the highest risk and direct customer
facing. Please see nonconformity 20166.2.1 and associated CAR

2016-6.2.1

Observation/Comments

Corrective Action Request

The company is has a strong facility,
equipment, and vehicle inspection
program that includes programming for
replacement items in the annual capital
budget. Recommendation for
replacement or new items is sent up
through the functional organizational
chart and expenditures approved
through the General Manager or CEO,
depending on dollar amount. When
planning for improvements to existing
processes or the additional of new
processes, working groups are
established to identify the need for
support items. However, documentation
for these items is not uniform.
Recommend corrective action to
address this.

2016-6.3.a

Corrective Action Request

Is there evidence of competence?
6.2.2 Competence Awareness and
Training
Has your organization determined the
competence required for personnel
performing work affecting product
quality?
Are personnel trained or are other
actions taken to satisfy competency
needs?
Has your organization ensured the
necessary competence has been
achieved?
Are personnel aware of the relevance
and importance of their activities and
how they contribute to the achievement
of the quality objectives?
Are records of competence, awareness
ant training maintained?
6.3 Infrastructure
Has your organization maintained the
facilities needed to achieve the
conformity to product requirements
including?
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Buildings, workspace, and utilities?
Process equipment, hardware and
software
Supporting services, such as
transportation, communication or
information systems?
6.4 Work Environment

Observation/Comments

Has your organization determined and is
it managing the work environment
needed to achieve conformity to product
requirements?
7 Product Realization

Please refer to 6.3

7.1 Planning of Product Realization

Observation/Comments

In planning and developing processes
needed for product realization, has your
organization determined:
The quality objectives and requirements
of the product
f established processes, documents and
specific product resources are needed?

Yes

Yes

7.2.1 Determination of Requirements
Related to the Product
Has your organization determined:

Observation/Comments

Customer requirements including
delivery and post-delivery activities?
Product requirements not stated by the
customer but necessary for use of the
product?

Yes

Any additional requirements determined
by your organization?
7.2.2 Review of Requirements Related
to the Product
Does your organization review customer
requirements prior to commitment to
supply the product?

Corrective Action Request

Yes

The required verification, validation,
monitoring, and inspection and test
activity specific to the product, and the
product acceptance criteria?
Records needed to provide evidence
that the realization processes and the
resulting product meet requirements?
Is the output of the planning process in a
form suitable for your method of
operation?
7.2 Customer-Related Processes

Statutory and regulatory requirements
related to the product?

Corrective Action Request

Yes

Yes

Yes – listed by contract and contained in
the contract entitlement database. Good
example of a tracking mechanism that
works well.
Yes – however the list for statutory and
regulatory requirements should be
reviewed on annual basis. Recommend
corrective action to add this review the
Deadline Tracker and maintained by
Quality Manager.
yes
Observation/Comments

Corrective Action Request

2016-7.2.1.c

Corrective Action Request

Yes all work is conducted under
purchase order, purchase agreement, or
work under. All documents are reviewed
for requirements by both the COO, CEO,
Legal, Insurance, and HSS

11
Internal Document: Juland Incorporated
This becomes an uncontrolled document when printed.
Printed on 4/8/2016 3:06:54 PM

F-822-002-A
Internal Audit Report
Audit Number: 2016
Date: March 14, 2016

Has a process of review (submission of
a tender, acceptance of contract or
order) been established?
Define product requirements?
Resolve contract or order requirements
differing from previously expressed?
Determine the ability to meet the defined
requirements?
Are records of the review and
subsequent action maintained?

Are the customer requirements
confirmed by your organization before
acceptance when the customer provides
no documented requirements?
When the product requirements are
changed, are the relevant documents
amended and the relevant personnel
made aware of the changes?
7.2.3 Customer Communication
Does your organization have
arrangements in place for
communication with customers
regarding:
Product information?

Enquiries, contracts or order handling,
including amendments?

Customer feedback, including customer
complaints?

Yes

Product requirements are defined in
these documents.
Monthly call are placed to customers to
confirm volume of fuel required or
number of solid waste pick-ups require
If the customer requirements cannot be
met an alternative is developed to satisfy
customer needs.
Records of review are not always kept.
Recommend creating a customer
database which logs all of this
information.
Yes

Yes documents are amended are
changes are communicated via email.
Recommend adding this CAR 7.2.1.c

2016-7.2.1.c

Observations/Comments

Corrective Action Request

Yes customers are provided with SDS
with each signed contract or any time
the SDS changes.
The Operations Manager manages
customer enquiries and orders and
refers all contractual amendments to the
General Manager. Recommend Action
Item to create a flow chart that depicts
this process.
Customer feedback is provided directly
to Operations Manager, General
Manager or via the InTouch Feedback
Management System.

2016-7.2.3.b

7.3 Design and Development
7.3.1 Design/Development Planning

Observations/Comments

Does your organization plan and control
the design and development of product?
During the design planning process,
does you organization determine:

Juland Incorporated interprets the terms
product as the service and supplies
provide. The company does not
manufacture any products.

The design and development stages?

Services are planned according to
customer requirements. However
documentation of this effort is weak.
Recommend Correction Action to
address this issue.
Yes

The review, verification and validation
are appropriate to each design and
development stage?
The responsibilities and authorities for
design and development?
Are the interfaces between different
groups involved in design managed to
ensure effective communication and
clarity of responsibilities?

Corrective Action Request

2016-7.3.1a

Yes
Yes
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Is planning output updated as the design
progresses?

Refer to CAR 7.3.1a

7.3.2 Design/Development. Inputs

Observations/Comments

Corrective Action Request

Are inputs relating to product
requirements determined and records
maintained?
Do the inputs include:
Functional and performance
requirements?
Applicable statutory/regulatory
requirements?
Information derived from previous similar
designs, where applicable?
Other requirements essential for
design/development?
Are the inputs reviewed for adequacy?
Are input requirements complete
unambiguous and not in conflict?
7.3.3 Design/Development Outputs
Are the outputs of design and
development in a form that enables
verification against the inputs?
Are the outputs approved prior to
release?
Do the outputs:

N/A

Observations/Comments

Corrective Action Request

N/A

Meet the input requirements?
Provide appropriate information for
purchasing, production and servicing?
Contain of reference acceptance
criteria?
Define the characteristics of the product
that are essential to its safe and proper
use?
7.3.4 Design/Development Review

Observation/Comments

Are systematic reviews of design and
development conducted at suitable
stages of the design process to:
Evaluate the ability to fulfill
requirements?
Identify any problems and propose
necessary actions
Do participants in the reviews include
representatives of those functions
concerned with the design and
development stage being reviewed?
Are you recording the results of the
reviews and any necessary actions?
7.3.5 Design/Development Verification

N/A

Is design and development verification
performed to ensure the outputs meet
the design and development inputs?
Are the results of verification and any
necessary action being recorded?
7.3.6Design /Development Validation

N/A

Observations/Comments

Corrective Action Request

Corrective Action Request

N/A
Observations/Comments

Corrective Action Request
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Is design/development validation
performed according to the plan to
confirm the product (output) meet the
requirements for the intended use? Is
validation of the product completed prior
to delivery or implementation? Are
results of validation and any necessary
actions being recorded?
7.3.7 Control of Design/Dev. Changes

Juland uses the Plan-Do-Check-Act
model while testing new methods and
processes. Again documentation in
terms of successes and failures is weak.
Recommend a correction active to
address this issue.

2016-7.3.6

Observations/Comments

Corrective Action Request

Are design/development changes
identified and recorded?
Are the changes verified, validated and
approved prior to implementation?
Are the changes evaluated for the effect
on constituent parts and delivered
products?
Are the results of the review of changes
and any necessary actions recorded?

Changes are identified but not recorded.
Refer to CAR 7.3.6
Changes are verbally approve
Changes are evaluated using the PlanDo-Check-Act model
Results are identified but not recorded.
Refer to CAR 7.3.6

7.4 Purchasing
7.4.1 Purchasing process

Observation/Comments

How has your organization ensured
purchased product conforms to specified
purchase requirements?

All fuel products are tested on a daily
basis to ensure product conforms to
requirements. Test results are saved on
the Share Drive
Juland uses are group of suppliers
based on product availability and
product prices.

Does the type and extent of control
applied to the suppler and the purchased
product depend on the effect on product
process or final product?
Does your organization evaluate and
select suppliers based on their ability to
supply product in accordance with the
requirements?
Are the criteria defined for selection and
periodic evaluation of suppliers?
Are evaluation and any necessary action
being recorded?
7.4.2 Purchasing information

Juland does select suppliers based on
their ability meet regulatory and statutory
requirements first before reviewing cost
data
Yes

Does the purchasing information
describe the product purchased, and
where appropriate:
Requirements for approval of product,
procedures, and equipment?
Requirements for qualification of
personnel?
Any QMS requirements?

Contracts, purchases orders, and
Invoices contain product information and
product requirements
Yes

Does your organization confirm the
adequacy of specified purchase
requirements prior to their
communication to the supplier?
7.4.3 Verification of Purchased
Product
Has your organization established and
implemented inspection or other
activities to confirm purchased product
meets specified purchase requirements?

Yes

Corrective Action Request

Yes refer to
Observations/Comments

Corrective Action Request

Yes
Yes

Observation/Comments

Corrective Action Request

All verification is performed on site at
Juland Incorporate Please refer to 7.4.1
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If your organization or your customer
plans to perform verification activities at
the supplier’s site, do you specify the
verification arrangements and method of
product release?
7.5 Production and Service Provision

N/A

7.5.1 Control of Production and
Service
Does your organization control
production and service operation by
planning:
Availability of information that specifies
the characteristics of the product?
Availability of work instructions?

Observation/Comments

Use of suitable equipment?

Availability and use of monitoring and
measuring equipment?

Implementation of monitoring and
measurement?
Implementation of release, delivery, and
post-delivery activities?
7.5.2 Validation of Processes for
Production and Service Provision
Does your organization have any
processes for production and service
where the output cannot be verified by
monitoring or measurement?
Do you validate these processes?

Does the validation process demonstrate
planned results?
Does your organization demonstrate the
ability of these processes, including:

Corrective Action Request

Yes
Work Instructions are maintained on the
Shared Drive.
Equipment requirements are reviewed
weekly at the staff meeting and
maintained by the Equipment Group.
Monitoring and Measuring of inspection
equipment is inspected and maintained
by the HSSE team on a monthly basis.
Meters and other measurement devices
are monitored and maintained by
maintenance personnel.
Yes
Yes
Observation/Comments

Corrective Action Request

No all fuel is measured using metering
equipment and then compensated for
temperature. Solid waste is measured
based on container size used.
Yes, fuel meters are proved on at least
an annual basis and reviewed each
week at the staff meeting.
Yes

Defining criteria for review and
approval?
Approving equipment and qualifications
of personnel?
Using specific methods and procedures?

Yes

Defining requirements for records?

Yes

Defining requirements for revalidation?

Yes

7.5.3 Identification and Traceability

Observation/Comments

If appropriate, does your organization
identify the product by suitable means
throughout product realization?
Is the product status identified with
respect to monitoring and measurement
requirements?
Does your organization control and
record the unique identification of the
product where traceability is required?
7.5.4 Customer Property

N/A

Yes
Yes

Corrective Action Request

Yes

Yes

Observation/Comments

Corrective Action Request
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How does your organization maintain the
customer property while it is under you
control?
Is the customer’s property identified,
verified, protected and safeguarded
when used of incorporated in the
product?
If any customer property is damaged,
lost, or unsuitable for use is it reported to
the customer and recorded?
7.5.5 Preservation of Product

Yes

Yes

All incidents (internal or external
property) are reported within 24-hours
using the incident reporting system
outlined in the COSH Manual.
Observation/Comments

Does your organization preserve the
conformity of the product during internal
processing and delivery?
Does preservation include identification,
handling, packaging, storage and
protection of the product and the
constituent parts?
7.6 Control of Monitoring and
Measuring Equipment
Has your organization identified both the
measurements to be made, and the
measuring and monitoring equipment
needed in order to assure your product
meets requirements?
Has your organization established a
mechanism to ensure monitoring and
measuring is performed consistent with
requirements?
Is the measuring equipment:

Yes

Calibrated at specified intervals against
standards traceable to international or
national standards? If those standards
do not exist, are the basis used for
calibration recorded?
Adjusted or re-adjusted as necessary?

Yes

Corrective Action Request

Yes

Observation/Comments

Corrective Action Request

Yes

Yes

Identified with calibration status?
Safeguarded from adjustments that
would invalidate the measurement
results?
Protected from damage and
deterioration during handling,
maintenance and storage?
If equipment is found to be outside of
requirements, how does your
organization assess and record the
validity of previous measuring results?
Does your organization take appropriate
action on the equipment and any product
affected above?
Where are the results of calibration and
verification being recorded?
Is software used for measuring and
monitoring verified prior to use and
reconfirmed as necessary?
8 Measurement, Analysis and
Improvement
8.1 General

Yes

Yes

Yes

Yes

Company Share Drive.
Yes

Observation/Comments

Corrective Action Request
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Has your organization planned and
implemented the monitoring,
measurement, analysis and
improvement processes to:

Demonstrate conformity of the product?

Several metrics are tracked and
reviewed at each weekly staff meeting.
However there is no formal program and
these metrics do change based on
feedback from the Chairman, President,
and General Manager. Metrics include,
fuel inventory reconciliation, solid waste
reconciliation, fuel sample results, meter
accuracy metrics, employee hour
metrics, fuel purchase and sale price
metrics.
Yes

Confirm conformity of the QMS?

Yes

Continually improve the effectiveness of
the QMS?
Does this include the determination of
the need for, and use of applicable
methods, including statistical
techniques?
8.2 Monitoring and Measurement

Yes

8.2.1 Customer Satisfaction

Observation/Comments

Corrective Action Request

Does your organization monitor
information on customer perception
regarding fulfilling customer
requirements? Are there records to
show this is being done?

Juland has a feedback system via email,
internet, and telephone as well as
informal feedback provided by
customers. All feedback is provided to
the General Manager for review, followup, and corrective action (if required).
There is no formal database to capture
informal feedback. Recommend CAR to
implement this as a part of the client
requirement CAR.
Observation/Comments

2016-8.2.1

Are internal audits conducted at planned
intervals to determine if the QMS:
Conforms to the planned arrangements
for product realization, requirements of
the ISO 9001 standard and to the QMS
established by your organization?

No

2016-8.2.2

No

2016-8.2.2

Is effectively implemented and
maintained?
Has your audit program and audit
schedule taken into account:
The status and importance of the
processes and areas to be audited?
The results of previous audits?

No

2016-8.2.2

No

2016-8.2.2

No

2016-8.2.2

No

2016-8.2.2

Have the audit criteria, scope, frequency
and methods been defined?
Are auditors selected to ensure the
audits and auditors are objective and
impartial in the audit process?
Is there a documented procedure?

No

2016-8.2.2

No

2016-8.2.2

No

2016-8.2.2

Does it define the responsibilities and
requirements for planning and
conducting audits, including audit reports
and maintaining records?
Does the management responsible for
the area audited take timely action to
eliminate nonconformities and their
causes?

No

2016-8.2.2

No

2016-8.2.2

8.2.2 Internal Audits

Yes, not formalized however.

Corrective Action Request
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Do follow up activities include verification
of the corrective action and the reporting
of those results?
8.2.3 Monitoring and Measurement of
Processes
Does your organization have methods
for monitoring and where applicable,
measurement of the QMS processes?
Do the methods demonstrate the ability
of the processes to achieve planned
results?
When the results are not achieved, are
corrective actions taken to confirm
conformity of the product?
8.2.4. Monitoring and Measurement
of Product
Does your organization monitor and
measure the characteristics of the
product to verify product requirements
are met?
Are the measurements carried out at
appropriate stages of the product
realization process according to planned
arrangements (7.1)?
What evidence is maintained of
conformity to the acceptance criteria?
Are records available indicating the
person authorizing release of product?
Is there evidence that product release
and service delivery does not proceed
until all activities have been completed
(unless otherwise approved by a
relevant authority or customer)?
8.3 Control of Nonconforming
Product

Observation/Comments

Corrective Action Request

8.2.3 Refer to CAR 8.1.d

Observation/Comments

Corrective Action Request

N/A
N/A

N/A
N/A
N/A

Observation/Comments

Corrective Action Request

Has your organization ensured that
product which does not conform to
requirements is identified and controlled
to prevent unintended use?

Yes, Juland uses a Look-Out/Tag-Out
Program which is defined on the COSH
Manual. However, COSH Manual needs
to be reviewed and update.
Recommend Corrective Action Request
to add this to the Deadline Tracker and
managed by the Quality Manager.

2016-8.3

Are the controls and responsibilities and
authorities for nonconforming product
defined in a documented procedure?

Yes

Is action taken on nonconforming
product by one or more of the following:

Nonconformities are tracked on the
Juland Incident Log and managed by the
HSSE Team. Items are tracked and
closed with approval from the General
Manager. Root Cause Analysis is
performed and data and briefed at
quarterly Safety Meetings, General
Managers Meetings, and weekly safety
meetings.

Taking action to eliminate the
nonconformity?
Authorizing its use, release or
acceptance under concession by a
relevant authority or customer?
Taking action to prevent its original
intended use or application?

Yes
Yes
Yes
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Are records maintained for
nonconformities, actions taken and
obtained concessions?
Is nonconforming product re-verified
after correction to demonstrate
conformity to requirements?
Does your organization take action when
a nonconformity is detected after
delivery or use has started?
8.4 Analysis of Data
Does your organization determine,
collect and analyze data to demonstrate
the suitability and effectiveness of the
QMS?
Is the QMS evaluated to determine
continual improvement?
Does the data generated include the
results of monitoring and measurement,
and other sources?
Does the analysis of data provide
information regarding:
Customer satisfaction?
Conformance to product requirements?

Yes

Yes

Yes
Observation/Comments

Corrective Action Request

No, recommend Corrective Action
Request to develop this program.

2016-8.4

No, recommend Corrective Action
Request to develop this program.

2016-8.4

No, recommend Corrective Action
Request to develop this program.

2016-8.4

No, recommend Corrective Action
Request to develop this program.
No, recommend Corrective Action
Request to develop this program.
No, recommend Corrective Action
Request to develop this program.

2016-8.4
2016-8.4
2016-8.4

Characteristics/trends of processes and
products, including opportunities for
preventive action?

No, recommend Corrective Action
Request to develop this program.

2016-8.4

Suppliers

No, recommend Corrective Action
Request to develop this program.

2016-8.4

8.5.1 Continual Improvement

Observation/Comments

Corrective Action Request

Does your organization continually
improve the effectiveness of the QMS
through the use of:

No, please see 2016-8.5.3

8.5 Improvement

Quality policy
Quality objectives
Audit results
Analysis of data
Corrective and preventive action
Management review
Observation/Comments

8.5.2 Corrective Action
Are actions taken to eliminate the
causes of nonconformities to prevent
recurrence?
Is corrective action appropriate to the
effects of the nonconformities found?
Does the corrective action procedure
define the requirements for:
Reviewing nonconformities, including
customer complaints
Determining the causes of
nonconformities
Evaluating the need for action to insure
nonconformities do not recur?
Determining and implementing action
needed

Corrective Action Request

Refer to 2016- 8.3
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Recording the results of action taken
Reviewing the corrective action taken
8.5.3 Preventive Action

Observation/Comments

Corrective Action Request

Has your organization established a
procedure to eliminate the cause of
potential nonconformities?

Risk assessments are conducted before
any new process is implemented. These
are typically done at the weekly staff
meeting and the weekly safety meeting
However, once again the results are
these are not clearly documented.
Recommend Corrective Action Request
to formally implement this process.

2016-8.5.3

Does the procedure also include:
Determining potential nonconformities
and their causes
Evaluating the need for action to prevent
occurrence of nonconformities

Yes
Yes

Determining and implementing action
needed

Yes

Recording the results of action taken

No

Reviewing the preventive action taken?

No

Signature of Lead Auditor:
__________________________
Susan H. Giedt
Lead Auditor
March 14, 2016
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INTRODUCTION
1.1 Executive Summary of Project
ISO 9001:2008 is an internationally recognized quality management standard. The central
component of this standard is a robust Quality Management System. The Quality
Management System provides a solid framework for organizations to create and maintain
quality management within their processes and procedures. In 2016, Juland, Incorporated
conducted an Internal Audit of the company quality management system (QMS) which
resulted in the identification of 31 major nonconformities. The project will correct all
identified nonconformities. The goal of compliance with the standard is to continually
improve company operations, strengthen business practices, and reduce waste.
Compliance with this standard will highlight the company to an additional set of business
opportunities.

1.2 Project management approach
The Project Manager, Susan Giedt, has the overall authority and responsibility for
managing and executing this project according to this Project Plan and its Subsidiary
Management Plans. The project team will consist of personnel from the Juland,
Incorporated management team and Health, Safety, Security, and Environmental (HSSE)
Team. The project manager will work with all resources to perform project planning. All
project and subsidiary management plans will be reviewed and approved by the project
sponsor. All funding decisions will also be made by the project sponsor. Any delegation of
approval authority to the project manager should be done in writing and be signed by both
the project sponsor and project manager.
The project team will be a matrix in that team members from each organization continue to
report to their organizational management throughout the duration of the project. The
project manager is responsible for communicating with organizational managers on the
progress and performance of each project resource.
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1.3 Assumptions/Constraints
Assumptions

Constraints

Juland, Inc. can provide the financial
resources to meet the budget

Budget not to exceed $100,000

Major changes to Juland Incorporated
quality processes are not completed
during the execution of this project

The corrective actions must be completed by June 1,
2017.

SCOPE MANAGEMENT PLAN
2.1 Introduction
Purpose
The purpose of the Scope Management Plan is to ensure that the project is composed of all
the work required, and only the work required, to successfully complete the project. It is the
blueprint for how the project’s scope will be defined, developed, verified and controlled.
The Scope Management Plan documents the scope management approach; roles and
responsibilities pertaining to project scope, further defines those who will be responsible for
managing project scope and serves as a guide for actually managing and controlling project
scope. Project Scope Management consists of the following processes:
Planning
Reviewing the Quality Management System Internal Audit - Corrective Action
Implementation Project objectives and requirements needed to achieve them is one of the
first steps in formulating a scope management plan. Key inputs such as the project charter,
stakeholder register (Appendix C), preliminary scope statements, and other project planning
and procurement documents become the foundation of scope elements. Scope elements
whether they concern themselves with work composition, products, people or processes
come together in enough detail to characterize and establish the project’s scope. The
documentation of scope elements serves as input to defining the project scope and creating
the project scope statement.
Approach
The Project Manager, along with the guidance of the project sponsor, has responsibility for
scope management of this project. Only the project manager has the authority to authorize
and approve the scope of the project. The scope of this project was developed and
designed by the project manager with the assistance of the project sponsor and several key
project stakeholders. These key stakeholders include the following:
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Name
Andy Nielsen
Eric Helzer
Mark Helmericks
Bryan Hoffman
Gary Cooper
Hank Herglotz

Role
Project sponsor
President
Owner and Director
Operations Manager
Operations Manager
Safety Manager

The scope of this project is measured and verified using an earned value management
(EVM) approach measured against the individual elements of the project’s work breakdown
structure (WBS). As the project moves through its lifecycle and planned scope becomes
completed project objectives, managers and stakeholders will be advised of which work
packages are completed versus not completed based on the project’s most current
schedule. EVM calculations should be based on planned costs versus actual costs. This
method will provide the most accurate measurement of progress on the project as not all
task are assigned with monetary resources.
Validation of the receipt of the 32 required deliverables of the project is included in this
measurement. The project manager is required to execute and deliver the deliverables
required for the completion of this project. The project sponsor is responsible for accepting
and approving the deliverables as well as verifying the scope of the project is met.
The scope of this project is defined by:








Scope Statement
Work Breakdown Structure
Work Breakdown Structure Dictionary
Project Charter
Stakeholder Register (Appendix C)
Statements of Work
Other Project Planning and Procurement Documents
Definition

The scope statement includes constraints, assumptions, exclusions, deliverables and
acceptance criteria. It also details what related or implied work will not be performed as
part of the defined project. The scope definition process starts with reviewing key project
documents such as procurement scope statements, work breakdown structure, the Project
Charter, Stakeholder Register (Appendix C), and Preliminary Scope Statements for
identifying scope elements. Project scope must be communicated with the Project Sponsor
and key stakeholders so there is a common understanding about what the project will or will
not address. As time progresses the project’s scope becomes clearer, more specifically
defined through the elaboration of comprehensive requirements, input from subject matter
experts, technical support, business applications, and accepted scope changes. The
project’s base lined scope should answer the project’s requirements.
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Scope Statement
The scope of this project includes the implementation of corrective actions to correct 32
nonconformities found during the 2016 internal audit of Juland Incorporated’s current
Quality Management System. There are 32 deliverables for this project. Each deliverable
is defined as the implementation and validation of the corrective action to the
nonconformity. The project shall be completed within 365-days with a budget not to exceed
$100,000. The project must be completed by June 1, 2017.
Work Breakdown Structure Creation
The WBS is incorporated into the project schedule. The Quality Management System
Internal Audit - Corrective Action Implementation Project Project uses the Microsoft Project
2007 scheduling tool as well as the WBS ChartPro tool. To help clearly define project work
the WBS Dictionary is created. The WBS Dictionary has an entry for each WBS work
component. It includes detailed descriptions of WBS element, deliverables, and resource
requirements. The scope baseline is composed of the approved project scope statement,
the WBS and WBS Dictionary.
Scope Verification/Validation
Scope verification is the process of determining how deliverables will be compared to the
original project scope and how they will be formally accepted. The Requirements
Traceability Matrix (Appendix E) provides an outline of the project deliverables with
associated verification and validation requirements. Project deliverables should be verified
to project scope and formally accepted by the appropriate stakeholders throughout the life
of the project. As the project progresses, the Project Manager must verify that interim
deliverables correspond to deliverables originally specified in the project’s scope statement,
the WBS and/or the WBS Dictionary. After the Project Manager verifies that the project’s
scope is in align with all the requirements in the project plan and has been met; deliverables
can be formally accepted. Acceptance and approval of deliverables, as well as validation
that the deliverables are correct and the project’s scope has been met, will be evidenced by
signing a deliverable acceptance document.
Scope Control
The process of Scope Control involves monitoring scope elements and drivers over the
course of the project for possible changes that can impact approved project scope
baselines. The Project Manager and Project Team are responsible for monitoring and
addressing any unplanned impacts to scope and must resolve scope change issues before
they become critical. It is for this reason that scope elements and drivers should be
reviewed regularly.
Proposed changes in project scope may be initiated by the Project Sponsor, Project
Manager, team members and other stakeholders by completing Change Control Requests
(CCRs.) Completed Change Requests must be submitted to the Project Manager who will
evaluate the scope change request. Any change being considered must be analyzed for
impacts the scope change may have on the project’s triple constraints. Risk factors must
Susan Giedt
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be identified and presented to stakeholders affected. See the project Change Management
Plan for information on the project’s change management process and instructions on
completing and submitting a Project Change Request.
Document Maintenance
This document will be reviewed quarterly and updated as needed, as the project proceeds
through each phase of the system development life cycle. If the document is written in an
older format, the document should be revised into the latest PMO template format at the
next quarterly review.
This document contains a revision history log. When changes occur, the document’s
revision history log will reflect an updated version number as well as the date, the owner
making the change, and change description will be recorded in the revision history log of
the document.

2.2 Participant Roles and Responsibilities
This section describes the roles and responsibilities of the Quality Management System
Internal Audit - Corrective Action Implementation Project staff with regard to the Scope
Management Plan.
Note that these are roles, not positions or titles. One person may fulfill more than one role.
There are various staff resources and stakeholders involved in managing project risks. In
some cases, one individual may perform multiple roles in the process.
Change Manager
The Quality Management System Internal Audit - Corrective Action Implementation Project
Manager will serve as the Change Manager for the project. Responsibilities include:











Identify and document project scope changes.
Receive, validate and log Project Change Requests (PCRs) for scope changes.
Assign PCR priority.
Facilitate team level scope change reviews.
Participate in scheduled change control meetings
Participate in scope change assessment impact meetings.
Facilitate/perform scope verification and validation activities
Record changes according to provisions of Change Management Plan.
Record decisions on proposed changes.
Ensure that changes are incorporated into appropriate project documents.
Lead Change Evaluator

The Quality Management System Internal Audit - Corrective Action Implementation Project
Project Manager will serve as the Lead Change Evaluator for the project. Responsibilities
include:
 Advise Change Manager of project scope changes.
 Facilitate PCRs.
Susan Giedt
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 Perform/facilitate timely and adequate evaluation of scope changes in terms of their
impact on project deliverables and constraints.
 Outline options and recommend courses of action and priorities for changes.
 Organize and facilitate scheduled change control meetings
 Track and facilitate timely decisions on changes.
 Facilitate/perform scope verification and validation activities
 Ensure appropriate levels of review and approval.
 Communicate outcomes of scope change requests to the project team and stakeholders
Change Requestor
Change requests may come from sources internal or external to the project.
Responsibilities of Change Requestors include:
 Provide additional information or clarification if request.
 Participate in evaluation of proposed change.
 Assist in documenting proposed change.
Change Decision Maker
The Quality Management System Internal Audit - Corrective Action Implementation Project
Manager will consult with the Project Sponsor to make Change Decisions and





Evaluate the need for scope change requests.
Evaluate options and recommended courses of action for changes.
Approve or reject scope change requests.
Accept project deliverables
Contractors

There are no contractors associated with the Quality Management System Internal Audit Corrective Action Implementation Project
Departmental Roles
 Advise Project Manager of proposed change.
 Participate in evaluation of proposed change.
 Assist in documenting proposed change
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2.3 Work Breakdown Structure

TIME MANAGEMENT PLAN
3.1 Time Management approach
The Project Manager will establish a baseline schedule within the first two weeks of the
project and monitor progress against the baseline on a weekly basis. The Project Manager
will be responsible for ensuring the project schedule is updated with the latest information
and never more than three business days out of date.

3.2 Project Milestones
The table below lists the milestones for this project, along with their estimated completion
timeframe.
Milestones

Deliverables

Date

Project Start

Project Management Plan Approval

1 June 2016
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Deliverables

Date

Correct Quality Management System
Nonconformities

Fri 7/15/16

Correct Management Responsibility
Nonconformities

Fri 7/15/16

Correct Resource Management
Nonconformities

Fri 10/21/16

Correct Customer Product
Realization Nonconformities

Fri 10/21/16

Correct Measurement, Analysis and
Improvement Nonconformities

Thu 8/11/16

Project Complete

Internal Audit of Nonconformities

10/21/2016

3.3 Project Schedule
The project schedule is located in Appendix B of this document.

3.4 Dependencies
Project dependencies are outlined in the project schedule

COST MANAGEMENT PLAN
The Project Manager will be responsible for managing and reporting on the project’s cost
throughout the duration of the project. The Project Manager will present and review the
project’s cost performance during weekly project status meetings conducted during weekly
staff meetings. Using earned value calculations, the Project Manager is responsible for
accounting for cost deviations and presenting the Project Sponsor with options for getting
the project back on budget. All budget authority and decisions, to include budget changes,
reside with the Quality Management System Internal Audit - Corrective Action
Implementation Project Sponsor.
For the Quality Management System Internal Audit - Corrective Action Implementation
Project control accounts will be created at the fourth level (if applicable) of the WBS. All
costs and performance will be managed and tracked at this level. Financial performance of
the Quality Management System Internal Audit - Corrective Action Implementation Project
will be measured through earned value calculations pertaining to the project’s cost accounts.
Work started on work packages will grant that work package with 50% credit; whereas, the
remaining 50% is credited upon completion of all work defined in that work package. Costs
may be rounded to the nearest dollar and work hours rounded to the nearest whole hour.
Cost and Schedule Performance Index (CPI and SPI respectively) will be reported on a
biweekly basis by the Project Manager to the Project Sponsor. Variances of 10% or +/- 0.1
in the cost and schedule performance indexes will change the status of the cost to yellow or
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cautionary. These will be reported and if it’s determined that there is no or minimal impact
on the project’s cost or schedule baseline then there may be no action required. Cost
variances of 10%, or +/- 0.1 in the cost and schedule performance indexes will change the
status of the cost to red or critical. These will be reported and require corrective action from
the Project Manager in order to bring the cost and/or schedule performance indexes back in
line with the allowable variance. Any corrective actions will require a project change request
and be must approved by the CCB before it can be implemented. If there are indications
that these values will approach or reach the critical stage before a subsequent meeting, the
Project Manager will communicate this to the Project Sponsor immediately.

CHANGE MANAGEMENT PLAN
The following steps comprise Juland, Incorporated‘s organization change control process for
all projects and will be utilized on the Quality Management System Internal Audit Corrective Action Implementation Project .

4.1 Change Management Process
Step

POC

a. Identify the need for a change. Requestor
will submit a completed change request form
to the Project Manager.

Any Stakeholder

b. Log change in the change request register.
The project manager will maintain a log of all
change requests for the duration of the
project.

Project Manager

c. Conduct an evaluation of the change. The
project manager will conduct an evaluation of
the impact of the change to cost, risk,
schedule, and scope

Project Manager

d. Submit change request to Change Control
Board.

Project Manager

e. The CCB will discuss the proposed change
and decide whether or not it will be approved
based on all submitted information.
f.

Implement change. If a change is approved
by the CCB, the project manager will update
and re-baseline project documentation as
necessary as well as ensure any changes are
communicated to the team and stakeholders.
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4.2 Change Requests
Any team member or stakeholder may submit a change request for the Quality
Management System Internal Audit - Corrective Action Implementation Project Project.
The Project Sponsor will chair the CCB and any changes to project scope, cost, or
schedule must meet his approval. The CCB can be formal or informal and this decision is
at the discretion of the Project Sponsor. All change requests will be logged in the change
control register by the Project Manager and tracked through to completion whether
approved or not.

PROCUREMENT MANAGEMENT PLAN
Procurement management is not applicable to this project. All resources will be obtained
from Juland, Incorporated.

QUALITY MANAGEMENT PLAN
6.1 Define Project Quality
The product quality standards and requirements will be determined by the project team and
quality group. These standards will primarily be based on the ISO 9001:2008 Standard.
The Project Manager will also document any newly identified quality standards into the
Quality Management System Internal Audit - Corrective Action Implementation Project
Plan and ensure communication with all stakeholders.

6.2 Measure Project Quality
Quality improvements will be identified by any member of the project team or quality group.
Each recommendation will be reviewed to determine the cost versus benefit of
implementing the improvement and how the improvement will impact the product or
processes. If an improvement is implemented the Project Manager will update all project
documentation to include the improvement.

6.3 Quality Assurance
The quality assurance of the Quality Management System Internal Audit - Corrective Action
Implementation Project focuses on the processes used in the ISO 9001:2008 Standard. In
order to ensure quality, an iterative quality process will be used throughout the project life
cycle. This iterative process includes measuring process metrics, analyzing process data,
and continuously improving the processes.
The Project Manager and the project team will perform assessments at planned intervals
throughout the project to ensure all processes are being correctly implemented and
executed.

6.4 Analyze Project Quality
At the core of the Quality Management System Internal Audit - Corrective Action
Implementation Project is the implementation of corrective actions. During execution,
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project team members will document any lessons learned or areas that need improvement
in terms of how well the corrective actions are being implemented. If a corrective action is
failing, changes to this must be submitted and approved through the CCB process.

6.5 Quality Control
The Project Manager is responsible for ensuring the Quality Management System Internal
Audit - Corrective Action Implementation Project is executed using the formal ISO
standards. Any deviation from this process will be noted and corrective actions will be
discussed and implemented.

HUMAN RESOURCES MANAGEMENT PLAN
7.1 Introduction
Human resources management is an important part of the Quality Management System
Internal Audit - Corrective Action Implementation Project . The human resources
management plan is a tool which will aid in the management of this project’s human
resource activities throughout the project until closure. The human resources management
plan includes:
Roles and responsibilities of team members throughout the project








Project organization charts
Staffing management plan to include:
How resources will be acquired
Timeline for resources/skill sets
Training required to develop skills
How performance reviews will be conducted
Recognition and rewards system

The purpose of the human resources management plan is to achieve project success by
ensuring the appropriate human resources are acquired with the necessary skills,
resources are trained if any gaps in skills are identified, team building strategies are clearly
defines, and team activities are effectively managed.

7.2 Roles and Responsibilities
Roles and responsibilities of team members and stakeholders must be clearly defined in
any project. Depending on the organizational structure, project team members may
represent many different groups/departments and act in the interest of different functional
managers. Additionally, team members may have varying degrees of authority and
responsibility. When listing roles and responsibilities the following should be included:
 Role – description of the portion of the project for which the member is accountable
 Authority – the level at which the member may make decisions, apply project resources,
or make approvals
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 Responsibility – the work a team member must perform to complete assigned work
activities
 Competency – the skill(s) required to complete assigned project activities
The roles and responsibilities for the Quality Management System Internal Audit Corrective Action Implementation Project are essential to project success. All team
members must clearly understand their roles and responsibilities in order to successfully
perform their portion of the project. For the Quality Management System Internal Audit Corrective Action Implementation Project the following project team roles and
responsibilities have been established:

7.3 Project Manager
(PM) (1 position): responsible for the overall success of the Software Upgrade Project. The
PM must authorize and approve all project expenditures. The PM is also responsible for
approving that work activities meet established acceptability criteria and fall within
acceptable variances. The PM will be responsible for reporting project status in
accordance with the communications management plan. The PM will evaluate the
performance of all project team members and communicate their performance to functional
managers. The PM is also responsible for acquiring human resources for the project
through coordination with functional managers. The PM must possess the following skills:
leadership/management, budgeting, scheduling, and effective communication.
(SME) (2 positions): responsible for providing the project manager with in-depth knowledge
of the Quality Management System components subject to the internal audit. Provides
technical assistance to the Project Manager on all aspects of the company’s processes,
procedures, and training, and documentation.
(IT) (1 position): responsible for providing the project manager with in-depth knowledge of
IT-based corrective actions and implementation. Should provide technical assistance to
the project team in terms of software and hardware capabilities, timelines, and costs.

7.4 Project Organizational Charts
This section provides a graphic display of the project tasks and team members. The
purpose of this is to illustrate the responsibilities of team members as they relate to the
project tasks. Tools such as responsible, accountable, consult, inform (RACI) or
responsibility assignment matrix (RAM) may be used to aid in communicating roles and
responsibilities for the project team. Additionally, organizational or resource breakdown
structures may be used to show how responsibilities are assigned by department or by type
of resource respectively. It should be noted that the level of detail may vary depending on
project complexity.
The following RACI chart shows the relationship between project tasks and team members.
Any proposed changes to project responsibilities must be reviewed and approved by the
Project Manager. Changes will be proposed in accordance with the project’s change

Susan Giedt

Management Plan

pg. 12

Management Plan

April 8, 2016

control process. As changes are made all project documents will be updated and
redistributed accordingly.
Project
Manager
Requirements
Gathering
Implementation

Safety Team

A

Operations
Manager
(SME)
C

(SME)
R

A

C

R

General
Manager

IT

I

Department
Managers
(SME)
R

I

C

R

R

Key:
R – Responsible for completing the work
A – Accountable for ensuring task completion/sign off
C – Consulted before any decisions are made
I – Informed of when an action/decision has been made

7.5 Staffing Management
This section contains information on several areas including: when and how human
resource requirements will be acquired, the timeline for when resources are needed and
may be released, training for any resources with identified gaps in skills required, how
performance reviews will be performed, and the rewards and recognition system to be
used.

7.6 Staff Acquisition:
For the Quality Management System Internal Audit - Corrective Action Implementation
Project staff will consist entirely of internal resources. There will be no
outsourcing/contracting performed within the scope of this project. The Project Manager
will negotiate with functional and department managers in order to identify and assign
resources in accordance with the project organizational structure. All resources must be
approved by the appropriate functional/department manager before the resource may begin
any project work. The project team will not be co-located for this project and all resources
will remain in their current workspace.

7.7 Resource Calendars:
The Quality Management System Internal Audit - Corrective Action Implementation Project
will last for 152 days. All resources are required before the project can begin.

7.8 Training:
There is currently no training scheduled with regard to the Quality Management System
Internal Audit - Corrective Action Implementation Project since the organization has
adequate staff with required skill sets. However, if training requirements are identified,
funding will be provided from the project reserve.
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7.9 Performance Reviews:
The Project Manager will review each team member’s assigned work activities at the onset
of the project and communicate all expectations of work to be performed. The Project
Manager will then evaluate each team member throughout the project to evaluate their
performance and how effectively they are completing their assigned work.

7.10 Recognition and Rewards:
Although the scope of this project does not allow for ample time to provide cross-training or
potential for monetary rewards there are several planned recognition and reward items for
project team members. Upon successful completion of the project, any team member who
satisfactorily completed all assigned work packages on time will receive a certificate of
thanks from the company president with a gift valued at less than $100.00.

COMMUNICATION MANAGEMENT PLAN
8.1 Introduction
This Communications Management Plan sets the communications framework for the
Quality Management System Internal Audit - Corrective Action Implementation Project It will
serve as a guide for communications throughout the life of the project and will be updated
as communication needs change. This plan identifies and defines the roles of persons
involved in this project. It also includes a communications matrix which maps the
communication requirements of this project. An in-depth guide for conducting meetings
details the communications rules and how the meetings will be conducted, ensuring
successful meetings. A project team directory is included to provide contact information for
all stakeholders directly involved in the project.

8.2 Approach
The Project Manager will take a proactive role in ensuring effective communications on this
project. The communications requirements are documented in the Communications Matrix
presented in this document. The Communications Matrix will be used as the guide for what
information to communicate, who is to do the communicating, when to communicate it and
to whom to communicate.
As with most project plans, updates or changes may be required as the project progresses
or changes are approved. Changes or updates may be required due to changes in
personnel, scope, budget, or other reasons. Additionally, updates may be required as the
project matures and additional requirements are needed. The Project Manager is
responsible for managing all proposed and approved changes to the communications
management plan. Once the change is approved, the Project Manager will update the plan
and supporting documentation and will distribute the updates to the project team and all
stakeholders. This methodology is consistent with the project’s Change Management Plan
and ensures that all project stakeholders remain aware and informed of any changes to
communications management.
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8.3 Constraints
All project communication activities will occur within the project’s approved budget,
schedule, and resource allocations. The Project Manager is responsible for ensuring that
communication activities are performed by the project team and without external resources
which will result in exceeding the authorized budget. Communication activities will occur in
accordance with the frequencies detailed in the Communication Matrix in order to ensure
the project adheres to schedule constraints. Any deviation of these timelines may result in
excessive costs or schedule delays and must be approved by the project sponsor.
Juland, Incorporated organizational policy also states that only a General Manager or
higher level employee may authorize the distribution of confidential information. The
Project Manager is responsible for ensuring that approval is requested and obtained prior
to the distribution of any confidential information regarding this project.

8.4 Stakeholder Communication Requirements
As part of identifying all project stakeholders, the Project Manager will communicate with
each stakeholder in order to determine their preferred frequency and method of
communication. This feedback will be maintained by the Project Manager in the project’s
Stakeholder Register. The Stakeholder Register is located at Appendix C of this document.
Standard project communications will occur in accordance with the Communication Matrix;
however, depending on the identified stakeholder communication requirements, individual
communication is acceptable and within the constraints outlined for this project.
In addition to identifying communication preferences, stakeholder communication
requirements must identify the project’s communication channels and ensure that
stakeholders have access to these channels. If project information is communicated via
secure means or through internal company resources, all stakeholders, internal and
external, must have the necessary access to receive project communications.
Once all stakeholders have been identified and communication requirements are
established, the project team will maintain this information in the project’s Stakeholder
Register and use this, along with the project communication matrix as the basis for all
communications.

8.5 Roles
Project Sponsor
The project sponsor is the champion of the project and has authorized the project by
signing the project charter. This person is responsible for the funding of the project and is
ultimately responsible for its success. Since the Project Sponsor is at the executive level
communications should be presented in summary format unless the Project Sponsor
requests more detailed communications.
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Key Stakeholders
Normally Stakeholders includes all individuals and organizations who are impacted by the
project. For this project we are defining a subset of the stakeholders as Key Stakeholders.
These are the stakeholders with whom we need to communicate with and are not included
in the other roles defined in this section. The Key Stakeholders includes executive
management with an interest in the project and key users identified for participation in the
project.
Change Control Board
The Change Control Board is a designated group which is reviews technical specifications
and authorizes changes within the organizations infrastructure. Technical design
documents, user impact analysis and implementation strategies are typical of the types of
communication this group requires.
Customer
The customer for this project is Juland, Incorporated. As the customer who will be
accepting the final deliverable of this project they will be informed of the project status
including potential impacts to the schedule for the final deliverable or the product itself.
Project Manager
The Project Manager has overall responsibility for the execution of the project. The Project
Manager manages day-to-day resources, provides project guidance and monitors and
reports on the projects metrics as defined in the Project Management Plan. As the person
responsible for the execution of the project, the Project Manager is the primary
communicator for the project distributing information according to this Communications
Management Plan.
Project Team
The Project Team is comprised of all persons who have a role performing work on the
project. The project team needs to have a clear understanding of the work to be completed
and the framework in which the project is to be executed. Since the Project Team is
responsible for completing the work for the project they played a key role in creating the
Project Plan including defining its schedule and work packages. The Project Team requires
a detailed level of communications which is achieved through day to day interactions with
the Project Manager and other team members along with weekly team meetings.
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8.6 Project Team Directory
The following table presents contact information for all persons identified in this
communications management plan. The email addresses and phone numbers in this table
will be used to communicate with these people.
Role

Name

Title

Organization/
Department

Email

Phone

President

Eric Helzer

President/CEO

Juland, Inc.

Eric.helzer@julandinc.com

563-1065

Project
Manager

Susan Giedt

Program
Manager

Juland, Inc.

sgiedt@julandinc.com

786-8082

Project Team

Hank Herglotz

HSSE Team

Juland, Inc.

jeffh@julandinc.com

659-3198

Project Team

Bryan Hoffman

Operations
Manager

Juland, Inc.

bhoffmann@julandinc.com

659-3198

Project Team

Gary Cooper

Operations
Manager

Juland, Inc.

gcoooper@julandinc.com

659-3198

Project
Sponsor

Andy Nielsen

General
Manager

Juland, Inc.

anielsen@julandinc.com

659-3198

Project Team

Nick Sanders

IT

Juland, Inc.

nsanders@julandinc.com

659-3198

8.7 Communication Methods and Technologies
The project team will determine, in accordance with Juland, Incorporated organizational
policy, the communication methods and technologies based on several factors to include:
stakeholder communication requirements, available technologies (internal and external),
and organizational policies and standards.
Juland, Incorporated maintains a SharePoint platform which all projects use to provide
updates, archive various reports, and conduct project communications. This platform
enables senior management, as well as stakeholders with compatible technology, to
access project data and communications at any point in time. SharePoint also provides the
ability for stakeholders and project team members to collaborate on project work and
communication. The Project Manager is responsible for ensuring all project
communications and documentation are copied to the web site and that the content mirrors
what is contained on the SharePoint platform.
Only the Project Manager maintains a software licenses for MS Project software. The
Project Manager is responsible for developing, maintaining, and communicating schedules
using this software. Gantt Charts are the preferred format for communicating schedules to
stakeholders. The project schedule will be maintained on the SharePoint platform.
Organizational naming conventions for files and folder will be applied to all archived work.
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8.8 Communications Matrix
The following table identifies the communications requirements for this project.

Communication
Type

Objective of
Communication

Medium

Frequency

Audience

Owner

Deliverable

Format

Kickoff Meeting

Introduce the project team
and the project. Review
project objectives and
management approach.

Face to Face

Once

Project Sponsor

Project Manager

Agenda

Soft copy archived
on project
SharePoint site
and project web
site

Review status of the
project with the team.

Face to Face

Project Team
Meetings

Project Team

Meeting Minutes

Stakeholders

Weekly

Project Team

Project Manager

Conference Call

Agenda
Meeting Minutes
Project schedule

Project Status
Meetings

Report on the status of the
project to management.

Face to Face

Project Status
Reports

Report the status of the
project including activities,
progress, costs and
issues.

Email

Bi Weekly

Project Sponsor

Project Manager

Conference Call

Slide updates
Project schedule

Weekly

Project Sponsor

Project Manager

Project Team

Project Status
Report

Stakeholders

Project schedule

Soft copy archived
on project
SharePoint site
and project web
site
Soft copy archived
on project
SharePoint site
and project web
site
Soft copy archived
on project
SharePoint site
and project web
site
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8.9 Guidelines for Meetings
Meeting Agenda
Meeting Agenda will be distributed 5 business days in advance of the meeting. The Agenda
should identify the presenter for each topic along with a time limit for that topic. The first item in the
agenda should be a review of action items from the previous meeting.
Meeting Minutes
Meeting minutes will be distributed within 2 business days following the meeting. Meeting minutes
will include the status of all items from the agenda along with new action items and the Parking Lot
list.
Action Items
Action Items are recorded in both the meeting agenda and minutes. Action items will include both
the action item along with the owner of the action item. Meetings will start with a review of the
status of all action items from previous meetings and end with a review of all new action items
resulting from the meeting. The review of the new action items will include identifying the owner for
each action item.
Meeting Chair Person
The Chair Person is responsible for distributing the meeting agenda, facilitating the meeting and
distributing the meeting minutes. The Chairperson will ensure that the meeting starts and ends on
time and that all presenters adhere to their allocated time frames.
Parking Lot
The Parking Lot is a tool used by the facilitator to record and defer items which aren’t on the
meeting agenda; however, merit further discussion at a later time or through another forum.
A parking lot record should identify an owner for the item as that person will be responsible for
ensuring follow-up. The Parking Lot list is to be included in the meeting minutes.
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RISK MANAGEMENT PLAN
9.1 Introduction
As organizations begin new projects they begin operating in an area of uncertainty that comes
along with developing new and unique products or services. By doing so, these organizations take
chances which results in risk playing a significant part in any project. The purpose of the risk
management plan is to establish the framework in which the project team will identify risks and
develop strategies to mitigate or avoid those risks. However, before risks can be identified and
managed, there are preliminary project elements which must be completed. These elements are
outlined in the risk management approach.
This project is considered a medium risk project as it has an overall risk score of 38 on a scale
from 0 to 100. The project risk score is the average of the risk scores of the most significant risks
to this project. A risk score below 16 is low risk project, a score between 16 and 45 is a medium
risk project and a score above 45 is a high risk project.
Before risk management begins it is imperative that a foundation is established for providing
structured project information, thus, the following project elements were completed and defined
prior to developing this Risk Management Plan:

9.2 Define work scope, schedule, resources, and cost elements






Develop project WBS/WBS dictionary
Develop master schedule and detailed schedules
Estimate project cost and finalize budget
Identify required and available resources
Establish performance measurement metrics

9.3 Define minimum and maximum baseline thresholds
 Schedule
 Resources
 Cost

9.4 Baseline reporting requirements
 Format
 Frequency of distribution
 Distribution list

9.5 Define Risk Management Roles and Responsibilities
 Project Manager chairs the risk assessment meetings
 Project team participates in risk assessment meetings and members serve as meeting recorder
and timekeeper
 Key stakeholders participate in risk assessment meetings
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 Project Sponsor may participate in risk assessment meetings

9.6 Top Three Risks
The top three high probability and high impact risks to this project are:

9.7 Project manager availability reduced (Risk score = 70)
Un-forecasted staffing requirements cause Project Sponsor to reduce Project Manager's available
time in this project.

9.8 Subject Matter Experts Availability Reduced (risk score = 42)
Division managers cannot make key resources available during Corrective Action Implementation
schedule, due to unscheduled company obligations. The project manager will mitigate this risk

9.9 Project Team not capable of completing audit (risk score = 40)
The approach taken to manage risks for this project included a methodical process by which the
project team identified, scored, and ranked the various risks. The most likely and highest impact
risks were added to the project schedule to ensure that the assigned risk managers take the
necessary steps to implement the mitigation response at the appropriate time during the schedule.
Risk managers will provide status updates on their assigned risks in the bi-weekly project team
meetings, but only when the meetings include their risk’s planned timeframe. Upon the completion
of the project, during the closing process, the project manager will analyze each risk as well as the
risk management process. Based on this analysis, the project manager will identify any
improvements that can be made to the risk management process for future projects. These
improvements will be captured as part of the lessons learned knowledge base.

9.10 Risk Identification
For this project, risk identification was conducted in the initial project risk assessment meeting.
The method used by the project team to identify risks was the Crawford Slip method. The project
manager chaired the risk assessment meeting and distributed notepads to each member of the
team and allowed 10 minutes for all team members to record as many risks as possible.
Expert Interview
Two Expert Interviews were held for this project. The interviews revealed several risks which were
then mitigated by making changes to the project plan. The remaining risks are included in the Risk
Register.
Risk Assessment Meeting
A risk assessment meeting was held with key team members and stakeholders. The risks
identified during this meeting were added to the project plan and Risk Register.
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Historical Review of Similar Projects
The project team reviewed the history of similar projects in order to determine the most common
risks and the strategies used to mitigate those risks.
Risk Qualification and Prioritization
In order to determine the severity of the risks identified by the team, a probability and impact factor
was assigned to each risk. This process allowed the project manager to prioritize risks based upon
the effect they may have on the project. The project manager utilized a probability-impact matrix to
facilitate the team in moving each risk to the appropriate place on the chart.
Once the risks were assigned a probability and impact and placed in the appropriate position on
the chart, the recorder captured the finished product and the project manager moved the process
on to the next step: risk mitigation/avoidance planning.

9.11 Risk Monitoring
The most likely and greatest impact risks have been added to the project plan to ensure that they
are monitored during the time the project is exposed to each risk. At the appropriate time in the
project schedule a Risk Manager is assigned to each risk. During the bi-weekly project team
meeting the Risk Manager for each risk will discuss the status of that risk; however, only risks
which fall in the current time period will be discussed. Risk monitoring will be a continuous process
throughout the life of this project. As risks approach on the project schedule the project manager
will ensure that the appropriate risk manager provides the necessary status updates which include
the risk status, identification of trigger conditions, and the documentation of the results of the risk
response.

9.12 Risk Mitigation and Avoidance
The project manager has led the project team in developing responses to each identified risk. As
more risks are identified, they will be qualified and the team will develop avoidance and mitigation
strategies. These risks will also be added to the Risk Register and the project plan to ensure they
are monitored at the appropriate times and are responded to accordingly.
The risks for this project will be managed and controlled within the constraints of time, scope, and
cost. All identified risks will be evaluated in order to determine how they affect this triple constraint.
The project manager, with the assistance of the project team, will determine the best way to
respond to each risk to ensure compliance with these constraints.
In extreme cases it may be necessary to allow flexibility to one of the project’s constraints. Only
one of the constraints for this project allows for flexibility as a last resort. If necessary, funding may
be added to the project to allow for more resources in order to meet the time (schedule) and scope
constraints. Time and scope are firm constraints and allow for no flexibility. Again, the cost
constraint is flexible only in extreme cases where no other risk avoidance or mitigation strategy will
work.
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9.13 Risk Register
The Risk Register for this project is a log of all identified risks, their probability and impact to the
project, the category they belong to, mitigation strategy, and when the risk will occur. The register
was created through the initial project risk management meeting led by the project manager.
During this meeting, the project team identified and categorized each risk. Additionally, the team
assigned each risk a score.
The Risk Register is located at Appendix D of this document.
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PROJECT MANAGEMENT PLAN APPROVAL
The undersigned acknowledge they have reviewed the Quality Management System Internal Audit Corrective Action Implementation Project Management Plan and agree with the approach it presents.
Changes to this Project Management Plan will be coordinated with and approved by the undersigned or
their designated representatives.

Signature:

Date:

Print Name:

Andy Nielsen

Title:

General Manager

Role:

Project Sponsor

Signature:

Date:

Print Name:

Susan Giedt

Title:

Quality Manager

Role:

Project Manager

Susan Giedt

8 Apr 2016
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APPENDIX A. GLOSSARY OF TERMS
The following table provides definitions for terms relevant to this document.
Term

Definition

ISO

International Organization for Standardization

CCB

Change Control Board

PMBOK

Project Management Body of Knowledge

PMO

Project Management Office

CCR

Change Control Request

WBS

Work Breakdown Structure
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APPENDIX B. PROJECT SCHEDULE
WBS
1
1.1
1.1.1
1.1.2
1.1.3
1.1.4
1.1.5
1.1.6
1.1.7
1.1.8
1.2
1.2.1
1.2.2
1.2.3
1.2.4
1.2.5
1.2.6
1.2.7
1.2.8
1.2.9
1.3
1.3.1
1.3.2
1.3.3
1.3.4
1.3.5
1.3.6
1.3.7
1.4
1.4.1
1.4.2
1.4.3
1.4.4
1.5

Susan Giedt

Task Name
Corrective Action Implementation
Correct Quality Management System Nonconformities
CAR 2016-4.2.2: Review Quality Manual
CAR 2016-4.2.3.c: Add Quality Manual Review to Deadline Tracker
CAR 2016-4.2.2: Update Document Control Policy
CAR 2016-4.2.3.a: Create Document Control Calendar
CAR 2016-5.4.2.a: Create and Implement File Plan
CAR 2016-4.2.3.b: Add External/External Nomenclature all documents
CAR 2016-4.2.3.g: Identify old documents for retention or disposal
CAR 2016-4.2.4.a: Review Control of Quality Records Policy
Correct Management Responsibility Nonconformities
CAR 2016-5.1: Review Internal Audit Finding with Management Team
CAR 2016-5.3.d: Review and Update Quality Policy
OFI: Add policy review to document review schedule
CAR 2016-5.3.e: Add Quality as Topic to Weekly Toolbox Agenda
CAR 2016-5.4.2.a: Develop Mid-Level Training Program
CAR 2016-5.5.3: Develop Communication Plan
CAR 2016-5.6.1.a: Develop Management Review Process
OFI: Add to Calendar
OFI: Review Status of Corrective Actions
Correct Resource Management Nonconformities
CAR 2016-6.1.a: Create Formal Continuous Improvement Process
OFI: Create File Plan
CAR 2016-6.1.b: Review Customer Related Processes
OFI: Develop Change Request Guidance
OFI: Develop Customer Communication Process
CAR 2016-6.2.1.a: Develop Solid Waste Training Program
CAR 2016-6.3.a: Develop Facility Operations and Maintenance Program
Correct Customer Product Realization Nonconformities
CAR 2016-7.2.1.c: Create Statutory and Regulatory Requriements Database
CAR 2016-7.2.3.b: Creat Flowchart to Depict Order Handling Processes
CAR 7.3.1.a: Document Service Design Procedure
CAR 7.3.6: Create Database of Process Testing Results
Correct Measurement, Analysis and Improvement Nonconformities

Duration
152 days
82 days
30 days
1 day
30 days
14 days
30 days
45 days
45 days
30 days
152 days
1 day
30 days
1 day
1 day
60 days
60 days
60 days
1 day
14 days
125 days
60 days
30 days
30 days
14 days
14 days
60 days
60 days
74 days
30 days
14 days
14 days
30 days
118 days

Management Plan

Start
Thu 3/24/16
Thu 3/24/16
Mon 5/2/16
Mon 5/2/16
Thu 3/24/16
Thu 3/24/16
Mon 5/2/16
Mon 5/16/16
Mon 5/16/16
Thu 6/2/16
Thu 3/24/16
Thu 3/24/16
Wed 6/1/16
Mon 5/2/16
Mon 5/2/16
Mon 7/4/16
Mon 6/6/16
Mon 8/1/16
Mon 5/2/16
Mon 9/5/16
Mon 5/2/16
Mon 8/1/16
Mon 5/2/16
Wed 6/1/16
Wed 6/15/16
Wed 6/15/16
Mon 7/4/16
Mon 8/1/16
Mon 5/2/16
Mon 5/2/16
Mon 5/2/16
Wed 6/15/16
Fri 7/1/16
Mon 5/2/16

Finish
Fri 10/21/16
Fri 7/15/16
Fri 6/10/16
Mon 5/2/16
Wed 5/4/16
Tue 4/12/16
Fri 6/10/16
Fri 7/15/16
Fri 7/15/16
Wed 7/13/16
Fri 10/21/16
Thu 3/24/16
Tue 7/12/16
Mon 5/2/16
Mon 5/2/16
Fri 9/23/16
Fri 8/26/16
Fri 10/21/16
Mon 5/2/16
Thu 9/22/16
Fri 10/21/16
Fri 10/21/16
Fri 6/10/16
Tue 7/12/16
Mon 7/4/16
Mon 7/4/16
Fri 9/23/16
Fri 10/21/16
Thu 8/11/16
Fri 6/10/16
Thu 5/19/16
Mon 7/4/16
Thu 8/11/16
Wed 10/12/16

pg. B-1

Management Plan
WBS
1.5.1
1.5.2
1.5.3
1.5.4
1.5.5

Susan Giedt

Susan Giedt
Task Name
CAR 2016-8.2.1: Create Client Feedback Database
CAR 2016-8.2.2: Create Internal Audit Schedule
CAR 2016-8.3: Review and Update COSH
CAR 2016-8.4: Develop Formal Measurement Program
CAR 2016-8.5.3: Create and Update Corrective Action Review Program

Duration
30 days
1 day
60 days
30 days
30 days

Management Plan

Start
Mon 8/1/16
Mon 5/2/16
Thu 6/2/16
Thu 9/1/16
Mon 5/2/16

Finish
Fri 9/9/16
Mon 5/2/16
Wed 8/24/16
Wed 10/12/16
Fri 6/10/16
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Internal Audit of the Juland, Incorporated ISO 9001 Quality Management System

Project Stakeholder Analysis

List of Stakeholders
ID Stakeholder Organization

1

2

Andy Nielsen

Bryan Hoffman

Identifying Mutuality

Role

Importance

Expectations

Requirements

Lifecycle Phase with Most Interest

Stakeholder Prioritization
Urgency
Direction of Internal/ Supporter/ Power Proximity Value Action Ranking
Influence
External Neutral/
(1-4)
(1-4)
(1-5) (1-5)
Score
(U/D/O/S)
Resistant

Project sponsor

Sets Juland's organizational objectives, goals,and
strategies to achieve these. Fully supports ISO
9001:2008 framework as a tool to increase
efficiencies in company processes toward a goal of
increased profit. Will provide executive level
involvment, support, and resources to project. This
stakeholder has ownership over project.

Project is executed in within scope, on-time, and
within budget. Identification of non-conformance
will be noted and appropriate corrective action
will be developed and included in Project
Management Plan deliverable. Daily informal
updates in person or via email to project status to
include discovery of noncompliant items, and
changes to project scope, scheule, or budget,

Formal internal audit report delivered to
senior management at project close. Fully
executable Project Management Plan that
implements approved recommendation
corrective actions.

All

Upwards

Internal

Supporter

4

4

4

4

16

Operations Manager

Implements activities to meet Juland's corporate
objectives and goals. Will prove mid-level
management support and resources to project. Will
benefit from successful prject execution.

Project is completed on time with minimal
changes to the project schedule. Weekly updates
during company staff meeting. Identification of
non-conformance are noted and appropriate
corrective action is developed and included in
Project Management Plan deliverable.

Project is completed on time with minimal
changes to the project schedule. The
Corrective Action Project Management
Plan is fully executible and provides
legitimate corrective actions.

Execution
Monitor & Control

Downwards Internal

Resistant

3

4

3

2

12

Project is completed on time with minimal
changes to the project schedule. Identification of
non-conformance is noted and appropriate
corrective action aredeveloped and included in
Project Management Plan deliverable.

Project is completed on time with minimal
changes to the project schedule. The
Corrective Action Project Management
Plan is fully executible and provides
legitimate corrective actions.

Execution
Monitor & Control

Downwards Internal

Resistant

3

4

3

4

14

Project is completed on time with minimal
changes to the project schedule. Identification of
non-conformance is noted and appropriate
corrective action are developed and included in
Project Management Plan deliverable.

Formal internal audit report delivered to
senior management at project close. Fully
executable Project Management Plan that
implements approved recommendation
corrective actions.

Execution
Monitor & Control

Upwards

Internal

Supporter

4

4

4

3

15

Project is completed on time with minimal
changes to the project schedule. The
Corrective Action Project Management
Plan is fully executible and provides
legitimate corrective actions.

Execution
Monitor & Control

Downwards Internal

Supporter

3

4

3

3

13

Execution
Monitor & Control

Upwards

Internal

Supporter

4

4

3

4

15

3

Gary Cooper

Operations Manager

Implements activities to meet Juland's corporate
objectives and goals. Will prove mid-level
management support and resources to project. Will
benefit from successful prject execution.

4

Eric Helzer

President

Sets Juland's long term goals. Fully supports ISO
9001:2008 framework as a tool to increase
efficiencies in company processes toward a goal of
increased profit and company longevity within the
industry. Will provide executive level support.

Categorize

5

Jeff Holder

Safety Manager

Directs activities to meet Juland's corporate objectives
and goals with regards to Health, Safety, Security,
Identification of non-conformanities are noted and
and Environmental control and compliance. Subject
appropriate corrective action is developed and
matter expert for Juland infrastructure and processes.
included in Project Management Plan deliverable.
Will provide support to project and benefit from
successful project execution.

6

Mark Helmericks

Owner

Sets Juland's long term goals. Fully supports ISO
9001:2008 framework as a tool to increase
efficiencies in company processes toward a goal of
increased profit and company longevity within the
industry. Will provide executive level support.

Formal internal audit report delivered to
Identification of non-conformance are noted and
senior management at project close. Fully
appropriate corrective action is developed and
executable Project Management Plan that
included in Project Management Plan deliverable.
implements approved recommendation
Project updates on an as-needed basis.
corrective actions.

7

Fairbanks Fuel Rack

Supplier

This stakeholder has an interest in this project.

Juland contiues to draw fuel from this supplier.

Juland provides accurate fuel allocations
and draws fuel without incident.

Closing

Outwards

External

Neutral

1

2

1

1

5

8

Tesoro Fuel Rack

Supplier

This stakeholder has an interest in this project.

Juland contiues to draw fuel from this supplier.

Juland provides accurate fuel allocations
and draws fuel without incident.

Closing

Outwards

External

Neutral

1

2

1

1

5

9

Valdez Fuel Rack

Supplier

This stakeholder has an interest in this project.

Juland contiues to draw fuel from this supplier.

Juland provides accurate fuel allocations
and draws fuel without incident.

Closing

Outwards

External

Neutral

1

2

1

1

5

Closing

Outwards

External

Supporter

3

3

2

3

11

Closing

Outwards

External

Supporter

3

3

2

2

10

Closing

Outwards

External

Supporter

3

3

2

2

10

10 BP Exploration

Major Client

11 ENI

Major Client

12 REPSOL

Major Client

Fully supports ISO 9001:2008 standards and seeks
out suppliers to comply with standard. This
stakeholder has an interest in this project.
Fully supports ISO 9001:2008 standards and seeks
out suppliers to comply with standard. This
stakeholder has an interest in this project.
Fully supports ISO 9001:2008 standards and seeks
out suppliers to comply with standard. This
stakeholder has an interest in this project.

Colvlle delivers service on-time, with-in budget,
and with-out incident.
Colvlle delivers service on-time, with-in budget,
and with-out incident.
Colvlle delivers service on-time, with-in budget,
and with-out incident.

Juland delivers fuel and solid waste
services as requested to support oil
production.
Juland delivers fuel and solid waste
services as requested to support oil
production.
Juland delivers fuel and solid waste
services as requested to support oil
production.

13

Alaska Department of Environmental
Compliance Agency
Conservation (ADEC)

This stakeholder has an interest in this project.

Juland designs and executes company processes
to meet all ADEC regulatory requirements

Juland meets all regulatory requirements

Closing

Sidewards

External

Neutral

2

1

2

2

7

14

Department of Natural Resources
(DNR)

Compliance Agency

This stakeholder has an interest in this project.

Juland designs and executes company processes
to meet all DNR regulatory requirements

Juland meets all regulatory requirements

Closing

Sidewards

External

Neutral

2

1

2

2

7

15

Occupational Safety and Health
Administration (OSHA)

Compliance Agency

This stakeholder has an interest in this project and
will also contribute to the project in the form on
knowledge and support.

Juland designs and executes company processes
to meet all OSHA regulatory requirements

Juland meets all regulatory requirements

Closing

Sidewards

External

Neutral

2

1

2

2

7
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Project Stakeholder Analysis

List of Stakeholders

Identifying Mutuality
Lifecycle Phase with Most Interest

Stakeholder Prioritization
Urgency
Direction of Internal/ Supporter/ Power Proximity Value Action Ranking
Influence
External Neutral/
(1-4)
(1-4)
(1-5) (1-5)
Score
(U/D/O/S)
Resistant

Lessons learned from all project lifecycle
Lessons learned are captured and archived with
phases is provided in order to plan for
regards to project actions that went well and those
successfule implementation of similair
that dhoulf br improved.
project in this company.

All

Sidewards

External

Supporter

2

1

2

2

7

Lessons learned from all project lifecycle phases
is provided in order to plan for successfule
implementation of similair project in this
company.

All

Sidewards

External

Supporter

2

1

2

2

7

ID Stakeholder Organization

Role

Importance

Expectations

16 Juland Supply

Sister Company

This stakeholder has an interest in this project and
will also contribute to the project in the form on
knowledge and support.

17 Juland Transport

This stakeholder has an interest in this project and
Supplier/Sister Company will also contribute to the project in the form on
knowledge and support.

Power:
4. High capacity to formally instruct change: can have work stopped
3. Some capacity to formally instruct change: must be consulted or has to approve
2. Significant informal capacity to cause change
1. Relatively low levels of power: cannot generally cause much change
Proximity
4. Directly involved in the work: team members working most of the time
3. Routinely involved in the work: part-time team members, external suppliers, and active sponsors
2. Detached from the work but has regular contact with, or input to, the work processes
1. Relatively remote from the work: does not have direct involvement with the processes: clients and most senior managers

Requirements

Lessons learned from all project lifecycle
phases is provided in order to plan for
successfule implementation of similair
project in this company.

Categorize

Value
5. Very high: has great personal stake in the work's outcome (success/cancellation)
4. High: sees work's outcome as being important (benefit or threat) to self or organization
3. Medium: has some direct stake in the outcome of the work
2. Low: is aware of work and has an indirect stake in work's outcome
1. Very low: has very limited or no stake in work's outcome
Action
5. Very high: self-activated, will go to almost any length to influence the work
4. High: is likely to make a significant effort to influence the work
3. Medium: may be prepared to make an effort to influence the work
2. Low: has the potential to attempt to influence the work
1 Very low: is unlikely to attempt to influence the work
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Risk Register
Risk Identification
ID
Risk

Internal Audit of the Juland, Incorporated ISO 9001 Quality Management System
Risk Category

Qualitative Rating
Probability Impact

Risk Response
Risk Ranking Risk Response
Rescope project, change schedule but do not change work required.
Meet with company president to request additional time off to work
70
1 project deliverables.

Risk Score

2

Unforecasted staffing requirements cause Project Sponsor to reduce Project
Manager's available time in this project.
All
Division managers can not make key resources available during corrective action
schedule, due to unscheduled company obligations.
Schedule/Quality

3
4

Project team can not adequately implement corrective actions
Inadequate time to complete project

Quality
Budget

4
3

10
10

40
30

5

Division managers do no agree on implementation plan proposal

Schedule/Quality

4

7

28

1

7

10

7

6

42

3 Include slack time in schedule for each work center internal audit
Include additional contingency funds in budget to address the need
4 for outside ISO 9001 contractor support.
5 Rescope project
Establish formal approval process through senior management and
6 work centers to resolve empasses

Key Terms
Risk: The risk stated in a complete sentence which states the cause of the risk, the risk, and the effect that the risk causes to the project.
Risk Category: Categorization of risks by area of project affected, source of risk or other useful category.
Probability: The likelihood that a risk or opportunity will occur (on a scale from 0 to 10 with 10 being the highest).
Impact: The impact of the risk on the project if the risk occurs (scale from 0 to 10 with 10 being the highest).
Risk Score: Determined by multiplying probability and impact (scale from 0 to 100).
Risk Ranking: A priority list which is determined by the relative ranking of the risks (by their scores) within the project with the number one being the highest risk score.
Risk Response: The action which is to be taken if this risk occurs.
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Preliminary Requirements Traceability Matrix
Susan Giedt
14 March
Date Prepared: 2016

Project Title: Internal Audit Corrective Action Implementation Project
Requirement Information
ID
R.1
R.3

R.3.

Requirement
Bi-Weekly
Updates
Project Schedule
Corrective
Actions
Complete

Priority

Category

Relationship Traceability
Source

Relates to
Stakeholder

High

PM

Project Manager

S1-S4,

Verification
E-mail
confirmation

Validation

High

PM

Project Manager

S1, S6-S10

Project Plan

Ad hoc meetings
Stakeholder
Written Approval

High

PM

Project Manager

S1-S10

Internal Audit

Zero
Nonconformities

pg. 1
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APPENDIX F. PROJECT ISSUE LOG
Issue Log
Project: Quality Management System Internal Audit - Corrective Action Implementation
Project

Date: April 8, 2016

Issue

Date
Resolved

Description

Priority
(H, M, L)

Susan Giedt

Category

Reported
By

Assigned
To

Project Management Plan

Status

Resolution/
Comments
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Qualtrics Survey Software

Page 2 of 6

Age Validation

Q1. Are you 18-years or older?

Consent

Q2. I have read this consent form below and agree to participate in this study.
Consent form

Does your organization have an ISO 9001 Quality Management System?

Q3. Does your organization have an ISO 9001 Quality Management System?

Certification Status

Q4. Is your organization ISO-9001 Certified?

Certified

https://az1.qualtrics.com/ControlPanel/Ajax.php?action=GetSurveyPrintPreview

4/8/2016

Qualtrics Survey Software

Page 3 of 6

Certified

QC-1.
How much have nonconformities increased or decreased since certification as a
percentage?

QC-2.
Has employee satisfaction increased or decreased since certification represented as
percentage?

QC-3.
1. How much have customer complaints decreased or increased since certification as
percentage?

QC-4.
How much has your client base increased or decreased since certification as percentage?

https://az1.qualtrics.com/ControlPanel/Ajax.php?action=GetSurveyPrintPreview

4/8/2016

Qualtrics Survey Software

Page 4 of 6

QC-5.
What percentage of your current/potential client base include compliance to a formal
Quality Management System as a consideration when selecting suppliers?

QC-6. What percentage has gross revenue increased or decreased since implementation

QC-7.
What percentage has the cost of doing business increased or decreased since
implementation?

Non-Certified

Q1

https://az1.qualtrics.com/ControlPanel/Ajax.php?action=GetSurveyPrintPreview

4/8/2016

Qualtrics Survey Software

Page 5 of 6

Q1.
How much have nonconformities increased or decreased since certification as a
percentage?

QN-2.
Has employee satisfaction increased or decreased since certification represented as
percentage?

QN-3.
1. How much have customer complaints decreased or increased since certification as
percentage?

QN-4.
How much has your client base increased or decreased since certification as percentage?

https://az1.qualtrics.com/ControlPanel/Ajax.php?action=GetSurveyPrintPreview

4/8/2016
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Page 6 of 6

QN-5.
What percentage of your current/potential client base include compliance to a formal
Quality Management System as a consideration when selecting suppliers?
0% - 24%
25% - 49%
50% - 74%
75% - 100%

QN-6. What percentage has gross revenue increased or decreased since implementation

0

10

20

30

40

50

60

70

80

90

100

Not
Applicable

Increase
Decrease

QN-7.
What percentage has the cost of doing business increased or decreased since
implementation?

0

10

20

30

40

50

60

70

80

90

100

Not
Applicable

Increase
Decrease

https://az1.qualtrics.com/ControlPanel/Ajax.php?action=GetSurveyPrintPreview
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My Report
Last Modified: 02/04/2016

1.

Are you 18-years or older?

#

Answer

1
2

Bar

Response

%

Yes

21

100%

No

0

0%

Total

21

Statistic

Value

Min Value

1

Max Value

1

Mean

1.00

Variance

0.00

Standard Deviation

0.00

Total Responses

21

2.

I have read this consent form below and agree to participate in this study.
Consent form

#

Answer

1
2

Bar

Response

%

Yes

21

100%

No

0

0%

Total

21

Statistic

Value

Min Value

1

Max Value

1

Mean

1.00

Variance

0.00

Standard Deviation

0.00

Total Responses

21

3.

Does your organization have an ISO 9001 Quality Management System?

#

Answer

1
2

Response

%

Yes

14

70%

No

6

30%

Total

Bar

20

Statistic

Value

Min Value

1

Max Value

2

Mean

1.30

Variance

0.22

Standard Deviation

0.47

Total Responses

20

4.

Is your organization ISO-9001 Certified?

#

Answer

1
2

Bar

Response

%

Yes

14

100%

No

0

0%

Total

14

Statistic

Value

Min Value

1

Max Value

1

Mean

1.00

Variance

0.00

Standard Deviation

0.00

Total Responses

14

5.

How much have nonconformities increased or decreased since certification as
a percentage?

#

Answer

Min Value

Max Value

Average Value

Standard Deviation

Responses

1
2

Increased

0.00

94.00

32.50

35.26

8

Decreased

10.00

55.00

31.00

20.35

4

6.

Has employee satisfaction increased or decreased since certification
represented as percentage?

#

Answer

Min Value

Max Value

Average Value

1
2

Standard Deviation

Responses

Increased

0.00

21.00

Decreased

30.00

70.00

12.60

9.45

5

50.00

28.28

2

7.

1. How much have customer complaints decreased or increased since
certification as percentage?

#

Answer

Min Value

Max Value

Average Value

Standard Deviation

Responses

1

Increased

0.00

82.00

33.00

34.97

4

2

Decreased

0.00

35.00

17.75

17.80

4

8.

How much has your client base increased or decreased since certification as
percentage?

#

Answer

Min Value

Max Value

Average Value

Standard Deviation

Responses

1

Increase

0.00

82.00

30.60

34.51

5

2

Decrease

0.00

0.00

0.00

0.00

-

9.

What percentage of your current/potential client base include compliance to a
formal Quality Management System as a consideration when selecting suppliers?

#

Answer

1
2

Bar

Response

%

0% - 24%

1

11%

25% - 49%

1

11%

3

50% - 74%

2

22%

4

75% - 100%

5

56%

Total

9

Statistic

Value

Min Value

1

Max Value

4

Mean

3.22

Variance

1.19

Standard Deviation

1.09

Total Responses

9

10.

What percentage has gross revenue increased or decreased since
implementation

#

Answer

Min Value

Max Value

Average Value

Standard Deviation

Responses

1
2

Increase

0.00

100.00

26.29

34.47

7

Decrease

19.00

19.00

19.00

0.00

1

11.

What percentage has the cost of doing business increased or decreased
since implementation?

#

Answer

Min Value

Max Value

Average Value

Standard Deviation

Responses

1

Increase

0.00

50.00

22.17

20.39

6

2

Decrease

0.00

0.00

0.00

0.00

-

12.

How much have nonconformities increased or decreased since certification
as a percentage?

#

Answer

Min Value

Max Value

Average Value

Standard Deviation

Responses

1

Increased

0.00

0.00

0.00

0.00

-

2

Decreased

0.00

0.00

0.00

0.00

-

13.

Has employee satisfaction increased or decreased since certification
represented as percentage?

#

Answer

Min Value

Max Value

Average Value

Standard Deviation

Responses

1

Increased

0.00

0.00

0.00

0.00

-

2

Decreased

0.00

0.00

0.00

0.00

-

14.

1. How much have customer complaints decreased or increased since
certification as percentage?

#

Answer

Min Value

Max Value

Average Value

Standard Deviation

Responses

1

Increased

0.00

0.00

0.00

0.00

-

2

Decreased

0.00

0.00

0.00

0.00

-

15.

How much has your client base increased or decreased since certification
as percentage?

#

Answer

Min Value

Max Value

Average Value

Standard Deviation

Responses

1

Increase

0.00

0.00

0.00

0.00

-

2

Decrease

0.00

0.00

0.00

0.00

-

16.

What percentage of your current/potential client base include compliance to
a formal Quality Management System as a consideration when selecting
suppliers?

#

Answer

1
2

Bar

Response

%

0% - 24%

0

0%

25% - 49%

0

0%

3

50% - 74%

0

0%

4

75% - 100%

0

0%

Total

0

Statistic

Value

Min Value

-

Max Value

-

Mean

0.00

Variance

0.00

Standard Deviation

0.00

Total Responses

0

17.

What percentage has gross revenue increased or decreased since
implementation

#

Answer

Min Value

Max Value

Average Value

Standard Deviation

Responses

1

Increase

0.00

0.00

0.00

0.00

-

2

Decrease

0.00

0.00

0.00

0.00

-

18.

What percentage has the cost of doing business increased or decreased
since implementation?

#

Answer

Min Value

Max Value

Average Value

Standard Deviation

Responses

1

Increase

0.00

0.00

0.00

0.00

-

2

Decrease

0.00

0.00

0.00

0.00

-
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IFO
2010
2011
2012
2013
2014
2015

0.84%
2.15%
2.54%
3.30%
3.19%
5.20%

Revenue Difference Profit Difference
COGS
3.05%
-33%
99%
-5.90%
140%
99%
49.54%
77%
98%
2.92%
34%
97%
14.01%
10% Revenue Increase Since Implementation Cost of Doing Business
97%
-2.14%
59%
15%
12%
97%
95%

Yearly Revenue Change

Annual Income From Operations

60.00%
6.00%
50.00%

2012, 49.54%

2015, 5.20%

5.00%

4.00%
30.00%

% Difference

% Difference

40.00%

20.00%
2014, 14.01%

2013, 3.30%
3.00%
2012, 2.54%
2011, 2.15%

2.00%

10.00%
2010, 3.05%

2013, 2.92%

0.00%

2015, -2.14%

1.00%

2011, -5.90%
-10.00%
0.00%

2010, 0.84%

2014, 3.19%

Appendix 7: Internal Audit Checklist
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4 Quality Management System
4.1 General Requirements
Has your organization established a management system (QMS) giving
consideration to:
Identifying the processes needed and the application of the processes
throughout the organization:
Determining the sequence and interaction of the processes?
Determining the criteria and methods for operation and control of the
processes?
Ensuring the availability of resources and information to support the processes?
Monitoring, measuring and analyzing these processes?
Implementing actions to achieve planned results and the continual
improvement?
If your organization out sources any processes that affects product conformity,
are the outsourced process controlled and identified?
4.2 Documentation Requirements
4.2.2 Quality Manual
Does your organization have a quality manual? Does it include the following:

The scope of your QMS and justifications and details of any exclusions
The documented procedures for the QMS or reference them?
A description of interactions between the processes of the QMS?
4.2.3 Control of Documents
Does your organization have a formal procedure regarding the control of
documents for your organization? Does this procedure address the following
items:

Observation/Comments

Yes
Yes
Yes
Yes
Yes
Yes
Yes

Observation/Comments
Yes, however, the Quality Manual has not been updated since 2014. The
Quality manual should be reviewed and updated annually. This requires a
corrective action request.

Corrective Action Request
2016-4.2.2

Observation/Comments
The formal procedure has not been reviewed or updated since 2014.

Corrective Action Request
2016-4.2.3.a

Are documents approved prior to issue?

The current procedure does not include the review of external documents by the
Chief Operating Officer (COO) as this position was created within the company
in 2015, after the last revision.

Are documents reviewed and updated as necessary and then re-approved?

Documents are not being reviewed on a regular basis. Recommend document
revision dates are added to the company’s deadline tracker and be managed by
the company quality manager.

Are changes and the current revision status of documents identified?

Current revision of documents is annotated in the footer of the document with
the revision dat
Current revision of documents are stored either on a shared drive or on the
company SharePoint Sit Older versions of documents are also kept in various
archival folders in both locations. There is no master listing identifying which
documents are kept wher Recommend implementation of an official File Plan

Are relevant versions of applicable documents available at points of use?

Corrective Action Request

Are documents legible and readily identifiable?

Yes documents are published in Adobe Acrobat with draft versions created in
Microsoft Wor
Documents of external origin are not controlle Recommend adding
nomenclature to document titles, to identify as such
Is a mechanism in place to prevent unintended use of obsolete documents: Are Old documents are retained in archival folders on the Shared Drive or
old documents identified if retained?
SharePoint. These documents are not identified as obsolete or date
Recommend the addition of this nomenclature to document footer and
document title, if the documents must be retaine
Are documents of external origin identified and their distribution controlled?

2016-4.2.3.b
2016-4.2.3.g

4.2.4 Control of Quality Records
Does your organization have a formal procedure for the control of quality
records?

Observation/Comments
Corrective Action Request
Yes this procedure exists, but has not been reviewed since 2014. Corrective
2016-4.2.4.a
action required to add review of this document to the company deadline tracker
and managed by the quality manager.

Are quality records legible, readily identifiable and retrievable?
Does the procedure describe identification, storage, protection, retrieval,
retention time, and disposition of records?
5 Management Responsibility
5.1 Management Commitment
Has top management demonstrated commitment to both the development and
implementation of the QMS and to continual QMS improvement by:

Yes, quality records are legible and are saved on the company shared driv

Communication the importance of meeting customer requirements and
statutory/regulatory requirements:
Establishing a written quality policy?
Identifying quality objectives
Conducting management reviews?
Ensuring resources are available?
5.2 Customer Focus
Does your organization have a process in place to identify your customer
requirements?
Are your customer needs and requirements identified on a continual basis?
Is your organization aimed at achieving customer satisfaction?

Observation/Comments
Corrective Action Request
Yes, top management is very committed to the QMS, however, there seems to 2016-5.1
be a lack of follow-up regarding the implementation and documentation of the
system. The company excels are communicating with customers to determine
their requirements and with regulatory agencies to meet those requirements,
however there is little documentation or regular review of existing
documentation to reinforce these concepts. Concepts of the QMS are
discussed at weekly staff meetin Recommend a detailed review of current QMS
nonconformities with management.

Observation/Comments
Yes, customer requirements are collected during project kick-off meetings,
project quarterly performance review (QPS) and also during ad hoc
communications.

Corrective Action Request

Yes, the company uses the Vice President for Sales and Marketing to reach out
to customers on a monthly basis for feedback.
Yes, top management and all employees understand the importance of
customer satisfaction and this concept is reinforced at weekly tool box meetings
with all employees as well as weekly management meetings.

5.3 Quality Policy
Has top management established a quality policy that:
Is appropriate to the purpose of your organization?
Includes a statement of commitment to meet requirements and continually
improve?
Provides a framework for establishing and reviewing quality objectives?
Is communicated and understood at all levels of the organization?

Observation/Comments

Reviewed for continuing suitability?

Yes, top management has established a policy that meets the specified intent
and criteri However, the policy has not been reviewed since 2014. Correction
Action is required to add a review of the policy to the company deadline tracker
and managed by the Quality Manager

5.4 .1 Quality Objectives
Are the quality objectives of you organization:
Established by top management
Include meeting the requirements for the products
Established at relevant functions and levels within your organization?
Measurable and consistent with the quality policy, including commitment to
continual improvement?
5.4.2 QMS Planning
Does the quality planning process ensure:

Observation/Comments

Corrective Action Request

Yes
Yes
Yes
Yes, however this was weak at best. While the QMS concepts are reviewed at
top management level, there is not a strong sense that all employees
understand the concepts of the QMS. Correction Action recommended to add
this to all weekly toolbox meetings

2016-5.3.d
2016-5.3.e

Corrective Action Request

Yes
Yes
Yes
Yes
Observation/Comments

Corrective Action Request
2016-5.4.2a

Planning meets the requirements set in 4.1, including the quality objectives?

Planning at top management level does meet the requirements set in the
company’s Quality Manual. However this is much weaker at lower levels of the
organization. Corrective Action is recommended to implement a mid-level
training program focused on department heads.

When changes to the QMS are planned and implemented the integrity of the
QMS is maintained?
5.5.1Responsibility and Authority
Are responsibilities, authorities and their interrelation defined and
communicated within you organization?
5.5.2 Management Representative
Has top management appointed a member of management that has
responsibility and authority to:
Establish, implement, and maintain the processes needed for the QMS?

Yes, again at the top management level. Refer to above finding and associated
recommended corrective action.
Observation/Comments
Corrective Action Request
Yes, this is communicated through the company functional organizational chart
and reinforced during all forms of communication.
Observation/Comments
Corrective Action Request

Report to top management on the QMS and the need for improvement?
Communicated customer requirements throughout your organization?
5.5.3 Internal communication
Has a communication process been established within your organization?

Yes, same as above
Currently the Vice President for Sales and Marketing collects all customer
requirements and communicates them to the organization.
Observation/Comments
Yes, the communication process follows the functional organizational chart of
the company. It is apparent the communication is stronger at the upper levels
of the company. Recommend corrective action to develop a plan to
communicate with employees below this level.

Corrective Action Request
2016-5.5.3

Do the communications include the effectiveness of the QMS?
5.6 Management Review
5.6.1 General
At management review does your top management:
Review the QMS?

Observation/Comments

Corrective Action Request

A management review has not been conducted since 2014. Recommend
corrective action to conduct a management review. Recommend using the
results of this internal audit as the framework for the management review.
From this opportunities for improvement can be assessed as well as the need
for additional changes to the quality policy and objectives, if require

2016-5.6.1.a

Meet at planned intervals?
Have a statement of suitability, adequacy and effectiveness of the QMS?
Assess opportunities for improvement?
Evaluate the need for changes including the quality policy & objectives?
5.6.2 Review Input
Does management review input include:
Audit results
Customer feedback
Process performance and product conformance?
Status of corrective and preventive actions?
Follow-up actions from previous management reviews?
Changes that could affect the QMS?
Recommendations for improvements?
5.6.3 Review Output
Does the output from management review include the decisions and actions
related to:
Improvement of the effectiveness of the QMS and its processes?
Improvement of product related to customer requirements:
Resource needs?
6 Resource Management
6.1 Provision of resources
Has your organization implemented methods to determine and provide the
resources needed to:
Implement and continually improve the processes of the QMS?

Yes, however the current quality manager is also the Chief Operating Officer.
Recommend a corrective action to move the quality manager responsibility to
the Safety and Compliance Manager. The company currently does not employ
a Chief Information Officer, but would recommend this responsibility migrate
over to that position, in the event it is created within the company.

Recommend corrective action to add the management review the company
deadline tracker as managed by the Quality Manager

Observation/Comments
Please see 5.6.1.a nonconformity and associated CAR.

Corrective Action Request
2016-5.6.1.a

Observation/Comments
Please see 5.6.1.a nonconformity and associated CAR.

Corrective Action Request
2016-5.6.1.a

Observation/Comments

Corrective Action Request

The company does use the Plan, Do, Check, Act (PDC model for implementing 2016-6.1.a
new processes. The company does perform testing on new products and
processes before full implementation. However, documentation of the PDCA is
not stron Recommend corrective action to ensure documentation is performed
when implementing new processes or products.

Address customer satisfaction by meeting customer requirements:

Documentation is also weak in the area of customer satisfaction. There is no
2016-6.1.b
central repository for collecting customer requirements. Recommend corrective
action to address this nonconformity

6.2 1 Human Resources-General
Are personnel with assigned responsibilities competent on the basis of
appropriate education, training, skills, and experience?

Observation/Comments
Corrective Action Request
The company maintains a training matrix that associates specific jobs with
2016-6.2.1.a
appropriate training, skills, and experienc The Safety and Compliance Manager
maintains this tracker for the company. The tracker also contains current
training dates for all employees. Employees are required to complete annual
check rides, if required to operate equipment. This is documented in the
training matrix. This program is very strong with fuel truck operators,
accounting personnel, and safety personnel. It needs to be strengthen for all
employees. Recommend corrective action to address: Solid Waste personnel,

Is there evidence of competence?
6.2.2 Competence Awareness and Training
Has your organization determined the competence required for personnel
performing work affecting product quality?

Observation/Comments
Competency requirements were implemented for the areas considered the
highest risk and direct customer facin Please see nonconformity 2016-6.2.1
and associated CAR

Corrective Action Request
2016-6.2.1

Are personnel trained or are other actions taken to satisfy competency needs?
Has your organization ensured the necessary competence has been achieved?
Are personnel aware of the relevance and importance of their activities and how
they contribute to the achievement of the quality objectives?
Are records of competence, awareness ant training maintained?
6.3 Infrastructure
Observation/Comments
Corrective Action Request
Has your organization maintained the facilities needed to achieve the
The company is has a strong facility, equipment, and vehicle inspection
2016-6.3.a
conformity to product requirements including?
program that includes programming for replacement items in the annual capital
budget. Recommendation for replacement or new items is sent up through he
functional organizational chart and expenditures approved through the General
Manager or CEO, depending on dollar amount. When planning for
improvements to existing processes or the additional of new processes, working
groups are established to identify the need for support items. However,
documentation for these items is not uniform. Recommend corrective action to
address this.
Buildings, workspace, and utilities?
Process equipment, hardware and software
Supporting services, such as transportation, communication or information
systems?

6.4 Work Environment
Has your organization determined and is it managing the work environment
needed to achieve conformity to product requirements?
7 Product Realization
7.1 Planning of Product Realization
In planning and developing processes needed for product realization, has your
organization determined:
The quality objectives and requirements of the product
f established processes, documents and specific product resources are
needed?
The required verification, validation, monitoring, and inspection and test activity
specific to the product, and the product acceptance criteria?
Records needed to provide evidence that the realization processes and the
resulting product meet requirements?
Is the output of the planning process in a form suitable for your method of
operation?
7.2 Customer-Related Processes
7.2.1 Determination of Requirements Related to the Product
Has your organization determined:
Customer requirements including delivery and post-delivery activities?
Product requirements not stated by the customer but necessary for use of the
product?
Statutory and regulatory requirements related to the product?

Observation/Comments
Please refer to 6.3

Corrective Action Request

Observation/Comments

Corrective Action Request

Any additional requirements determined by your organization?
7.2.2 Review of Requirements Related to the Product
Does your organization review customer requirements prior to commitment to
supply the product?

yes
Observation/Comments
Yes all work is conducted under purchase order, purchase agreement, or work
under. All documents are reviewed for requirements by both the COO, CEO,
Legal, Insurance, and HSS

Has a process of review (submission of a tender, acceptance of contract or
order) been established?
Define product requirements?
Resolve contract or order requirements differing from previously expressed?

Yes

Determine the ability to meet the defined requirements?
Are records of the review and subsequent action maintained?
Are the customer requirements confirmed by your organization before
acceptance when the customer provides no documented requirements?
When the product requirements are changed, are the relevant documents
amended and the relevant personnel made aware of the changes?
7.2.3 Customer Communication
Does your organization have arrangements in place for communication with
customers regarding:
Product information?
Enquiries, contracts or order handling, including amendments?

Yes
Yes
Yes
Yes
Yes

Observation/Comments

Corrective Action Request

Yes
Yes – listed by contract and contained in the contract entitlement databas
Good example of a tracking mechanism that works well.
Yes – however the list for statutory and regulatory requirements should be
2016-7.2.1.c
reviewed on annual basis. Recommend corrective action to add this review the
Deadline Tracker and maintained by Quality Manager.

Product requirements are defined in these documents.
Monthly call are placed to customers to confirm volume of fuel required or
number of solid waste pick-ups require
If the customer requirements cannot be met an alternative is developed to
satisfy customer needs.
Records of review are not always kept. Recommend creating a customer
database which logs all of this information.

Corrective Action Request

2016-7.2.1.c

Yes
Yes documents are amended are changes are communicated via email.
Recommend adding this CAR 7.2.1.c
Observations/Comments

2016-7.2.1.c
Corrective Action Request

Yes customers are provided with SDS with each signed contract or any time the
SDS changes.
The Operations Manager manages customer enquiries and orders and refers all 2016-7.2.3.b
contractual amendments to the General Manager. Recommend Action Item to
create a flow chart that depicts this process.

Customer feedback, including customer complaints?

Customer feedback is provided directly to Operations Manager, General
Manager or via the InTouch Feedback Management System.
7.3 Design and Development
7.3.1 Design/Development Planning
Observations/Comments
Does your organization plan and control the design and development of
Juland Incorporated interprets the terms product as the service and supplies
product? During the design planning process, does you organization determine: provide The company does not manufacture any product.

Corrective Action Request

The design and development stages?

Services are planned according to customer requirements. However
2016-7.3.1a
documentation of this effort is weak. Recommend Correction Action to address
this issu

The review, verification and validation are appropriate to each design and
development stage?
The responsibilities and authorities for design and development?
Are the interfaces between different groups involved in design managed to
ensure effective communication and clarity of responsibilities?
Is planning output updated as the design progresses?

Yes

7.3.2 Design/Development. Inputs
Are inputs relating to product requirements determined and records
maintained?
Do the inputs include:
Functional and performance requirements?
Applicable statutory/regulatory requirements?
Information derived from previous similar designs, where applicable?
Other requirements essential for design/development?
Are the inputs reviewed for adequacy?
Are input requirements complete unambiguous and not in conflict?
7.3.3 Design/Development Outputs
Are the outputs of design and development in a form that enables verification
against the inputs?
Are the outputs approved prior to release?
Do the outputs:
Meet the input requirements?
Provide appropriate information for purchasing, production and servicing?
Contain of reference acceptance criteria?
Define the characteristics of the product that are essential to its safe and proper
use?
7.3.4 Design/Development Review
Are systematic reviews of design and development conducted at suitable
stages of the design process to:
Evaluate the ability to fulfill requirements?
Identify any problems and propose necessary actions
Do participants in the reviews include representatives of those functions
concerned with the design and development stage being reviewed?
Are you recording the results of the reviews and any necessary actions?
7.3.5 Design/Development Verification
Is design and development verification performed to ensure the outputs meet
the design and development inputs?
Are the results of verification and any necessary action being recorded?
7.3.6Design /Development Validation
Is design/development validation performed according to the plan to confirm the
product (output) meet the requirements for the intended use? Is validation of
the product completed prior to delivery or implementation? Are results of
validation and any necessary actions being recorded?

Observations/Comments

Yes
Yes
Refer to CAR 7.3.1a
Corrective Action Request

N/A

Observations/Comments
N/A

Corrective Action Request

Observation/Comments
N/A

Corrective Action Request

Observations/Comments
N/A

Corrective Action Request

N/A
Observations/Comments
Juland uses the Plan-Do-Check-Act model while testing new methods and
processes. Again documentation in terms of successes and failures is weak.
Recommend a correction active to address this issu

Corrective Action Request
2016-7.3.6

7.3.7 Control of Design/Dev. Changes
Are design/development changes identified and recorded?
Are the changes verified, validated and approved prior to implementation?
Are the changes evaluated for the effect on constituent parts and delivered
products?
Are the results of the review of changes and any necessary actions recorded?
7.4 Purchasing
7.4.1 Purchasing process
How has your organization ensured purchased product conforms to specified
purchase requirements?
Does the type and extent of control applied to the suppler and the purchased
product depend on the effect on product process or final product?

Observations/Comments
Changes are identified but not recorde Refer to CAR 7.3.6
Changes are verbally approve
Changes are evaluated using the Plan-Do-Check-Act model

Corrective Action Request

Results are identified but not recorde Refer to CAR 7.3.6

Observation/Comments
All fuel products are tested on a daily basis to ensure product conforms to
requirements. Test results are saved on the Share Drive
Juland uses are group of suppliers based on product availability and product
prices.

Corrective Action Request

Does your organization evaluate and select suppliers based on their ability to
supply product in accordance with the requirements?
Are the criteria defined for selection and periodic evaluation of suppliers?
Are evaluation and any necessary action being recorded?
7.4.2 Purchasing information
Does the purchasing information describe the product purchased, and where
appropriate:
Requirements for approval of product, procedures, and equipment?
Requirements for qualification of personnel?
Any QMS requirements?
Does your organization confirm the adequacy of specified purchase
requirements prior to their communication to the supplier?
7.4.3 Verification of Purchased Product
Has your organization established and implemented inspection or other
activities to confirm purchased product meets specified purchase requirements?

Juland does select suppliers based on their ability meet regulatory and statutory
requirements first before reviewing cost data
Yes
Yes refer to
Observations/Comments
Corrective Action Request
Contracts, purchases orders, and Invoices contain product information and
product requirements
Yes
Yes
Yes
Yes

If your organization or your customer plans to perform verification activities at
the supplier’s site, do you specify the verification arrangements and method of
product release?

N/A

7.5 Production and Service Provision
7.5.1 Control of Production and Service
Does your organization control production and service operation by planning:
Availability of information that specifies the characteristics of the product?
Availability of work instructions?
Use of suitable equipment?
Availability and use of monitoring and measuring equipment?

Implementation of monitoring and measurement?
Implementation of release, delivery, and post-delivery activities?
7.5.2 Validation of Processes for Production and Service Provision
Does your organization have any processes for production and service where
the output cannot be verified by monitoring or measurement?
Do you validate these processes?

Observation/Comments
All verification is performed on site at Juland Incorporate Please refer to 7.4.1

Observation/Comments

Corrective Action Request

Corrective Action Request

Yes
Work Instructions are maintained on the Shared Driv
Equipment requirements are reviewed weekly at the staff meeting and
maintained by the Equipment Group.
Monitoring and Measuring of inspection equipment is inspected and maintained
by the HSSE team on a monthly basis. Meters and other measurement devices
are monitored and maintained by maintenance personnel.

Yes
Yes
Observation/Comments
No all fuel is measured using metering equipment and then compensated for
temperature. Solid waste is measured based on container size used.
Yes, fuel meters are proved on at least an annual basis and reviewed each
week at the staff meeting.

Corrective Action Request

Does the validation process demonstrate planned results?
Does your organization demonstrate the ability of these processes, including:
Defining criteria for review and approval?
Approving equipment and qualifications of personnel?
Using specific methods and procedures?
Defining requirements for records?
Defining requirements for revalidation?
7.5.3 Identification and Traceability
If appropriate, does your organization identify the product by suitable means
throughout product realization?
Is the product status identified with respect to monitoring and measurement
requirements?
Does your organization control and record the unique identification of the
product where traceability is required?
7.5.4 Customer Property
How does your organization maintain the customer property while it is under
you control?
Is the customer’s property identified, verified, protected and safeguarded when
used of incorporated in the product?
If any customer property is damaged, lost, or unsuitable for use is it reported to
the customer and recorded?
7.5.5 Preservation of Product
Does your organization preserve the conformity of the product during internal
processing and delivery?
Does preservation include identification, handling, packaging, storage and
protection of the product and the constituent parts?
7.6 Control of Monitoring and Measuring Equipment
Has your organization identified both the measurements to be made, and the
measuring and monitoring equipment needed in order to assure your product
meets requirements?

Yes
Yes
Yes
Yes
Yes
Observation/Comments
N/A

Has your organization established a mechanism to ensure monitoring and
measuring is performed consistent with requirements?
Is the measuring equipment:
Calibrated at specified intervals against standards traceable to international or
national standards? If those standards do not exist, are the basis used for
calibration recorded?

Yes

Adjusted or re-adjusted as necessary?
Identified with calibration status?
Safeguarded from adjustments that would invalidate the measurement results?
Protected from damage and deterioration during handling, maintenance and
storage?
If equipment is found to be outside of requirements, how does your organization
assess and record the validity of previous measuring results?
Does your organization take appropriate action on the equipment and any
product affected above?
Where are the results of calibration and verification being recorded?
Is software used for measuring and monitoring verified prior to use and
reconfirmed as necessary?
8 Measurement, Analysis and Improvement
8.1 General

Corrective Action Request

Yes
Yes
Observation/Comments
Yes

Corrective Action Request

Yes
All incidents (internal or external property) are reported within 24-hours using
the incident reporting system outlined in the COSH Manual.
Observation/Comments
Yes

Corrective Action Request

Yes
Observation/Comments
Yes

Corrective Action Request

Yes

Yes
Yes
Yes
Yes
Company Share Drive.
Yes

Observation/Comments

Corrective Action Request

Has your organization planned and implemented the monitoring, measurement, Several metrics are tracked and reviewed at each weekly staff meeting.
analysis and improvement processes to:
However there is no formal program and these metrics do change based on
feedback from the Chairman, President, and General Manager. Metrics include,
fuel inventory reconcilation, solid waste reconcilation, fuel sample results, meter
accuracy metrics, employee hour metrics, fuel purchase and sale price metrics.
Demonstrate conformity of the product?
Confirm conformity of the QMS?
Continually improve the effectiveness of the QMS?
Does this include the determination of the need for, and use of applicable
methods, including statistical techniques?
8.2 Monitoring and Measurement
8.2.1 Customer Satisfaction
Observation/Comments
Does your organization monitor information on customer perception regarding
Juland has a feedback system via email, internet, and telephone as well as
fulfilling customer requirements? Are there records to show this is being done? informal feedback provided by customers. All feedback is provided to the
General Manager for review, follow-up, and corrective action (if required).
There is no formal database to capture informal feedback. Recommend CAR
to implement this as a part of the client requirement CAR.
8.2.2 Internal Audits
Are internal audits conducted at planned intervals to determine if the QMS:
Conforms to the planned arrangements for product realization, requirements of
the ISO 9001 standard and to the QMS established by your organization?

Corrective Action Request
2016-8.2.1

Observation/Comments
No

Corrective Action Request
2016-8.2.2

Observation/Comments

Corrective Action Request

Is effectively implemented and maintained?
Has your audit program and audit schedule taken into account:
The status and importance of the processes and areas to be audited?
The results of previous audits?
Have the audit criteria, scope, frequency and methods been defined?
Are auditors selected to ensure the audits and auditors are objective and
impartial in the audit process?
Is there a documented procedure?
Does it define the responsibilities and requirements for planning and conducting
audits, including audit reports and maintaining records?
Does the management responsible for the area audited take timely action to
eliminate nonconformities and their causes?
Do follow up activities include verification of the corrective action and the
reporting of those results?
8.2.3 Monitoring and Measurement of Processes
Does your organization have methods for monitoring and where applicable,
measurement of the QMS processes?
Do the methods demonstrate the ability of the processes to achieve planned
results?
When the results are not achieved, are corrective actions taken to confirm
conformity of the product?
8.2.4. Monitoring and Measurement of Product
Does your organization monitor and measure the characteristics of the product
to verify product requirements are met?
Are the measurements carried out at appropriate stages of the product
realization process according to planned arrangements (7.1)?
What evidence is maintained of conformity to the acceptance criteria?
Are records available indicating the person authorizing release of product?
Is there evidence that product release and service delivery does not proceed
until all activities have been completed (unless otherwise approved by a
relevant authority or customer)?
8.3 Control of Nonconforming Product
Has your organization ensured that product which does not conform to
requirements is identified and controlled to prevent unintended use?
Are the controls and responsibilities and authorities for nonconforming product
defined in a documented procedure?

Is action taken on nonconforming product by one or more of the following:

Taking action to eliminate the nonconformity?
Authorizing its use, release or acceptance under concession by a relevant
authority or customer?
Taking action to prevent its original intended use or application?
Are records maintained for nonconformities, actions taken and obtained
concessions?
Is nonconforming product re-verified after correction to demonstrate conformity
to requirements?
Does your organization take action when a nonconformity is detected after
delivery or use has started?
8.4 Analysis of Data
Does your organization determine, collect and analyze data to demonstrate the
suitability and effectiveness of the QMS?
Is the QMS evaluated to determine continual improvement?
Does the data generated include the results of monitoring and measurement,
and other sources?
Does the analysis of data provide information regarding:
Customer satisfaction?
Conformance to product requirements?
Characteristics/trends of processes and products, including opportunities for
preventive action?
Suppliers
8.5 Improvement
8.5.1 Continual Improvement
Does your organization continually improve the effectiveness of the QMS
through the use of:
Quality policy
Quality objectives
Audit results
Analysis of data
Corrective and preventive action
Management review
8.5.2 Corrective Action
Are actions taken to eliminate the causes of nonconformities to prevent
recurrence?
Is corrective action appropriate to the effects of the nonconformities found?
Does the corrective action procedure define the requirements for:
Reviewing nonconformities, including customer complaints
Determining the causes of nonconformities
Evaluating the need for action to insure nonconformities do not recur?
Determining and implementing action needed

8.2.3 Refer to CAR 8.1.d

Observation/Comments

Corrective Action Request

N/A

Observation/Comments
Corrective Action Request
Yes, Juland uses a Look-Out/Tag-Out Program which is defined on the COSH
Manual. However, COSH Manual needs to be reviewed and update
2016-8.3
Recommend Corrective Action Request to add this to the Deadline Tracker and

Nonconformities are tracked on the Juland Incident Log and managed by the
HSSE Team. Items are tracked and closed with approval from the General
Manager. Root Cause Analysis is performed and data and briefed at quarterly
Safety Meetings, General Managers Meetings, and weekly safety meetings.

Observation/Comments

Corrective Action Request

No, recommend Corrective Action Request to develop this program.

2016-8.4

Observation/Comments

Corrective Action Request

No, please see 2016-8.5.3

Observation/Comments
Refer to 2016- 8.3

Corrective Action Request

Recording the results of action taken
Reviewing the corrective action taken
8.5.3 Preventive Action
Has your organization established a procedure to eliminate the cause of
potential nonconformities?
Does the procedure also include:
Determining potential nonconformities and their causes
Evaluating the need for action to prevent occurrence of nonconformities
Determining and implementing action needed
Recording the results of action taken
Reviewing the preventive action taken?

Observation/Comments
Corrective Action Request
Risk assessments are conducted before any new process is implemente These
are typically done at the weekly staff meeting and the weekly safety meetin
2016-8.5.3
However, once again the results are these are not clearly documente
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Background
Juland Incorporated
 Arctic logistics company based in Prudhoe Bay
 Directly supports oil production activities
 Implemented QMS in 2012 – Not Certified

Bulk Fuel Storage

Fuel Distribution

Aviation Fuel

Internal Audit of the Juland, Inc. ISO 9001 Quality Management System
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"Don't find fault, find a remedy."

Internal Audit of the Juland, Inc. ISO 9001 Quality Management System
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OBJECTIVE:
Conduct Internal Audit of QMS

Project
Objectives

a. Identify nonconformities
b. Develop corrective action plan
PURPOSE:

Increase company profit margin
a. Decrease cost of doing business
b. Increase employee satisfaction
c.

Increase customer satisfaction

Internal Audit of the Juland, Inc. ISO 9001 Quality Management System
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Why?
 Initial QMS Implementation led to
Increase in
Operations

Initial Surge in Market Share
Increased Employee Numbers
Increased Exposure

 QMS has not grown with company
Initial QMS benefits fading

 Internal Audit with identify gaps to ensure
Stagnant
Infrastructure

QMS is sized correctly and strengthen
Decrease cost of doing business
Increase Market Share Again
Increase Profit

Internal Audit of the Juland, Inc. ISO 9001 Quality Management System
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Approach and Assumptions
APPROACH

ASSUMPTIONS

 Project Sponsor:

 Company could support budget

 Approved all project plans
 Approved all funding decisions
 Approved change requests

 Project Manager

 Company did not reassign project staff
 Project staff remained employed
 Procurement actions not required

 Overall execution authority

 Matrix Project Team

Internal Audit of the Juland, Inc. ISO 9001 Quality Management System
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Was the Project Successful?
a. Scope Creep?

Project
Outcomes

b. On Schedule?
c.

Under Budget?

Were Deliverables Accepted?
a. Formal Audit Report
◦
◦
◦

Nonconformities
Opportunities for Improvement
Best Practices

b. Corrective Action PMP
◦
◦
◦

Scope
Schedule
Budget

Internal Audit of the Juland, Inc. ISO 9001 Quality Management System

8

Planned Risks
Probability Impact Risk
Score
7
10
70

Risk
Risk Response
Ranking
1
Rescope project

Schedule/Quality

7

6

42

2

Include slack time in schedule

Quality

4

10

40

3

Include additional contingency
funds for contractor support.

Inadequate funding to complete
project

Budget

3

10

30

4

Rescope project

Division managers do not agree on
implementation plan proposal

Schedule/Quality

4

7

28

5

Establish formal approval
process to resolve impasses

ID

Risk

1

Un-forecasted staffing requirements All
cause Project Sponsor to reduce
Project Manager's available time in
this project.

2

Division managers cannot make key
resources available during audit
schedule
Project team cannot adequately
perform internal audit

4

5

3

Risk Category

Internal Audit of the Juland, Inc. ISO 9001 Quality Management System
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Realized Risks
ID
1

6

Risk
Un-forecasted staffing requirements caused
Project Sponsor to reduce Project Manager's
available time in this project

Risk Category

Risk Response

All

180-day pause was inserted into project

Survey responses did not illicit enough useable Scope/Quality
data in order to perform meaningful statistical
analysis

Statistical analysis of survey results did
not provide enough data - case study was
added to research methods

Internal Audit of the Juland, Inc. ISO 9001 Quality Management System
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Change Management
ID (CR-X)

Date Identified

Description

Impact

CR-1

7/15/2015

Delay audit start date to 1 Jan 2016.

Schedule

CR-2

3/3/2016

Change the method of EVM to use hours instead of dollars

Schedule

CR-3

3/4/2016

Increase contact with Advisory Committee

Schedule/Quality

CR-4

3/15/2016

Change the method of research from analysis to survey results to Scope
use of survey results and case study

Internal Audit of the Juland, Inc. ISO 9001 Quality Management System
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Milestones
Milestone

Deliverable

Date

Project Start

Project Management Plan

10 April 2015

Internal Audit Complete

27 Feb 16

Formal Report Complete

Formal Audit Report

12 Mar 16

Corrective Action PMP Complete

Follow-On Project Management Plan

9 Apr 2016

Project Complete

15 Apr 16

Internal Audit of the Juland, Inc. ISO 9001 Quality Management System
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Budget
BASELINE BUDGET

BUDGET AT COMPLETION

Category

Value

Category

Value

Labor

$60,270.00

Labor

$52,064.00

Materials

$500.00

Materials

$500.00

Travel and Billeting

$11,070.00

Travel and Billeting

$11,070.00

Contingency (15%)

$11,000.00

Contingency (15%)

$0.00

Total

$82,840.00

Total

$63,634.00

Internal Audit of the Juland, Inc. ISO 9001 Quality Management System
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Hours
BASELINE HOURS

HOURS AT COMPLETION

Task Name

Value

Task Name

Value

Conduct Project Management Activities

921

Conduct Project Management Activities 812

Review ISO 9001:2008 Standards

106

Review ISO 9001:2008 Standards

106

Conduct QMS Internal Audit

320

Conduct QMS Internal Audit

320

Document Internal Audit Results

110

Document Internal Audit Results

110

Develop Corrective Action Project
Management Plan

117

Develop Corrective Action Project
Management Plan

67

Total

1,574

Total

Internal Audit of the Juland, Inc. ISO 9001 Quality Management System
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Hours

Cost and Schedule Management
1800.00
1600.00
1400.00
1200.00
1000.00
800.00
600.00
400.00
200.00
0.00
Jan-15

Feb-15 Mar-15 Apr-15 May-15 Jun-15

Jul-15

Aug-15 Sep-15

Oct-15 Nov-15 Dec-15

Jan-16

Feb-16 Mar-16 Apr-16

Project Timelline
Cumulative Planned Value (PV)

Cumulative Actual Cost (AC)

Cumulative Earned Value (EV)

EVM Jan -15 Feb 15 Mar 15 Apr 15 May 15 Jun 15 Jul 15 Aug 15 Sep 15 Oct 15 Nov 15 Dec 15 Jan 16 Feb 16 Mar 16 Apr 16
CPI
SPI

1.00
0.80

1.00
0.87

1.00
0.90

1.00
0.93

1.00
0.93

1.00
0.93

1.00
0.94

1.00
0.94

1.00
0.94

1.00
0.94

1.00
0.94
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0.93

1.00
0.90

1.00
0.84

1.00
0.86

1.00
0.90
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Deliverables
Audit Report
•
•
•
•
•
•

24 nonconformities identified
Lack of Standard Documentation
Lack of File Plan
Disparate Levels of Documentation
Lack of Employee Involvement
Lack of QMS Accountability

Corrective Action PMP
•
•
•

Start date 1 June 2016 (but flexible)
Identifies all corrective actions
Internal Audit Results = Acceptance Criteria

Internal Audit of the Juland, Inc. ISO 9001 Quality Management System
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Was the Project Successful?

X Scope Creep

Project
Outcomes

 On Schedule
 Under Budget
Were Deliverables Accepted?
a.

Formal Audit Report
 Nonconformities
 Opportunities for Improvement
 Best Practices

b.

Corrective Action PMP
 Scope
 Schedule
 Budget

Internal Audit of the Juland, Inc. ISO 9001 Quality Management System
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Project
Research

Are the benefits of QMS obtained from
implementation/adherence to ISO 9001?
or
From certification?

Internal Audit of the Juland, Inc. ISO 9001 Quality Management System
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Survey
Compare Results of Companies with Certified QMS against Companies without Certified QMS
1.

How much have nonconformities increased or decreased since certification as a percentage?

2.

Has employee satisfaction increased or decreased since certification represented as percentage?

3.

How much have customer complaints decreased or increased since certification as percentage?

4.

How much has your client base increased or decreased since certification as percentage?

5.

What percentage has gross revenue increased or decreased since certification?

6.

What percentage has the cost of doing business increased or decreased since implementation?

7.

What percentage of your current/potential client base include compliance to a formal quality management system as a
consideration when selecting suppliers?

All Response Companies had Certified QMS

Internal Audit of the Juland, Inc. ISO 9001 Quality Management System
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Case Study
A N N UA L C O S T O F G O O D S O L D V S . I N C O M E
100.00%
99.00%

1.29%

0.84%
2.15%

2.54%

3.30%

98.00%

3.19%
5.20%

97.00%
96.00%
95.00%

98.71%

99.16%
97.85%

97.46%

96.70%

94.00%

96.81%
94.80%

93.00%
92.00%
2009

2010

2011

2012
COGS

2013

2014

2015

IFO
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Survey Results vs. Case Study
Juland Inc. = 15%

Juland Inc. = 12%

Juland Inc. data falls in line with results from certified companies
Internal Audit of the Juland, Inc. ISO 9001 Quality Management System
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Published Research
What is really the cause and what is really the effect?

Shedding Light on Causation Between ISO 9001 and Improved Business Performance
Dick, Heras, & Casadesus, 2007

Internal Audit of the Juland, Inc. ISO 9001 Quality Management System
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Summary and Recommendations
Project Summary
◦ Completed on Time
◦ 100 Hours over Budget
◦ Project Quality Management similar to ISO 9001 Standard

Recommendations
◦ Further research into ISO 9001 Certification Bodies
◦ Execute Corrective Action Project
◦ Internal Audit of Juland Transport and Juland Supply

Internal Audit of the Juland, Inc. ISO 9001 Quality Management System
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Profit in business comes from
repeat customers, customers that
boast about your project or service,
and that bring friends with them

Internal Audit of the Juland, Inc. ISO 9001 Quality Management System
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Project Management:
◦ Compartmentalizing Scope was a benefit
◦ Discrete Project for each company
Mini Audit for each department

Lessons
Learned

◦ Keep Assessing for Risks
◦ One risk was identified after project start
◦ Don’t forget to look for risks in the Project Management Approach

◦ Schedule Stakeholder Communication
◦ Tailor EVM to the Project
◦ Refine Estimation Skills

Research:
◦ Walk Desired Results back to Research Design
◦ Conduct a Pilot Survey

Project:
◦ Documentation
◦ Communication
◦ Think Outside the Box

Internal Audit of the Juland, Inc. ISO 9001 Quality Management System
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Susan Giedt
PM 686B
Spring 2016
Lessons Learned
The initial scope of the project was to conduct an internal audit of the all of the holding company’s quality
management systems, identifying nonconformities, correcting nonconformities, and pursuing certification in the ISO
9001 standard. The project charter went through several revisions during the initiation stage. After reviewing
standards for the quality management system internal audit, the project manager expressed concern over the wide
coverage of the scope. ISO recommended conducting audits of larger organizations, by dividing the organization
into sections at natural break points and executing separate audits for each (Insert citation).

It was suggested the

objective and resulting scope be narrowed to include only Juland, Incorporated, with audits of Juland Transport and
Juland Supply designed as future project opportunities. Each company is a separate entity and therefore has a
separate quality management system. Compartmentalizing the scope created an advantage to the holding company
as a parent organization, and Juland, Incorporated’s sister companies. Lessons learned captured during the Juland,
Incorporated project were documented and incorporated in the project management lifecycle for each of the
remaining
The project was designed to mirror continuous improvement process inherent in the ISO 9001 standard and the
scope reflects that approach. Exhibit 3 displays the work breakdown structure (WBS) for the project. The WBS was
designed to mirror the plan-do-check-act process used to facilitate continuous improvement, a major cornerstone of
the ISO 9001 quality management system design. The project begins with a review of the standards and the project
management tasks– plan, the internal audit – do, the internal audit report – check, and the Corrective Action PMP –
act. Due the aggressive review of the project’s scope at the onset of the project and strict scope control, it did not
change during any stage of the project. The building block approach the internal audit was integral to this success
as it allowed for a small, discrete project scope with follow-on projects.
Operations at the company run 7-days a week, 24-hours daily, so the internal audit needed to be sensitive to that
schedule, or risk a reduction in project quality due to negative stakeholder perception. Each department in the
company was audited separately, by the same auditor. The schedule was developed with each department head, well
in advance to ensure availability. The plan allowed for the auditor to roam freely within the department to capture
feedback at the convenience of the employees in the department. Because the infrastructure of the company is very
small, this was an easy approach.
As previously stated, the internal audit process is an integral part of a healthy quality management system.
Therefore communication as to the health of the quality management system and progress of the project was
important. Weekly updates to the project team and project sponsor were conducted during weekly standing staff
meetings each Thursday morning. An ISO 9001 line item was added to the agenda for the meeting and audit trends
were briefed during this time. After the first meeting, the project manager approached the company president about
adding similar line items to Juland Transport and Juland Supply staff meetings. This allowed the sister companies
exposure to the findings within Juland, Incorporated and caused management to review their company quality
management system for the same issue. It created an opportunity for the two sister companies to fix several
negative trends before the internal audits are conducted these respective organizations.
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Risk Management
During the course of project execution, one risk was realized. The risk with the biggest impact, “un-forecasted
staffing requirements cause Project Sponsor to reduce Project Manager's available time in this project” was realized
in July 2015, when the project manager was promoted to Chief Operations Officer of the holding company. The
original risk response was to re-scope the project to remove the Corrective Action PMP deliverable. However, after
convening the change control board, it was decided to delay the project finish date by six months. The decision was
made after an assessment of the original risk response by the change control board and project team. The completion
date was an internal deadline and therefore could be moved without an impact internal or external stakeholders.
This also mitigated any risk of poor project quality by avoiding a forced completion to the earlier date. The Risk
Register was amended include a schedule change as another option to respond to this risk.
Time Management
The project manager used Microsoft Project to create, manage, and monitor the project schedule. The note function
of the software was used to annotate changes to work package start, stop, and duration details. This was critical as
from start to finish the project’s duration was over 365 days. Using notes created the ability to go back and
understand why work packages and tasks were scheduled and resources were assigned. The software was also
important in identifying the over allocation of resources. This phenomenon occurred towards the last thirty days of
the project due to the constraints created by the need to finish the project by no later than April 26, 2016.
Setting up the schedule to audit individual departments separately was advantageous. It allowed the auditor to
identify trends, positive and negative by department. This was important because many of the company’s quality
processes are supplicated across each department. This approach also allowed the auditor to shorten the length of
the audit for each section versus having each department available for the entire length. Because project
management is inherently an iterative process, the approach also present opportunities to use lessons learned from
the previous department’s audit to improve to next audit. In addition, leaving the administrative section until last
was also helpful as this section is usually the first place paperwork enters the company and the last place paperwork
leaves the company.
In week 7, the project’s earned value started to deviate from its planned value. However, this was not identified
until the end of February. The method of earned value management was switched from cost based to hours based.
The project manager was not expending hours at the rate planned in the project schedule and some of the task
completion dates had to be pushed back. After a thorough review, this abnormality was caused by procrastination.
Exacerbating problem was the manner in which the project plan was designed.
The project schedule included not only task duration, but also hours of work. The original motivation for this
approach was to create a window of time for each task. This was in order to mitigate the risk of running out of time
in the schedule and having to reschedule the task for a later date. However this approach, gave the project manager
the ability end load the work hours toward the latter part of the task duration. Therefore what started out as a tool,
actually enabled the project manager to delay the start of several tasks.
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A better approach to this would have been to create multiple sub tasks under the task. For example I should have
scheduled tasks for multiple revisions of products and opportunity for feedback before the final deadline. The
former approach did not allow for this type of execution and the first pass at many tasks did not have the level of
quality that they should have. This mostly affected the tasks assigned for the project’s research requirements.
However it did affect the whole schedule. To correct this problem, the project manager created internal check
points into the project plan. These internal check points served as deadlines only to the project manager for start and
completion of draft versions of the tasks. Using this approach forced the project manager to complete draft versions
for review and added in time for a much needed feedback loop from key stakeholders to the project manager for the
affected tasked. The internal check points were added to the last six weeks of the project.
Stakeholder Management
Internal stakeholder management was key to the success of the project. As noted earlier, interruption of operations
was not an option when executing the project. Therefore it was key to keep internal stakeholder constantly informed
on the status of the project. From a project management perspective, conducting daily out served to provide instant
feedback to internal stakeholder on what issues were identified each day and also provided an opportunity to review
the schedule for the next day. This was critical to both controlling and monitoring the project schedule. Scheduling
issues could be identified and fixed on a daily basis and this helped to avoid major disruption caused by unknown
unknowns.
Use of already scheduled meetings provided a key opportunity to give and receive feedback to stakeholders. It was
important to the project sponsor that the project not cause a significant increase in workload for internal
stakeholders. With this in mind, the project manager leveraged major opportunities at the weekly staff meeting as
well as shorter status updates conducted periodically throughout the week.
Another important aspect to stakeholder management was the identification of preferred communication methods for
each major stakeholder. This allowed the project manager to tailor communication to each stakeholder and
understand the best way to give and receive feedback. This was a challenge at times, as the project manager
preferred email as the primary means of communication. Learning to set communication up to meet stakeholder
expectation was a key lessons during the course of the project and allowed the project manager to develop skills in
other means of communication.
During the course of the project, special attention was paid to three specific project management knowledge areas.
The knowledge areas were selected because of the relationship between them and the scope of the project. Key
performance indicators were developed for each knowledge area and these were measured and reported on during
the entire lifecycle of the project. Lessons learned for KPI measurements were used to continuously improve project
management actions during the project. These knowledge areas were project quality management, project time
management, and project stakeholder management,
Project Quality Management
As recommended by the article, “Measuring and Managing Project Quality - If you can’t measure it, you can’t
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manage it” by Stacy Goff, key performance indicators were created to measure quality with a dual approach. Goff
divides the measurement of project quality into two groups, technical quality and perception of quality. The author
defines technical quality as the representation of total number of defects, while perception of quality is measured
customer involvement and stakeholder satisfaction. Using these definitions as a basis for the KPI, technical quality
of the project’s efforts were tracked by documenting the number of revisions to the project documents. This was
counted in terms of version numbers to all project management documents.

Exhibit 1

Although measuring project quality can appear to be nebulous, poor project quality leads to increased project costs,
low client satisfaction, rework, and schedule delays. If a project suffers from a lack of quality, then the project has
failed just as if it had broken the scope, schedule, or budget. Therefore, it is important to plan quality into the
project, from its beginning. Failing to monitor and measure project quality from the beginning can cause the failure
of a project.
Project Time Management
About 95% of Juland’s employees and 100% of their clients are based on the North Slope of Alaska. The project
manager is part of the 5% of employees that work in the Anchorage office. In addition the project manager also
works on a three-week on and one-week off schedule in the Anchorage office. This creates a challenge with this
project due to time and proximity constraints. As a result, project time management was the next knowledge area
that received special attention.
Earned Value Management (EVM) was measured and monitored for all tasks associated with management of the
project. Special attention was paid to those tasks created to satisfy the specific project management activities. In
order to avoid corrupting actual project EVM with those tasks associated with coursework, the project manager was
assigned two separate cost rate sheets. Cost rate sheet A was assigned a resource rate of $75.00 per hour and used
only for those tasks that were a part of the project. Cost rate sheet B was assigned a rate of $0.00 and assigned to
only those work packages assigned under the PM 686 task. While this avoided skewing the project’s budget
upwards, it did present a problem calculating EVM values for the project. To respond to this, EVM measurements
were taken based on hours and not dollars. Exhibit 2 shows the EVM metrics for the project based tasks.
EVM Metric

Mar-16

Cost Variance

1106.446
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Schedule Variance
Cost Performance Index
Schedule Performance Index
Estimated Cost at Completion

1106.446
1.10
1.10
$13,294

Exhibit 2

Project Stakeholder Management
In order to monitor and measure this knowledge area, a matrix was created to track how often the project manager I
communicated with each member the student Advisory Committee. This frequency was compared against the
desired frequency outlined in the Project Stakeholder Plan’s Stakeholder Matrix. After the submission of PPM 2
deliverables, the frequency of communications with the Student Advisory Committee was increased. A change to
the frequency was determined as necessary due to an increased need for feedback on final course deliverables.
Failure to make this change could have affected the quality of course and project deliverables.

Internal Audit of Juland Incorporated the ISO 9001: Quality Management System
Knowledge Area Selection
UPDATE April 26, 2016
I have selected the following three project management knowledge areas to emphasize during this project
to demonstrate my mastery of these areas.
Project Quality Management:
Description: The purpose of this project is to audit the company’s current quality management system.
Embedded in this is the inherent need to ensure the project is initiated, planned, executed, controlled, and
closed with quality in mind.
Measurement: As recommended by the article, “Measuring and Managing Project Quality
If you can’t measure it, you can’t manage it” by Stacy Goff, I will take a dual approach to measuring
quality. Firstly I will measure the technical quality of my efforts by tracking the number of revisions to
my project documents. This can be counted in terms of version numbers to all project management
documents I produce. I will also measure the “perception of quality” by polling my Advisory Committee
to determine the quality they perceive in my work.
Status: I have started a log to track the amount of changes made major class and project deliverables
caused by mistakes or quality issues. I will track this against a target number for each deliverable. I
have also added a comments section to clarify the type of revision so negative trends can be identified as
soon as possible. To date, I have not exceeded the number of revisions allowable.
Project Quality Management
Document

Current Revision

Total Semester Revisions

Goal

Project Management Plan
Project Schedule
Work Breakdown Structure
Project Research Methods
Project Scope Statement
Requirements Traceability
Stakeholder Analysis

v5.0
v13.0
v7.0
v3.0
v3.0
v2.0
v3.0

1
3
1
1
0
0
1

5
4
2
2
2
5
5

Comments
Discovered some major errors in data left from last
semester.
No revisions yet due to quality issues.
No revisions yet due to quality issues.
No revisions yet due to quality issues.
No revisions yet due to quality issues.
No revisions yet due to quality issues.
No revisions yet due to quality issues.
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Project Time Management:
Description: Nearly all of Juland’s employees and clients are based on the North Slope of Alaska. I
work on a three-week on and one-week off schedule in the Anchorage office. This creates a challenge
with this project due to time and proximity constraints. As a result, a project time management plan is
needed for this project to be successful
Measurement: I will incorporate the use of Earned Value Management for all tasks associated with PM
686B requirements. I have broken these requirements out under Project Management Activities in the
project schedule. I will assign an earned value to each of these tasks and report on this metric during each
class progress report.
Status: I have not used as many hours to date as I feel I should have on several of my work packages,
however these work packages are part of my project execution and not the project management elements I
am monitoring for the specified knowledge areas. Therefore, I feel very confident in this aspect of my
project requirements.
EVM Metric
Cost Variance
Schedule Variance
Cost Performance Index
Schedule Performance Index
Estimated Cost at Completion

Mar-16
1106.446
1106.446
1.10
1.10
$13,294
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Project Stakeholder Management:
Juland, Incorporated increased its revenue by about 25% in 2015. This was caused by additional clients
and increased market share. As a result, we have added an additional layer in the corporate structure and
in the Safety and Compliance office. For these reasons, I believe an aggressive and comprehensive
Stakeholder Management Plan is appropriate for this project.
Measurement: I will develop a matrix to track how often I communicate with each member of my student
Advisory Committee and rate that against the desired frequency laid out in my Stakeholder Matrix. As a
qualitative measurement, I will request feedback from each committee members as to how effective my
stakeholder management has been and what areas I need to improve on. I will add this to my class
progress reports.
Status: I did increase the frequency of my stakeholder communications with my Advisory Committee.
This was an important update as their feedback is required more frequently as this project draws to a close
and PM 686B course requirements increase.
Project Stakeholder Management
Stakeholder
Andy Nielsen
Dr. Seong Dae Kim
Mr. Roger Hull
Ms. LuAnn Piccard
Bryan Hoffman/Gary Cooper
Eric Helzer

Role
Project sponsor
Student Advisory Committee Member
Student Advisory Committee Member
Student Advisory Committee Member
Operations Manager
President

Goal
Weekly
Weekly
Bi-Weekly
Bi-Weekly
Weekly
Weekly

1/18/2016 1/25/2016
x
x
x
x
x
x
x

x
x

2/1/2016 2/8/2016 2/15/2016 2/22/2016 2/29/2016 3/7/2016 3/14/2016 3/21/2016 3/28/2016 4/4/2016
x
x
x
x
x
x
x
x
x
x
x
x
x
x
x
x
x
x
x
x
x
x
x
x
x
x
x
x
x
x
x
x
x
x
x
x
x
x
x
x
x
x
x
x
x
x
x
x

PM 686B_ISO 9001 Internal Audit Project Knowledge Area Selection_Susan Giedt
Current as of 26-Apr-16

2016

Project Management Plan
INTERNAL AUDIT OF THE JULAND, INCORPORATED ISO 9001 QUALITY
MANAGEMENT SYSTEM
SUSAN GIEDT
April 26, 2016

Project Management Plan

Susan Giedt

Introduction..................................................................................................................................................................... 1
Scope Management Plan ................................................................................................................................................. 2
Time Management Plan ................................................................................................................................................... 7
Cost Management Plan .................................................................................................................................................... 8
Change Management Plan ............................................................................................................................................... 8
Procurement Management Plan ...................................................................................................................................... 9
Quality Management Plan ............................................................................................................................................. 10
Human Resources Management Plan ............................................................................................................................ 11
Communication Management Plan ................................................................................................................................ 14
Risk Management Plan ................................................................................................................................................ 20
Project Management Plan Approval ............................................................................................................................ 24
Appendix A.

Glossary of Terms ................................................................................................................................... A-1

Appendix B.

Project Schedule ......................................................................................................................................B-1

Appendix C.

Stakeholder Register ...............................................................................................................................C-1

Appendix D.

Risk Register ........................................................................................................................................... D-1

Appendix E.

Requirements Traceability Matrix ........................................................................................................... E-2

Appendix F.

Project Issue Log ...................................................................................................................................... F-1

Project Management Plan

Susan Giedt

VERSION HISTORY
Version #

Implemented
By

Revision
Date

Approved
By

Approval
Date

Reason

1.0
2.0

Susan Giedt
Susan Giedt

7 Feb 15
10 Feb 15

Initial Draft
Added Content

3.0

Susan Giedt

13 Mar 15

Added Subsidiary Plans

4.0

Susan Giedt

10 April 15

Draft For Approval

5.0

Susan Giedt

27 April 15

Final Draft

6.0

Susan Giedt

15 Jul 15

Andy Nielsen

15 Jul 15

Schedule Update

7.0

Susan Giedt

4 Feb 16

Andy Nielsen

4 Feb 15

Schedule Update

8.0

Susan Giedt

4 Mar 16

Andy Nielsen

4 Mar 16

9.0

Susan Giedt

7 Mar 16

Andy Nielsen

7 Mar 16

10.0

Susan Giedt

15 Mar 16

Dr. Kim

17 Mar 16

Schedule Update/WBS
Update/Change to EVM
Process
Moved Internal Audit
Report completion date
Curtailed duration of
Internal Audit
Presentation from 14 to 7
days.
Added task 1.1.3.11.6.
Updated WBS
Updated project
schedule
Updated Risk Register
with additional risk
response for Item #6

Project Management Plan

April 26, 2016

INTRODUCTION
1.1 Executive Summary of Project
ISO 9001:2008 is an internationally recognized quality management standard. The central
component of this standard is a robust Quality Management System. The Quality
Management System provides a solid framework for organizations to create and maintain
quality management within their processes and procedures. In 2012, Juland, Incorporated
restructured its quality management system (QMS) based on the ISO 2001:2008 standard.
The objective of this project is to audit Juland, Incorporated’s Quality Management System
and identify nonconformities to the standard. The project will identify areas of
nonconformity within Juland, Incorporated’s ISO 9001 Quality Management System (QMS)
and develop an executable corrective action plan. The required deliverables of this project
are an internal audit report to include, identification of nonconformance of the system, as
well as a fully executable Project Management Plan that provides a roadmap to correct
identified nonconformities. Compliance with the standard will improve company operations,
strengthen business practices, and reduce waste. Compliance with this standard will
highlight the company to an additional set of business opportunities.

1.2 Project management approach
The Project Manager, Susan Giedt, has the overall authority and responsibility for
managing and executing this project according to this Project Plan and its Subsidiary
Management Plans. The project team will consist of personnel from the Juland,
Incorporated management team and Health, Safety, Security, and Environmental (HSSE)
Team. The project manager will work with all resources to perform project planning. All
project and subsidiary management plans will be reviewed and approved by the project
sponsor. All funding decisions will also be made by the project sponsor. Any delegation of
approval authority to the project manager should be done in writing and be signed by both
the project sponsor and project manager.
The project team will be a matrix in that team members from each organization continue to
report to their organizational management throughout the duration of the project. The
project manager is responsible for communicating with organizational managers on the
progress and performance of each project resource.
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1.3 Assumptions/Constraints
Assumptions

Constraints

Juland, Inc. can provide the financial
resources to meet the $100,000 budget

Budget not to exceed $100,000

Personnel resources are not reassigned
during the project duration

Project Manager can devote 100% of total time to
project until 1 May 2016.

No procurement actions are required

Project Team members can only commit 25% of total
time to project across the duration of schedule. Risk
Register Update.

SCOPE MANAGEMENT PLAN
2.1 Introduction
Purpose
The purpose of the Scope Management Plan is to ensure that the project is composed of all
the work required, and only the work required, to successfully complete the project. It is the
blueprint for how the project’s scope will be defined, developed, verified and controlled.
The Scope Management Plan documents the scope management approach; roles and
responsibilities pertaining to project scope, further defines those who will be responsible for
managing project scope and serves as a guide for actually managing and controlling project
scope. Project Scope Management consists of the following processes:
Planning
Reviewing the Internal Audit of the Juland, Incorporated ISO 9001 Quality Management
System objectives and requirements needed to achieve them is one of the first steps in
formulating a scope management plan. Key inputs such as the project charter, stakeholder
register (Appendix C), preliminary scope statements, and other project planning and
procurement documents become the foundation of scope elements. Scope elements
whether they concern themselves with work composition, products, people or processes
come together in enough detail to characterize and establish the project’s scope. The
documentation of scope elements serves as input to defining the project scope and creating
the project scope statement.
Approach
The Project Manager, along with the guidance of the project sponsor, has responsibility for
scope management of this project. Only the project manager has the authority to authorize
and approve the scope of the project. The scope of this project was developed and
designed by the project manager with the assistance of the project sponsor and several key
project stakeholders. These key stakeholders include the following:
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Name
Andy Nielsen
Eric Helzer
Mark Helmericks
Bryan Hoffman
Gary Cooper
Hank Herglotz

Role
Project sponsor
President
Owner and Director
Operations Manager
Operations Manager
Safety Manager

The scope of this project is measured and verified using an earned value management
(EVM) approach measured against the individual elements of the project’s work breakdown
structure (WBS). As the project moves through its lifecycle and planned scope becomes
completed project objectives, managers and stakeholders will be advised of which work
packages are completed versus not completed based on the project’s most current
schedule. EVM calculations should be based on planned work hours versus actual work
hours rather than dollars. This method will provide the most accurate measurement of
progress on the project as not all task are assigned with monetary resources.
Validation of the receipt of the two required deliverables of the project is included in this
measurement. The project manager is required to execute and deliver the two deliverables
required for the completion of this project. The project sponsor is responsible for accepting
and approving the deliverables as well as verifying the scope of the project is met.
The scope of this project is defined by:








Scope Statement
Work Breakdown Structure
Work Breakdown Structure Dictionary
Project Charter
Stakeholder Register (Appendix C)
Statements of Work
Other Project Planning and Procurement Documents
Definition

The scope statement includes constraints, assumptions, exclusions, deliverables and
acceptance criteria. It also details what related or implied work will not be performed as
part of the defined project. The scope definition process starts with reviewing key project
documents such as procurement scope statements, work breakdown structure, the Project
Charter, Stakeholder Register (Appendix C), and Preliminary Scope Statements for
identifying scope elements. Project scope must be communicated with the Project Sponsor
and key stakeholders so there is a common understanding about what the project will or will
not address. As time progresses the project’s scope becomes clearer, more specifically
defined through the elaboration of comprehensive requirements, input from subject matter
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experts, technical support, business applications, and accepted scope changes. The
project’s base lined scope should answer the project’s requirements.
Scope Statement
The scope of this project includes a complete internal audit of Colville Incorporated’s
current Quality Management System. There are two deliverables for this project. The first
deliverable includes a formal internal audit report that includes identification of all areas of
nonconformance within the system. The second deliverable includes a completed project
management plan (PMP) correct the areas nonconformance. The scope of this project
does not include the execution of the PMP. The project shall be completed within 456-days
with a budget not to exceed $100,000. The project must be completed by April 15, 2016.
Work Breakdown Structure Creation
The WBS is incorporated into the project schedule. The Internal Audit of the Juland,
Incorporated ISO 9001 Quality Management System uses the Microsoft Project 2007
scheduling tool as well as the WBS ChartPro tool. To help clearly define project work the
WBS Dictionary is created. The WBS Dictionary has an entry for each WBS work
component. It includes detailed descriptions of WBS element, deliverables, and resource
requirements. The scope baseline is composed of the approved project scope statement,
the WBS and WBS Dictionary.
Scope Verification/Validation
Scope verification is the process of determining how deliverables will be compared to the
original project scope and how they will be formally accepted. The Requirements
Traceability Matrix (Appendix E) provides an outline of the project deliverables with
associated verification and validation requirements. Project deliverables should be verified
to project scope and formally accepted by the appropriate stakeholders throughout the life
of the project. As the project progresses, the Project Manager must verify that interim
deliverables correspond to deliverables originally specified in the project’s scope statement,
the WBS and/or the WBS Dictionary. After the Project Manager verifies that the project’s
scope is in align with all the requirements in the project plan and has been met; deliverables
can be formally accepted. Acceptance and approval of deliverables, as well as validation
that the deliverables are correct and the project’s scope has been met, will be evidenced by
signing a deliverable acceptance document.
Scope Control
The process of Scope Control involves monitoring scope elements and drivers over the
course of the project for possible changes that can impact approved project scope
baselines. The Project Manager and Project Team are responsible for monitoring and
addressing any unplanned impacts to scope and must resolve scope change issues before
they become critical. It is for this reason that scope elements and drivers should be
reviewed regularly.
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Proposed changes in project scope may be initiated by the Project Sponsor, Project
Manager, team members and other stakeholders by completing Project Change Requests
(PCRs.) Completed Project Change Requests must be submitted to the Project Manager
who will evaluate the scope change request. Any change being considered must be
analyzed for impacts the scope change may have on the project’s triple constraints. Risk
factors must be identified and presented to stakeholders affected. See the project Change
Management Plan for information on the project’s change management process and
instructions on completing and submitting a Project Change Request.
Document Maintenance
This document will be reviewed quarterly and updated as needed, as the project proceeds
through each phase of the system development life cycle. If the document is written in an
older format, the document should be revised into the latest PMO template format at the
next quarterly review.
This document contains a revision history log. When changes occur, the document’s
revision history log will reflect an updated version number as well as the date, the owner
making the change, and change description will be recorded in the revision history log of
the document.

2.2 Participant Roles and Responsibilities
This section describes the roles and responsibilities of the Internal Audit of the Juland,
Incorporated ISO 9001 Quality Management System Project staff with regard to the Scope
Management Plan.
Note that these are roles, not positions or titles. One person may fulfill more than one role.
There are various staff resources and stakeholders involved in managing project risks. In
some cases, one individual may perform multiple roles in the process.
Change Manager
The Internal Audit of the Juland, Incorporated ISO 9001 Quality Management System
Project Manager will serve as the Change Manager for the project. Responsibilities
include:











Identify and document project scope changes.
Receive, validate and log Project Change Requests (PCRs) for scope changes.
Assign PCR priority.
Facilitate team level scope change reviews.
Participate in scheduled change control meetings
Participate in scope change assessment impact meetings.
Facilitate/perform scope verification and validation activities
Record changes according to provisions of Change Management Plan.
Record decisions on proposed changes.
Ensure that changes are incorporated into appropriate project documents.
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Lead Change Evaluator
The Internal Audit of the Juland, Incorporated ISO 9001 Quality Management System
Project Manager will serve as the Lead Change Evaluator for the project. Responsibilities
include:
 Advise Change Manager of project scope changes.
 Facilitate PCRs.
 Perform/facilitate timely and adequate evaluation of scope changes in terms of their
impact on project deliverables and constraints.
 Outline options and recommend courses of action and priorities for changes.
 Organize and facilitate scheduled change control meetings
 Track and facilitate timely decisions on changes.
 Facilitate/perform scope verification and validation activities
 Ensure appropriate levels of review and approval.
 Communicate outcomes of scope change requests to the project team and stakeholders
Change Requestor
Change requests may come from sources internal or external to the project.
Responsibilities of Change Requestors include:
 Provide additional information or clarification if request.
 Participate in evaluation of proposed change.
 Assist in documenting proposed change.
Change Decision Maker
The ISO 9001 Quality Management Systems Internal Audit of Colville Incorporated's
Quality Management System Project Manager will consult with the Project Sponsor to make
Change Decisions and





Evaluate the need for scope change requests.
Evaluate options and recommended courses of action for changes.
Approve or reject scope change requests.
Accept project deliverables
Contractors

There are no contractors associated with the Internal Audit of the Juland, Incorporated ISO
9001 Quality Management System
Departmental Roles
 Advise Project Manager of proposed change.
 Participate in evaluation of proposed change.
 Assist in documenting proposed change
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2.3 Work Breakdown Structure

TIME MANAGEMENT PLAN
3.1 Time Management approach
The Project Manager will establish a baseline schedule within the first two weeks of the
project and monitor progress against the baseline on a weekly basis. The Project Manager
will be responsible for ensuring the project schedule is updated with the latest information
and never more than three business days out of date.

3.2 Project Milestones
The table below lists the milestones for this project, along with their estimated completion
timeframe.
Milestones

Deliverables

Date

Project Start

Project Management Plan

10 April 15

Internal Audit Complete

27 Feb 16

Formal Report Complete

Formal Audit Report

12 Mar 16

Corrective Action Project
Management Plan

Follow-On Project Management Plan

9 Apr 2016

Project Complete
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3.3 Project Schedule
The project schedule is located in Appendix B of this document.

3.4 Dependencies
Project dependencies are outlined in the project schedule

COST MANAGEMENT PLAN
The Project Manager will be responsible for managing and reporting on the project’s cost
throughout the duration of the project. The Project Manager will present and review the
project’s cost performance during biweekly project status meetings. Using earned value
calculations, the Project Manager is responsible for accounting for cost deviations and
presenting the Project Sponsor with options for getting the project back on budget. All
budget authority and decisions, to include budget changes, reside with the Internal Audit of
the Juland, Incorporated ISO 9001 Quality Management System Project Sponsor.
For the Internal Audit of the Juland, Incorporated ISO 9001 Quality Management System
Project, control accounts will be created at the fourth level (if applicable) of the WBS. All
costs and performance will be managed and tracked at this level. Financial performance of
the Internal Audit of the Juland, Incorporated ISO 9001 Quality Management System Project
will be measured through earned value calculations pertaining to the project’s cost accounts.
Work started on work packages will grant that work package with 50% credit; whereas, the
remaining 50% is credited upon completion of all work defined in that work package. Costs
may be rounded to the nearest dollar and work hours rounded to the nearest whole hour.
Cost and Schedule Performance Index (CPI and SPI respectively) will be reported on a
biweekly basis by the Project Manager to the Project Sponsor. Variances of 10% or +/- 0.1
in the cost and schedule performance indexes will change the status of the cost to yellow or
cautionary. These will be reported and if it’s determined that there is no or minimal impact
on the project’s cost or schedule baseline then there may be no action required. Cost
variances of 10%, or +/- 0.1 in the cost and schedule performance indexes will change the
status of the cost to red or critical. These will be reported and require corrective action from
the Project Manager in order to bring the cost and/or schedule performance indexes back in
line with the allowable variance. Any corrective actions will require a project change request
and be must approved by the CCB before it can be implemented. If there are indications
that these values will approach or reach the critical stage before a subsequent meeting, the
Project Manager will communicate this to the Project Sponsor immediately.

CHANGE MANAGEMENT PLAN
The following steps comprise Juland, Incorporated‘s organization change control process for
all projects and will be utilized on the Internal Audit of the Juland, Incorporated ISO 9001
Quality Management System Project.
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5.1 Change Management Process
Step

POC

a. Identify the need for a change. Requestor
will submit a completed change request form
to the Project Manager.

Any Stakeholder

b. Log change in the change request register.
The project manager will maintain a log of all
change requests for the duration of the
project.

Project Manager

c. Conduct an evaluation of the change. The
project manager will conduct an evaluation of
the impact of the change to cost, risk,
schedule, and scope

Project Manager

d. Submit change request to Change Control
Board.

Project Manager

e. The CCB will discuss the proposed change
and decide whether or not it will be approved
based on all submitted information.
f.

Implement change. If a change is approved
by the CCB, the project manager will update
and re-baseline project documentation as
necessary as well as ensure any changes are
communicated to the team and stakeholders.

Project Team
Requestor

CCB

Project Manager

5.2 Change Requests
Any team member or stakeholder may submit a change request for the Internal Audit of the
Juland, Incorporated ISO 9001 Quality Management System Project. The Project Sponsor
will chair the CCB and any changes to project scope, cost, or schedule must meet his
approval. All change requests will be logged in the change control register by the Project
Manager and tracked through to completion whether approved or not.

PROCUREMENT MANAGEMENT PLAN
Procurement management is not applicable to this project. All resources will be obtained
from Juland, Incorporated.

Susan Giedt

Project Management Plan

pg. 9

Project Management Plan

April 26, 2016

QUALITY MANAGEMENT PLAN
7.1 Define Project Quality
The product quality standards and requirements will be determined by the project team and
quality group. These standards will primarily be based on the ISO 9001:2008 Standard.
The Project Manager will also document any newly identified quality standards into the
Internal Audit of the Juland, Incorporated ISO 9001 Quality Management System Project
Plan and ensure communication with all stakeholders.

7.2 Measure Project Quality
Quality improvements will be identified by any member of the project team or quality group.
Each recommendation will be reviewed to determine the cost versus benefit of
implementing the improvement and how the improvement will impact the product or
processes. If an improvement is implemented the Project Manager will update all project
documentation to include the improvement.

7.3 Quality Assurance
The quality assurance of the Internal Audit of the Juland, Incorporated ISO 9001 Quality
Management System Project focuses on the processes used in the ISO 9001:2008
Standard. In order to ensure quality, an iterative quality process will be used throughout
the project life cycle. This iterative process includes measuring process metrics, analyzing
process data, and continuously improving the processes.
The Project Manager and the project team will perform assessments at planned intervals
throughout the project to ensure all processes are being correctly implemented and
executed.

7.4 Analyze Project Quality
At the core of the Internal Audit of the Juland, Incorporated ISO 9001 Quality Management
System Project is an internal audit. During execution, project team members will document
any lessons learned or areas that need improvement in terms of how the audit is
conducted.

7.5 Quality Control
The Project Manager is responsible for ensuring the Internal Audit of the Juland,
Incorporated ISO 9001 Quality Management System Project is executed using the formal
ISO standards. Any deviation from this process will be noted and corrective actions will be
discussed and implemented.
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HUMAN RESOURCES MANAGEMENT PLAN
8.1 Introduction
Human resources management is an important part of the Internal Audit of the Juland,
Incorporated ISO 9001 Quality Management System Project. The human resources
management plan is a tool which will aid in the management of this project’s human
resource activities throughout the project until closure. The human resources management
plan includes:
Roles and responsibilities of team members throughout the project








Project organization charts
Staffing management plan to include:
How resources will be acquired
Timeline for resources/skill sets
Training required to develop skills
How performance reviews will be conducted
Recognition and rewards system

The purpose of the human resources management plan is to achieve project success by
ensuring the appropriate human resources are acquired with the necessary skills,
resources are trained if any gaps in skills are identified, team building strategies are clearly
defines, and team activities are effectively managed.

8.2 Roles and Responsibilities
Roles and responsibilities of team members and stakeholders must be clearly defined in
any project. Depending on the organizational structure, project team members may
represent many different groups/departments and act in the interest of different functional
managers. Additionally, team members may have varying degrees of authority and
responsibility. When listing roles and responsibilities the following should be included:
 Role – description of the portion of the project for which the member is accountable
 Authority – the level at which the member may make decisions, apply project resources,
or make approvals
 Responsibility – the work a team member must perform to complete assigned work
activities
 Competency – the skill(s) required to complete assigned project activities
The roles and responsibilities for the Internal Audit of the Juland, Incorporated ISO 9001
Quality Management System are essential to project success. All team members must
clearly understand their roles and responsibilities in order to successfully perform their
portion of the project. For the Internal Audit of the Juland, Incorporated ISO 9001 Quality
Management System the following project team roles and responsibilities have been
established:
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8.3 Project Manager
(PM) (1 position): responsible for the overall success of the Software Upgrade Project. The
PM must authorize and approve all project expenditures. The PM is also responsible for
approving that work activities meet established acceptability criteria and fall within
acceptable variances. The PM will be responsible for reporting project status in
accordance with the communications management plan. The PM will evaluate the
performance of all project team members and communicate their performance to functional
managers. The PM is also responsible for acquiring human resources for the project
through coordination with functional managers. The PM must possess the following skills:
leadership/management, budgeting, scheduling, and effective communication.
(SME) (2 positions): responsible for providing the project manager with in-depth knowledge
of the Quality Management System components subject to the internal audit. Provides
technical assistance to the Project Manager on all aspects of the company’s processes,
procedures, and training, and documentation.

8.4 Project Organizational Charts
This section provides a graphic display of the project tasks and team members. The
purpose of this is to illustrate the responsibilities of team members as they relate to the
project tasks. Tools such as responsible, accountable, consult, inform (RACI) or
responsibility assignment matrix (RAM) may be used to aid in communicating roles and
responsibilities for the project team. Additionally, organizational or resource breakdown
structures may be used to show how responsibilities are assigned by department or by type
of resource respectively. It should be noted that the level of detail may vary depending on
project complexity.
The following RACI chart shows the relationship between project tasks and team members.
Any proposed changes to project responsibilities must be reviewed and approved by the
Project Manager. Changes will be proposed in accordance with the project’s change
control process. As changes are made all project documents will be updated and
redistributed accordingly.
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Project
Manager
Requirements
Gathering
Standard Review
Conduct Audit
Develop Audit
Report
Project
Management
Plan
Implementation

Safety Team

General
Manager

Department
Managers (SME)

A

Operations
Manager
(SME)
C

R

C

R

A
A
A

C
C
I

C
C

I
I
I

R
R
R

A

I

R

I

I

A

I

R

C

C

Key:
R – Responsible for completing the work
A – Accountable for ensuring task completion/sign off
C – Consulted before any decisions are made
I – Informed of when an action/decision has been made

8.5 Staffing Management
This section contains information on several areas including: when and how human
resource requirements will be acquired, the timeline for when resources are needed and
may be released, training for any resources with identified gaps in skills required, how
performance reviews will be performed, and the rewards and recognition system to be
used.

8.6 Staff Acquisition:
For the Internal Audit of the Juland, Incorporated ISO 9001 Quality Management System
staff will consist entirely of internal resources. There will be no outsourcing/contracting
performed within the scope of this project. The Project Manager will negotiate with
functional and department managers in order to identify and assign resources in
accordance with the project organizational structure. All resources must be approved by
the appropriate functional/department manager before the resource may begin any project
work. The project team will not be co-located for this project and all resources will remain
in their current workspace.

8.7 Resource Calendars:
The Internal Audit of the Juland, Incorporated ISO 9001 Quality Management Systemwill
last for 456 days. All resources are required before the project can begin.

8.8 Training:
There is currently no training scheduled with regard to the Internal Audit of the Juland,
Incorporated ISO 9001 Quality Management System since the organization has adequate

Susan Giedt

Project Management Plan

pg. 13

Project Management Plan

April 26, 2016

staff with required skill sets. However, if training requirements are identified, funding will be
provided from the project reserve.

8.9 Performance Reviews:
The Project Manager will review each team member’s assigned work activities at the onset
of the project and communicate all expectations of work to be performed. The Project
Manager will then evaluate each team member throughout the project to evaluate their
performance and how effectively they are completing their assigned work.

8.10 Recognition and Rewards:
Although the scope of this project does not allow for ample time to provide cross-training or
potential for monetary rewards there are several planned recognition and reward items for
project team members. Upon successful completion of the project, any team member who
satisfactorily completed all assigned work packages on time will receive a certificate of
thanks from the company president with a gift valued at less than $100.00.

COMMUNICATION MANAGEMENT PLAN
9.1 Introduction
This Communications Management Plan sets the communications framework for the
Internal Audit of the Juland, Incorporated ISO 9001 Quality Management System Project. It
will serve as a guide for communications throughout the life of the project and will be
updated as communication needs change. This plan identifies and defines the roles of
persons involved in this project. It also includes a communications matrix which maps the
communication requirements of this project. An in-depth guide for conducting meetings
details the communications rules and how the meetings will be conducted, ensuring
successful meetings. A project team directory is included to provide contact information for
all stakeholders directly involved in the project.

9.2 Approach
The Project Manager will take a proactive role in ensuring effective communications on this
project. The communications requirements are documented in the Communications Matrix
presented in this document. The Communications Matrix will be used as the guide for what
information to communicate, who is to do the communicating, when to communicate it and
to whom to communicate.
As with most project plans, updates or changes may be required as the project progresses
or changes are approved. Changes or updates may be required due to changes in
personnel, scope, budget, or other reasons. Additionally, updates may be required as the
project matures and additional requirements are needed. The Project Manager is
responsible for managing all proposed and approved changes to the communications
management plan. Once the change is approved, the Project Manager will update the plan
and supporting documentation and will distribute the updates to the project team and all
stakeholders. This methodology is consistent with the project’s Change Management Plan
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and ensures that all project stakeholders remain aware and informed of any changes to
communications management.

9.3 Constraints
All project communication activities will occur within the project’s approved budget,
schedule, and resource allocations. The Project Manager is responsible for ensuring that
communication activities are performed by the project team and without external resources
which will result in exceeding the authorized budget. Communication activities will occur in
accordance with the frequencies detailed in the Communication Matrix in order to ensure
the project adheres to schedule constraints. Any deviation of these timelines may result in
excessive costs or schedule delays and must be approved by the project sponsor.
Juland, Incorporated organizational policy also states that only a General Manager or
higher level employee may authorize the distribution of confidential information. The
Project Manager is responsible for ensuring that approval is requested and obtained prior
to the distribution of any confidential information regarding this project.

9.4 Stakeholder Communication Requirements
As part of identifying all project stakeholders, the Project Manager will communicate with
each stakeholder in order to determine their preferred frequency and method of
communication. This feedback will be maintained by the Project Manager in the project’s
Stakeholder Register. The Stakeholder Register is located at Appendix C of this document.
Standard project communications will occur in accordance with the Communication Matrix;
however, depending on the identified stakeholder communication requirements, individual
communication is acceptable and within the constraints outlined for this project.
In addition to identifying communication preferences, stakeholder communication
requirements must identify the project’s communication channels and ensure that
stakeholders have access to these channels. If project information is communicated via
secure means or through internal company resources, all stakeholders, internal and
external, must have the necessary access to receive project communications.
Once all stakeholders have been identified and communication requirements are
established, the project team will maintain this information in the project’s Stakeholder
Register and use this, along with the project communication matrix as the basis for all
communications.

9.5 Roles
Project Sponsor
The project sponsor is the champion of the project and has authorized the project by
signing the project charter. This person is responsible for the funding of the project and is
ultimately responsible for its success. Since the Project Sponsor is at the executive level
communications should be presented in summary format unless the Project Sponsor
requests more detailed communications.
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Key Stakeholders
Normally Stakeholders includes all individuals and organizations who are impacted by the
project. For this project we are defining a subset of the stakeholders as Key Stakeholders.
These are the stakeholders with whom we need to communicate with and are not included
in the other roles defined in this section. The Key Stakeholders includes executive
management with an interest in the project and key users identified for participation in the
project.
Change Control Board
The Change Control Board is a designated group which is reviews technical specifications
and authorizes changes within the organizations infrastructure. Technical design
documents, user impact analysis and implementation strategies are typical of the types of
communication this group requires.
Customer
The customer for this project is Juland, Incorporated. As the customer who will be
accepting the final deliverable of this project they will be informed of the project status
including potential impacts to the schedule for the final deliverable or the product itself.
Project Manager
The Project Manager has overall responsibility for the execution of the project. The Project
Manager manages day-to-day resources, provides project guidance and monitors and
reports on the projects metrics as defined in the Project Management Plan. As the person
responsible for the execution of the project, the Project Manager is the primary
communicator for the project distributing information according to this Communications
Management Plan.
Project Team
The Project Team is comprised of all persons who have a role performing work on the
project. The project team needs to have a clear understanding of the work to be completed
and the framework in which the project is to be executed. Since the Project Team is
responsible for completing the work for the project they played a key role in creating the
Project Plan including defining its schedule and work packages. The Project Team requires
a detailed level of communications which is achieved through day to day interactions with
the Project Manager and other team members along with weekly team meetings.
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9.6 Project Team Directory
The following table presents contact information for all persons identified in this
communications management plan. The email addresses and phone numbers in this table
will be used to communicate with these people.
Role

Name

Title

Organization/
Department

Email

Phone

President

Eric Helzer

President/CEO

Juland, Inc.

Eric.helzer@julandinc.com

563-1065

Project
Manager

Susan Giedt

Program
Manager

Juland, Inc.

sgiedt@julandinc.com

786-8082

Project Team

Jeff Holder

HSSE Team

Juland, Inc.

jeffh@julandinc.com

659-3198

Project Team

Bryan Hoffman

Operations
Manager

Juland, Inc.

bhoffmann@julandinc.com

659-3198

Project Team

Gary Cooper

Operations
Manager

Juland, Inc.

gcoooper@julandinc.com

659-3198

Project
Sponsor

Andy Nielsen

General
Manager

Juland, Inc.

anielsen@julandinc.com

659-3198

9.7 Communication Methods and Technologies
The project team will determine, in accordance with Juland, Incorporated organizational
policy, the communication methods and technologies based on several factors to include:
stakeholder communication requirements, available technologies (internal and external),
and organizational policies and standards.
Juland, Incorporated maintains a SharePoint platform which all projects use to provide
updates, archive various reports, and conduct project communications. This platform
enables senior management, as well as stakeholders with compatible technology, to
access project data and communications at any point in time. SharePoint also provides the
ability for stakeholders and project team members to collaborate on project work and
communication. The Project Manager is responsible for ensuring all project
communications and documentation are copied to the web site and that the content mirrors
what is contained on the SharePoint platform.
Only the Project Manager maintains a software licenses for MS Project software. The
Project Manager is responsible for developing, maintaining, and communicating schedules
using this software. Gantt Charts are the preferred format for communicating schedules to
stakeholders. The project schedule will be maintained on the SharePoint platform.
Organizational naming conventions for files and folder will be applied to all archived work.
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9.8 Communications Matrix
The following table identifies the communications requirements for this project.

Communication
Type

Objective of
Communication

Medium

Frequency

Audience

Owner

Deliverable

Format

Kickoff Meeting

Introduce the project team
and the project. Review
project objectives and
management approach.

Face to Face

Once

Project Sponsor

Project Manager

Agenda

Soft copy archived
on project
SharePoint site
and project web
site

Review status of the
project with the team.

Face to Face

Project Team
Meetings

Project Team

Meeting Minutes

Stakeholders

Weekly

Project Team

Project Manager

Conference Call

Agenda
Meeting Minutes
Project schedule

Project Status
Meetings

Report on the status of the
project to management.

Face to Face

Project Status
Reports

Report the status of the
project including activities,
progress, costs and
issues.

Email

Bi Weekly

Project Sponsor

Project Manager

Conference Call

Slide updates
Project schedule

Weekly

Project Sponsor

Project Manager

Project Team

Project Status
Report

Stakeholders

Project schedule

Soft copy archived
on project
SharePoint site
and project web
site
Soft copy archived
on project
SharePoint site
and project web
site
Soft copy archived
on project
SharePoint site
and project web
site
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9.9 Guidelines for Meetings
Meeting Agenda
Meeting Agenda will be distributed 5 business days in advance of the meeting. The Agenda
should identify the presenter for each topic along with a time limit for that topic. The first item in the
agenda should be a review of action items from the previous meeting.
Meeting Minutes
Meeting minutes will be distributed within 2 business days following the meeting. Meeting minutes
will include the status of all items from the agenda along with new action items and the Parking Lot
list.
Action Items
Action Items are recorded in both the meeting agenda and minutes. Action items will include both
the action item along with the owner of the action item. Meetings will start with a review of the
status of all action items from previous meetings and end with a review of all new action items
resulting from the meeting. The review of the new action items will include identifying the owner for
each action item.
Meeting Chair Person
The Chair Person is responsible for distributing the meeting agenda, facilitating the meeting and
distributing the meeting minutes. The Chairperson will ensure that the meeting starts and ends on
time and that all presenters adhere to their allocated time frames.
Parking Lot
The Parking Lot is a tool used by the facilitator to record and defer items which aren’t on the
meeting agenda; however, merit further discussion at a later time or through another forum.
A parking lot record should identify an owner for the item as that person will be responsible for
ensuring follow-up. The Parking Lot list is to be included in the meeting minutes.
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RISK MANAGEMENT PLAN
10.1 Introduction
As organizations begin new projects they begin operating in an area of uncertainty that comes
along with developing new and unique products or services. By doing so, these organizations take
chances which results in risk playing a significant part in any project. The purpose of the risk
management plan is to establish the framework in which the project team will identify risks and
develop strategies to mitigate or avoid those risks. However, before risks can be identified and
managed, there are preliminary project elements which must be completed. These elements are
outlined in the risk management approach.
This project is considered a medium risk project as it has an overall risk score of 38 on a scale
from 0 to 100. The project risk score is the average of the risk scores of the most significant risks
to this project. A risk score below 16 is low risk project, a score between 16 and 45 is a medium
risk project and a score above 45 is a high risk project.
Before risk management begins it is imperative that a foundation is established for providing
structured project information, thus, the following project elements were completed and defined
prior to developing this Risk Management Plan:

10.2 Define work scope, schedule, resources, and cost elements






Develop project WBS/WBS dictionary
Develop master schedule and detailed schedules
Estimate project cost and finalize budget
Identify required and available resources
Establish performance measurement metrics

10.3 Define minimum and maximum baseline thresholds
 Schedule
 Resources
 Cost

10.4 Baseline reporting requirements
 Format
 Frequency of distribution
 Distribution list

10.5 Define Risk Management Roles and Responsibilities
 Project Manager chairs the risk assessment meetings
 Project team participates in risk assessment meetings and members serve as meeting recorder
and timekeeper
 Key stakeholders participate in risk assessment meetings
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 Project Sponsor may participate in risk assessment meetings

10.6 Top Three Risks
The top three high probability and high impact risks to this project are:

10.7 Project manager availability reduced (Risk score = 70)
Un-forecasted staffing requirements cause Project Sponsor to reduce Project Manager's available
time in this project.

10.8 Subject Matter Experts Availability Reduced (risk score = 42)
Division managers cannot make key resources available during audit schedule, due to
unscheduled company obligations. The project manager will mitigate this risk

10.9 Project Team not capable of completing audit (risk score = 40)
Due to the specific requirement associated with the ISO 9001 Internal Audit, there is a risk that the
project manager and SMEs will not have the expertise to conduct an adequate internal audit. Risk
Management Approach
The approach taken to manage risks for this project included a methodical process by which the
project team identified, scored, and ranked the various risks. The most likely and highest impact
risks were added to the project schedule to ensure that the assigned risk managers take the
necessary steps to implement the mitigation response at the appropriate time during the schedule.
Risk managers will provide status updates on their assigned risks in the bi-weekly project team
meetings, but only when the meetings include their risk’s planned timeframe. Upon the completion
of the project, during the closing process, the project manager will analyze each risk as well as the
risk management process. Based on this analysis, the project manager will identify any
improvements that can be made to the risk management process for future projects. These
improvements will be captured as part of the lessons learned knowledge base.

10.10 Risk Identification
For this project, risk identification was conducted in the initial project risk assessment meeting.
The method used by the project team to identify risks was the Crawford Slip method. The project
manager chaired the risk assessment meeting and distributed notepads to each member of the
team and allowed 10 minutes for all team members to record as many risks as possible.
Expert Interview
Two Expert Interviews were held for this project. The interviews revealed several risks which were
then mitigated by making changes to the project plan. The remaining risks are included in the Risk
Register.
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Risk Assessment Meeting
A risk assessment meeting was held with key team members and stakeholders. The risks
identified during this meeting were added to the project plan and Risk Register.
Historical Review of Similar Projects
The project team reviewed the history of similar projects in order to determine the most common
risks and the strategies used to mitigate those risks.
Risk Qualification and Prioritization
In order to determine the severity of the risks identified by the team, a probability and impact factor
was assigned to each risk. This process allowed the project manager to prioritize risks based upon
the effect they may have on the project. The project manager utilized a probability-impact matrix to
facilitate the team in moving each risk to the appropriate place on the chart.
Once the risks were assigned a probability and impact and placed in the appropriate position on
the chart, the recorder captured the finished product and the project manager moved the process
on to the next step: risk mitigation/avoidance planning.

10.11 Risk Monitoring
The most likely and greatest impact risks have been added to the project plan to ensure that they
are monitored during the time the project is exposed to each risk. At the appropriate time in the
project schedule a Risk Manager is assigned to each risk. During the bi-weekly project team
meeting the Risk Manager for each risk will discuss the status of that risk; however, only risks
which fall in the current time period will be discussed. Risk monitoring will be a continuous process
throughout the life of this project. As risks approach on the project schedule the project manager
will ensure that the appropriate risk manager provides the necessary status updates which include
the risk status, identification of trigger conditions, and the documentation of the results of the risk
response.

10.12 Risk Mitigation and Avoidance
The project manager has led the project team in developing responses to each identified risk. As
more risks are identified, they will be qualified and the team will develop avoidance and mitigation
strategies. These risks will also be added to the Risk Register and the project plan to ensure they
are monitored at the appropriate times and are responded to accordingly.
The risks for this project will be managed and controlled within the constraints of time, scope, and
cost. All identified risks will be evaluated in order to determine how they affect this triple constraint.
The project manager, with the assistance of the project team, will determine the best way to
respond to each risk to ensure compliance with these constraints.
In extreme cases it may be necessary to allow flexibility to one of the project’s constraints. Only
one of the constraints for this project allows for flexibility as a last resort. If necessary, funding may
be added to the project to allow for more resources in order to meet the time (schedule) and scope
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constraints. Time and scope are firm constraints and allow for no flexibility. Again, the cost
constraint is flexible only in extreme cases where no other risk avoidance or mitigation strategy will
work.

10.13 Risk Register
The Risk Register for this project is a log of all identified risks, their probability and impact to the
project, the category they belong to, mitigation strategy, and when the risk will occur. The register
was created through the initial project risk management meeting led by the project manager.
During this meeting, the project team identified and categorized each risk. Additionally, the team
assigned each risk a score.
The Risk Register is located at Appendix D of this document.
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PROJECT MANAGEMENT PLAN APPROVAL
The undersigned acknowledge they have reviewed the Internal Audit of the Juland, Incorporated ISO
9001 Quality Management SystemProject Management Plan and agree with the approach it presents.
Changes to this Project Management Plan will be coordinated with and approved by the undersigned or
their designated representatives.

Signature:

Date:

Print Name:

Andy Nielsen

Title:

General Manager

Role:

Project Sponsor

Signature:

Date:

Print Name:

Susan Giedt

Title:

Quality Manager

Role:

Project Manager

Susan Giedt

10 Apr 2015
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APPENDIX A. GLOSSARY OF TERMS
The following table provides definitions for terms relevant to this document.
Term

Definition

ISO

International Organization for Standardization

CCB

Change Control Board

PMBOK

Project Management Body of Knowledge

PMO

Project Management Office

PCR

Project Change Request

WBS

Work Breakdown Structure
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APPENDIX B. PROJECT SCHEDULE
WBS

Task Name

1
1.1
1.1.1
1.1.2
1.1.2.1
1.1.2.2
1.1.2.3
1.1.2.4
1.1.2.5
1.1.2.6
1.1.2.7
1.1.2.8
1.1.2.9
1.1.3
1.1.3.1
1.1.3.2
1.1.3.3
1.1.3.4
1.1.3.5
1.1.3.6
1.1.3.7
1.1.3.8
1.1.3.9
1.1.3.9.1
1.1.3.9.2
1.1.3.9.3

ISO 9001 Internal Audit
Conduct Project Management Activities
Develop Project Charter
Develop Project Management Plan
Create Scope Statement
Create Risk Management Plan
Create Communication Management Plan
Create Human Resources Management Plan
Create Quality Management Plan
Create Stakeholder Identification and Analysis
Create Project Schedule
Create Work Breakdown Structures
Create Project Budget
Complete PM 686 Requirements
Complete Expectations Contract
Select Knowledge Areas
Create Graduate Studies Plan
Create Letter of Support
Create Project Abstract
Develop PMP Table of Contents
Develop Research Paper Table of Contents
Formulate Preliminary Research Methods
Provide Stakeholder Status Updates
Provide Week 9 Update
Provide Week 10 Update
Provide Week 11 Update

Susan Giedt

Predecessors

Duration

Start

Finish

24FS+6 days
25FS+6 days

459 days
459 days
50.67 days
85 days
85 days
85 days
85 days
85 days
85 days
85 days
85 days
85 days
85 days
459 days
14.83 days
14.83 days
14.83 days
14.83 days
35.83 days
20.83 days
20.83 days
20.83 days
43 days
1 day
1 day
1 day

Fri 1/16/15
Fri 1/16/15
Fri 1/16/15
Fri 1/16/15
Fri 1/16/15
Fri 1/16/15
Fri 1/16/15
Fri 1/16/15
Fri 1/16/15
Fri 1/16/15
Fri 1/16/15
Fri 1/16/15
Fri 1/16/15
Fri 1/16/15
Fri 1/16/15
Fri 1/16/15
Fri 1/16/15
Fri 1/16/15
Fri 1/16/15
Fri 1/16/15
Fri 1/16/15
Fri 1/16/15
Mon 3/7/16
Mon 3/7/16
Mon 3/14/16
Mon 3/21/16

Mon 4/18/16
Mon 4/18/16
Sat 3/7/15
Fri 4/10/15
Fri 4/10/15
Fri 4/10/15
Fri 4/10/15
Fri 4/10/15
Fri 4/10/15
Fri 4/10/15
Fri 4/10/15
Fri 4/10/15
Fri 4/10/15
Mon 4/18/16
Fri 1/30/15
Fri 1/30/15
Fri 1/30/15
Fri 1/30/15
Fri 2/20/15
Thu 2/5/15
Thu 2/5/15
Thu 2/5/15
Mon 4/18/16
Mon 3/7/16
Mon 3/14/16
Mon 3/21/16

Project Management Plan

Work

1,726.22 hrs
1,092.22 hrs
20 hrs
134.22 hrs
4.63 hrs
18.52 hrs
18.52 hrs
18.52 hrs
18.52 hrs
18.52 hrs
18.52 hrs
9.25 hrs
9.25 hrs
898 hrs
5 hrs
10 hrs
2 hrs
2 hrs
20 hrs
20 hrs
20 hrs
20 hrs
7 hrs
1 hr
1 hr
1 hr
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WBS

1.1.3.9.4
1.1.3.9.5
1.1.3.9.6
1.1.3.9.7
1.1.3.10
1.1.3.10.1
1.1.3.10.2
1.1.3.10.3
1.1.3.10.3.1
1.1.3.10.3.2
1.1.3.10.3.3
1.1.3.10.3.4
1.1.3.10.3.5
1.1.3.10.3.6
1.1.3.10.4
1.1.3.10.4.1
1.1.3.10.4.2
1.1.3.10.4.3
1.1.3.10.4.4
1.1.3.10.4.5
1.1.3.10.4.6
1.1.3.11
1.1.3.11.1
1.1.3.11.2
1.1.3.11.3
1.1.3.11.4
1.1.3.11.5
1.1.3.11.8
1.1.3.11.9
Susan Giedt

Task Name

Provide Week 12 Update
Provide Week 13 Update
Provide Week 13 Update
Provide Week 14 Update
Execute PPM 686B Project Progress Milestones
Complete PPM #1
Complete PPM #2
Complete PPM #3
Request Feedback on Final PPM #2 Submission
Develop PPM# 3 First Draft
Submit PPM# 3 First Draft to Advisory Committee
Review Advisory Committee Feedback
Complete Final Draft PPM #3
Submit Final Draft PPM #3
Complete PPM #4
Request Feedback on Final PPM #3 Submission
Develop PPM #4 First Draft
Submit PPM #4 First Draft to Advisory Committee
Review PPM #4 Advisory Committee Feedback
Complete Final Draft PPM #4
Submit Final Draft PPM #4
Conduct Research
Complete IRB Training
Submit Research Methodolgy to IRB
Develop Survey
Distribute Survey
Literature Review
Compile Company Metrics
Analyze Company Metrics
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Duration

Start

Finish

26FS+6 days
27FS+6 days
28FS+6 days
29FS+6 days

1 day
1 day
1 day
1 day
85 days
22 days
21 days
21 days
3 days
14 days
8 days
4 days
4 days
1 day
21 days
1 day
13 days
1 day
4 days
4 days
1 day
435 days
0 days
1 day
33 days
1 day
161.83 days
14 days
14 days

Mon 3/28/16
Mon 4/4/16
Mon 4/11/16
Mon 4/18/16
Fri 1/15/16
Fri 1/15/16
Sat 2/6/16
Sat 2/27/16
Wed 3/2/16
Sat 3/5/16
Fri 3/11/16
Tue 3/15/16
Tue 3/15/16
Fri 3/18/16
Sat 3/19/16
Fri 3/18/16
Sat 3/19/16
Thu 3/31/16
Fri 4/1/16
Tue 4/5/16
Fri 4/8/16
Fri 1/16/15
Fri 1/16/15
Fri 3/13/15
Mon 2/2/15
Mon 1/4/16
Fri 1/16/15
Wed 2/3/16
Thu 2/18/16

Mon 3/28/16
Mon 4/4/16
Mon 4/11/16
Mon 4/18/16
Fri 4/8/16
Fri 2/5/16
Fri 2/26/16
Fri 3/18/16
Fri 3/4/16
Fri 3/18/16
Fri 3/18/16
Fri 3/18/16
Fri 3/18/16
Fri 3/18/16
Fri 4/8/16
Fri 3/18/16
Thu 3/31/16
Thu 3/31/16
Mon 4/4/16
Fri 4/8/16
Fri 4/8/16
Fri 3/25/16
Fri 1/16/15
Fri 3/13/15
Fri 3/6/15
Mon 1/4/16
Fri 6/26/15
Tue 2/16/16
Wed 3/2/16

32
33
35

38SS
39FF
34
40
40
43FF
44
45
46FF

51FS+6 days
49
50
52
56FS+1 day
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1 hr
1 hr
1 hr
1 hr
309 hrs
0 hrs
0 hrs
245 hrs
0 hrs
124 hrs
96 hrs
9 hrs
16 hrs
0 hrs
64 hrs
0 hrs
40 hrs
0 hrs
8 hrs
16 hrs
0 hrs
343 hrs
0 hrs
1 hr
30 hrs
2 hrs
200 hrs
20 hrs
20 hrs
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WBS

1.1.3.11.6
1.1.3.11.7
1.1.3.12
1.1.3.13
1.1.3.14
1.1.4
1.2
1.2.1
1.2.2
1.2.3
1.2.4
1.2.4.1
1.2.4.2
1.2.4.3
1.2.4.4
1.2.4.5
1.2.4.6
1.2.5
1.3
1.3.1
1.3.1.1
1.3.1.2
1.3.1.3
1.3.1.4
1.3.2
1.3.2.1
1.3.2.2
1.3.2.3
1.3.2.4
Susan Giedt

Task Name

Compile Case Study
Analyze Survey Results
Write Research Paper
Develop 686A Final Briefing
Develop 686B Final Briefing
Execute Project Close Out Activities
Review ISO 9001:2008 Standards
Review Certification Requirements
Review Internal Audit Requirements
Review Quality Manual Requirements
Review Procedures/Forms/Flowcharts Requirements
Review Clause 4 Documetation
Review Clause 5 Documentation
Review Clause 6 Documentation
Review Clause 7 Documentation
Review Clause 8 Documentation
Review Training Program
Conduct Internal Audit Orientation
Conduct QMS Internal Audit
Audit Solid Waste Division
Audit Work Instructions
Audit Flow Charts
Audit Procedures
Audit Forms
Audit Tank Farm Division
Audit Work Instructions
Audit Flow Charts
Audit Procedures
Audit Forms
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5SF+95 days
113

67
68
69
70
71
72

73FS+150 days
73FS+150 days
73FS+150 days
73FS+150 days
79
79
79
79
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Duration

Start

Finish

10 days
30 days
96 days
21 days
7 days
14 days
120 days
30 days
30 days
30 days
30 days
5 days
5 days
5 days
5 days
5 days
5 days
5 days
64 days
7 days
7 days
7 days
7 days
7 days
7 days
7 days
7 days
7 days
7 days

Wed 3/16/16
Tue 1/26/16
Sun 12/27/15
Tue 3/31/15
Thu 3/31/16
Sun 3/27/16
Wed 4/1/15
Wed 4/1/15
Wed 4/1/15
Wed 4/1/15
Thu 6/25/15
Thu 6/25/15
Tue 6/30/15
Sun 7/5/15
Fri 7/10/15
Wed 7/15/15
Mon 7/20/15
Sat 7/25/15
Sun 12/27/15
Sun 12/27/15
Sun 12/27/15
Sun 12/27/15
Sun 12/27/15
Sun 12/27/15
Sun 1/3/16
Sun 1/3/16
Sun 1/3/16
Sun 1/3/16
Sun 1/3/16

Fri 3/25/16
Wed 2/24/16
Thu 3/31/16
Mon 4/20/15
Wed 4/6/16
Sat 4/9/16
Wed 7/29/15
Thu 4/30/15
Thu 4/30/15
Thu 4/30/15
Fri 7/24/15
Mon 6/29/15
Sat 7/4/15
Thu 7/9/15
Tue 7/14/15
Sun 7/19/15
Fri 7/24/15
Wed 7/29/15
Sun 2/28/16
Sat 1/2/16
Sat 1/2/16
Sat 1/2/16
Sat 1/2/16
Sat 1/2/16
Sat 1/9/16
Sat 1/9/16
Sat 1/9/16
Sat 1/9/16
Sat 1/9/16

Work

20 hrs
50 hrs
100 hrs
30 hrs
10 hrs
40 hrs
106 hrs
10 hrs
20 hrs
20 hrs
48 hrs
8 hrs
8 hrs
8 hrs
8 hrs
8 hrs
8 hrs
8 hrs
320 hrs
64 hrs
16 hrs
16 hrs
16 hrs
16 hrs
64 hrs
16 hrs
16 hrs
16 hrs
16 hrs
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WBS

1.3.3
1.3.3.1
1.3.3.2
1.3.3.3
1.3.3.4
1.3.4
1.3.4.1
1.3.4.2
1.3.4.3
1.3.4.4
1.3.5
1.3.5.1
1.3.5.2
1.3.5.3
1.3.5.4
1.4
1.4.1
1.4.2
1.4.3
1.4.3
1.5
1.5.1
1.5.2
1.5.3
1.5.4
1.5.5
1.5.6
1.5.7
1.5.8
Susan Giedt

Task Name

Audit Distribution Division
Audit Work Instructions
Audit Flow Charts
Audit Procedures
Audit Forms
Audit Safety Division
Audit Work Instructions
Audit Flow Charts
Audit Procedures
Audit Forms
Audit Accounting/Bookkeeping Division
Audit Work Instructions
Audit Flow Charts
Audit Procedures
Audit Forms
Document Internal Audit Results
Develop Corrective Actions
Compose Internal Audit Report
Develop Audit Finding Presentation
Present Audit Findings
Develop Corrective Action Project Management Plan
Create Risk Management Plan
Create Communication Management Plan
Create Human Resources Management Plan
Create Quality Management Plan
Create Stakeholder Identification and Analysis
Create Project Schedule
Create Work Breakdown Structures
Create Project Budget
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84FS+13 days
84FS+13 days
84FS+13 days
84FS+13 days
89
89
89
89
94FS+14 days
94FS+14 days
94FS+14 days
94FS+14 days

103

101
101
101
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Duration

Start

Finish

7 days
7 days
7 days
7 days
7 days
9 days
9 days
9 days
9 days
9 days
7 days
7 days
7 days
7 days
7 days
89 days
77 days
77 days
11 days
1 day
105 days
105 days
105 days
105 days
105 days
105 days
20 days
20 days
20 days

Sat 1/23/16
Sat 1/23/16
Sat 1/23/16
Sat 1/23/16
Sat 1/23/16
Sat 1/30/16
Sat 1/30/16
Sat 1/30/16
Sat 1/30/16
Sat 1/30/16
Mon 2/22/16
Mon 2/22/16
Mon 2/22/16
Mon 2/22/16
Mon 2/22/16
Sun 12/27/15
Sun 12/27/15
Sun 12/27/15
Sun 3/13/16
Thu 3/24/16
Sun 12/27/15
Sun 12/27/15
Sun 12/27/15
Sun 12/27/15
Sun 12/27/15
Sun 12/27/15
Mon 3/7/16
Mon 3/7/16
Mon 3/7/16

Fri 1/29/16
Fri 1/29/16
Fri 1/29/16
Fri 1/29/16
Fri 1/29/16
Sun 2/7/16
Sun 2/7/16
Sun 2/7/16
Sun 2/7/16
Sun 2/7/16
Sun 2/28/16
Sun 2/28/16
Sun 2/28/16
Sun 2/28/16
Sun 2/28/16
Thu 3/24/16
Sat 3/12/16
Sat 3/12/16
Wed 3/23/16
Thu 3/24/16
Sat 4/9/16
Sat 4/9/16
Sat 4/9/16
Sat 4/9/16
Sat 4/9/16
Sat 4/9/16
Sat 3/26/16
Sat 3/26/16
Sat 3/26/16

Work

64 hrs
16 hrs
16 hrs
16 hrs
16 hrs
64 hrs
16 hrs
16 hrs
16 hrs
16 hrs
64 hrs
16 hrs
16 hrs
16 hrs
16 hrs
91 hrs
40 hrs
40 hrs
10 hrs
1 hr
117 hrs
20 hrs
20 hrs
20 hrs
20 hrs
20 hrs
10 hrs
5 hrs
2 hrs
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APPENDIX C. STAKEHOLDER REGISTER
List of Stakeholders
ID Stakeholder Organization

Identifying Mutuality
Role

Importance

Sets Juland's organizational objectives, goals,and
strategies to achieve these. Fully supports ISO
9001:2008 framework as a tool to increase
efficiencies in company processes toward a goal of
increased profit. Will provide executive level
involvment, support, and resources to project. This
stakeholder has ownership over project.

Internal

Supporter

4

4

4

4

16

All project progress performance
milestones are completed and submitted on- All
time.

Sidewards

Internal

Supporter

1

2

3

3

9

Student Advisory
Committee Member

Understands structure and implementation of ISO
9001:2008 standards. Subject matter expert in
project management and will provide guidance and
feedback during all phases of project. This
stakeholder will contribute in the form of knowledge
and support to this project.

Weekly informal updates on project progress via
email/telephone or in person. Project Progress
Milestones are fully completed on-time and per All project progress performance
syllabus. Project manager demonstrates the
milestones are completed and submitted on- All
ability to follow project lifecycle and produces a time.
meaningful contribution to the Project
Management Body of Knowledge.

Sidewards

Internal

Supporter

1

2

3

3

9

Student Advisory
Committee Member

Subject matter expert in project management, project
strategy and definition Understands the importance
of the ISO 9001:2008 standard with respect to
organizational design and selection of buyers and
sellers for projects. Will provide guidance and
feedback during all phases of project. This
stakeholder will contribute in the form of knowledge
and support to this project.

Bi-weekly informal updates on project progress
via telephone or in person. Project Progress
Milestones are fully completed on-time and per All project progress performance
syllabus. Project manager demonstrates the
milestones are completed and submitted on- All
ability to follow project lifecycle and produces a time.
meaningful contribution to the Project
Management Body of Knowledge.

Sidewards

Internal

Supporter

1

2

3

3

9

Operations Manager

Implements activities to meet Juland's corporate
objectives and goals. Will prove mid-level
management support and resources to project. Will
benefit from successful prject execution.

Project is completed on time with minimal
changes to the project schedule. Weekly updates
during company staff meeting. Identification of
non-conformance are noted and appropriate
corrective action is developed and included in
Project Management Plan deliverable.

Downwards Internal

Resistant

3

4

3

2

12

Project sponsor

2

Dr. Seong Dae Kim

Student Advisory
Committee Member

4

6

Ms. LuAnn Piccard

Bryan Hoffman

Susan Giedt

Project is executed in within scope, on-time, and
within budget. Identification of nonconformance will be noted and appropriate
corrective action will be developed and included
in Project Management Plan deliverable. Daily
informal updates in person or via email to project
status to include discovery of noncompliant
items, and changes to project scope, scheule, or
budget,
Quality management subject matter expert.
Bpi-weekly informal updates on project progress
Understands structure and implementation of ISO
via email/telephone or in person. Project
9001:2008 standards. Will provide guidance and
manager demonstrates the ability to follow
feedback during all phases of project. This
project lifecycle and produces a meaningful
stakeholder will contribute in the form of knowledge contribution to the Project Management Body of
and support to this project.
Knowledge.

Upwards

Andy Nielsen

Mr. Roger Hull

Requirements

Stakeholder Prioritization
Urgency
Lifecycle Phase Direction of Internal/ Supporter/ Power Proximity Value Action Ranking
with Most
Influence
External Neutral/
(1-4)
(1-4)
(1-5) (1-5)
Score
Interest
(U/D/O/S)
Resistant

Formal internal audit report delivered to
senior management at project close. Fully
executable Project Management Plan that All
implements approved recommendation
corrective actions.

1

3

Expectations

Categorize

Project is completed on time with minimal
changes to the project schedule. The
Execution
Corrective Action Project Management
Monitor &
Plan is fully executible and provides
Control
legitimate corrective actions.

Project Management Plan
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List of Stakeholders
ID Stakeholder Organization

Identifying Mutuality

Categorize
Stakeholder Prioritization
Urgency
Lifecycle Phase Direction of Internal/ Supporter/ Power Proximity Value Action Ranking
with Most
Influence
External Neutral/
(1-4)
(1-4)
(1-5) (1-5)
Score
Interest
(U/D/O/S)
Resistant

Role

Importance

Expectations

Requirements

Operations Manager

Implements activities to meet Juland's corporate
objectives and goals. Will prove mid-level
management support and resources to project. Will
benefit from successful prject execution.

Project is completed on time with minimal
changes to the project schedule. Identification of
non-conformance is noted and appropriate
corrective action aredeveloped and included in
Project Management Plan deliverable.

Project is completed on time with minimal
changes to the project schedule. The
Execution
Corrective Action Project Management
Monitor &
Plan is fully executible and provides
Control
legitimate corrective actions.

Downwards Internal

Resistant

3

4

3

4

14

President

Sets Juland's long term goals. Fully supports ISO
9001:2008 framework as a tool to increase
efficiencies in company processes toward a goal of
increased profit and company longevity within the
industry. Will provide executive level support.

Project is completed on time with minimal
changes to the project schedule. Identification of
non-conformance is noted and appropriate
corrective action are developed and included in
Project Management Plan deliverable.

Formal internal audit report delivered to
senior management at project close. Fully Execution
executable Project Management Plan that Monitor &
implements approved recommendation
Control
corrective actions.

Upwards

Internal

Supporter

4

4

4

3

15

Safety Manager

Directs activities to meet Juland's corporate
objectives and goals with regards to Health, Safety,
Security, and Environmental control and compliance.
Subject matter expert for Juland infrastructure and
processes. Will provide support to project and
benefit from successful project execution.

Identification of non-conformanities are noted
and appropriate corrective action is developed
and included in Project Management Plan
deliverable.

Project is completed on time with minimal
changes to the project schedule. The
Execution
Corrective Action Project Management
Monitor &
Plan is fully executible and provides
Control
legitimate corrective actions.

Downwards Internal

Supporter

3

4

3

3

13

10 Mark Helmericks

Owner

Sets Juland's long term goals. Fully supports ISO
9001:2008 framework as a tool to increase
efficiencies in company processes toward a goal of
increased profit and company longevity within the
industry. Will provide executive level support.

Formal internal audit report delivered to
Identification of non-conformance are noted and
senior management at project close. Fully Execution
appropriate corrective action is developed and
executable Project Management Plan that Monitor &
included in Project Management Plan deliverable.
implements approved recommendation
Control
Project updates on an as-needed basis.
corrective actions.

Upwards

Internal

Supporter

4

4

3

4

15

11 Fairbanks Fuel Rack

Supplier

This stakeholder has an interest in this project.

Juland contiues to draw fuel from this supplier.

Closing

Outwards

External

Neutral

1

2

1

1

5

12 Tesoro Fuel Rack

Supplier

This stakeholder has an interest in this project.

Closing

Outwards

External

Neutral

1

2

1

1

5

13 Valdez Fuel Rack

Supplier

This stakeholder has an interest in this project.

Closing

Outwards

External

Neutral

1

2

1

1

5

Closing

Outwards

External

Supporter

3

3

2

3

11

Closing

Outwards

External

Supporter

3

3

2

2

10

Closing

Outwards

External

Supporter

3

3

2

2

10

7

8

9

Gary Cooper

Eric Helzer

Jeff Holder

14 BP Exploration

Major Client

15 ENI

Major Client

16 REPSOL

Major Client

Fully supports ISO 9001:2008 standards and seeks
out suppliers to comply with standard. This
stakeholder has an interest in this project.
Fully supports ISO 9001:2008 standards and seeks
out suppliers to comply with standard. This
stakeholder has an interest in this project.
Fully supports ISO 9001:2008 standards and seeks
out suppliers to comply with standard. This
stakeholder has an interest in this project.

Juland provides accurate fuel allocations
and draws fuel without incident.
Juland provides accurate fuel allocations
Juland contiues to draw fuel from this supplier.
and draws fuel without incident.
Juland provides accurate fuel allocations
Juland contiues to draw fuel from this supplier.
and draws fuel without incident.
Juland delivers fuel and solid waste
Colvlle delivers service on-time, with-in budget,
services as requested to support oil
and with-out incident.
production.
Juland delivers fuel and solid waste
Colvlle delivers service on-time, with-in budget,
services as requested to support oil
and with-out incident.
production.
Juland delivers fuel and solid waste
Colvlle delivers service on-time, with-in budget,
services as requested to support oil
and with-out incident.
production.

17

Alaska Department of Environmental
Compliance Agency
Conservation (ADEC)

This stakeholder has an interest in this project.

Juland designs and executes company processes
to meet all ADEC regulatory requirements

Juland meets all regulatory requirements

Closing

Sidewards

External

Neutral

2

1

2

2

7

18

Department of Natural Resources
(DNR)

Compliance Agency

This stakeholder has an interest in this project.

Juland designs and executes company processes
to meet all DNR regulatory requirements

Juland meets all regulatory requirements

Closing

Sidewards

External

Neutral

2

1

2

2

7

Compliance Agency

This stakeholder has an interest in this project and
will also contribute to the project in the form on
knowledge and support.

Juland designs and executes company processes
to meet all OSHA regulatory requirements

Juland meets all regulatory requirements

Closing

Sidewards

External

Neutral

2

1

2

2

7

Occupational Safety and Health
19
Administration (OSHA)

Susan Giedt
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List of Stakeholders

Identifying Mutuality

ID Stakeholder Organization

Role

Importance

Expectations

20 Juland Supply

Sister Company

This stakeholder has an interest in this project and
will also contribute to the project in the form on
knowledge and support.

Lessons learned are captured and archived with
regards to project actions that went well and
those that dhoulf br improved.

21 Juland Transport

This stakeholder has an interest in this project and
Supplier/Sister Company will also contribute to the project in the form on
knowledge and support.

22 UAA IRB

University Research
Review Board

This stakeholder has an interest in this project and
will also contribute to the project in the form on
knowledge, support, and research approval

Requirements

Lessons learned from all project lifecycle
phases is provided in order to plan for
successfule implementation of similair
project in this company.
Lessons learned from all project lifecycle phases Lessons learned from all project lifecycle
is provided in order to plan for successfule
phases is provided in order to plan for
implementation of similair project in this
successfule implementation of similair
company.
project in this company.
Project Manager complies with guidelines set
forth within in the IRB.

Project Manager receive IRB approval
before engaging any research subjects.

Power:
4. High capacity to formally instruct change: can have work stopped
3. Some capacity to formally instruct change: must be consulted or has to approve
2. Significant informal capacity to cause change
1. Relatively low levels of power: cannot generally cause much change

Categorize
Stakeholder Prioritization
Urgency
Lifecycle Phase Direction of Internal/ Supporter/ Power Proximity Value Action Ranking
with Most
Influence
External Neutral/
(1-4)
(1-4)
(1-5) (1-5)
Score
Interest
(U/D/O/S)
Resistant
All

Sidewards

External

Supporter

2

1

2

2

7

All

Sidewards

External

Supporter

2

1

2

2

7

All

Sidewards

External

Neutral

4

1

3

3

11

Value
5. Very high: has great personal stake in the work's outcome (success/cancellation)
4. High: sees work's outcome as being important (benefit or threat) to self or organization
3. Medium: has some direct stake in the outcome of the work
2. Low: is aware of work and has an indirect stake in work's outcome
1. Very low: has very limited or no stake in work's outcome

Proximity
4. Directly involved in the work: team members working most of the time
3. Routinely involved in the work: part-time team members, external suppliers, and active sponsors
2. Detached from the work but has regular contact with, or input to, the work processes
1. Relatively remote from the work: does not have direct involvement with the processes: clients and most senior managers

Action
5. Very high: self-activated, will go to almost any length to influence the work
4. High: is likely to make a significant effort to influence the work
3. Medium: may be prepared to make an effort to influence the work
2. Low: has the potential to attempt to influence the work
1 Very low: is unlikely to attempt to influence the work

Influence
1. Upwards defines the influence that senior management, especially the sponsor, exerts over the activity.
2. Downwards denotes team members, whether full-time staff, consultants, contractors or specialists who work with the
3. Outwards stakeholders are those outside the entity that does the work and will include individuals and groups such as end users, government, regulators, the public, shareholders and lobby groups: outwards stakeholders are shown as blue.
4. Sidewards stakeholders are peers of the manager, industry groups and managers within the organisation who are considered
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APPENDIX D. RISK REGISTER
Risk Register
Risk Identification
ID
Risk

Internal Audit of the Juland, Incorporated ISO 9001 Quality Management System
Qualitative Rating
Probability Impact

Risk Category

Risk Response
Risk Score Risk Ranking Risk Response
Rescope project, change schedule but do not change work
required. Meet with company president to request additional time
10
70
1 off to work project deliverables.

2

Unforecasted staffing requirements cause Project Sponsor to reduce Project
Manager's available time in this project.
Division managers can not make key resources available during audit schedule,
due to unscheduled company obligations.

3
4

Project team can not adequately perform internal audit
Inadequate funding to complete project

Quality
Budget

4
3

10
10

40
30

5

Division managers do no agree on implementation plan proposal

Schedule/Quality

4

7

28

6

Survey does not receive a minimum number of respondents

Quality

8

8

64

1

All

7

Schedule/Quality

7

6

42

3 Include slack time in schedule for each work center internal audit
Include additional contingency funds in budget to address the need
4 for outside ISO 9001 contractor support.
5 Rescope project
Establish formal approval process through senior management and
6 work centers to resolve empasses
Use data currently available to prove or disprove my research
hypothesis. Resubmit existing survey to additional pools of potential
respondents. Resubmit exisitng survey again to existing pool of
2 potential repsondents. Use alternate method of research.

Key Terms
Risk: The risk stated in a complete sentence which states the cause of the risk, the risk, and the effect that the risk causes to the project.
Risk Category: Categorization of risks by area of project affected, source of risk or other useful category.
Probability: The likelihood that a risk or opportunity will occur (on a scale from 0 to 10 with 10 being the highest).
Impact: The impact of the risk on the project if the risk occurs (scale from 0 to 10 with 10 being the highest).
Risk Score: Determined by multiplying probability and impact (scale from 0 to 100).
Risk Ranking: A priority list which is determined by the relative ranking of the risks (by their scores) within the project with the number one being the highest risk score.
Risk Response: The action which is to be taken if this risk occurs.
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APPENDIX E. REQUIREMENTS TRACEABILITY MATRIX
Requirement Information
ID
R.1

Requirement
Bi-Weekly Updates

Priority
High

Relationship Traceability

Category

Source

Relates to
Stakeholder

PM

Project
Manager

S1-S4,

E-mail confirmation

Ad hoc meetings

S2-S4, S21

E-mail confirmation

IRB Approval

Verification

Validation

R.2

Submit IRB Request

High

PM

Project
Manager

R.3

Project Schedule

High

PM

Project
Manager

S1, S6-S10

Project Plan

Stakeholder Written
Approval

R.4

Formal Internal Audit
Report

High

PM

Project
Manager

S1-S10

Formal Report

Release of Formal Report

R.5

Research Survey

High

PM

Project
Manager

S1-S4, S21

Survey
Questionnaire

IRB Approval

R.6

Corrective Action PMP

High

PM

Project
Manager

S1-S10

PMP Document

Sponsor approval of PMP

PM

Project
Manager

S1-S4, S8, S10,
S21

Research Paper

Release of Paper

R.7

Research Paper

Susan Giedt

High

Project Management Plan

pg. E-2

Project Management Plan

Susan Giedt

APPENDIX F. PROJECT ISSUE LOG
Issue Log
Project: Internal Audit of the Juland, Incorporated ISO 9001 Quality Management System

Date: April 26, 2016

Issue

Date
Resolved

Description

Priority
(H, M, L)

Susan Giedt

Category

Reported
By

Assigned
To

Project Management Plan

Status

Resolution/
Comments
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Project Charter
A. General Information

Project Title:

Internal Audit of the Juland, Incorporated ISO 9001 Quality Management System

Brief Project
Description:

The objective of this project is to conduct an internal audit of the Juland,
Incorporated ISO 9001 Quality Management System (QMS). The
deliverables of this project are a formal internal audit report to include,
identification of nonconformance of the system, as well as a fully
executable Project Management Plan to correct the areas of
nonconformance.

Prepared By:

Susan H. Giedt

Date:

26-Apr-16

Version:

3.0

B. Project Objective:
The objective of this project is to conduct an internal audit of the Juland, Incorporated
ISO 9001 QMS. The project will identify areas of nonconformity within Juland
Incorporated’s QMS and develop an executable corrective action plan. The required
deliverables of this project are an internal audit report to include, identification of
nonconformance of the system, as well as a fully executable Project Management Plan
that provides a roadmap to correct identified nonconformities. Compliance with the
standard will improve company operations and continuously improve its business
practices in order to promote cost savings and improve customer service. The focus
on continuous improvement and quality will open access to new markets and attract
new customer to increase the company’s current market share.
C. Assumptions




A QMS is currently in place at Juland, Incorporated
Internal stakeholders will support and provide resources against this project
Project Manager maintains employment with Juland, Incorporated

Internal Audit of the Juland, Incorporated ISO 9001 Quality Management System
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D. Project Scope
The scope of this project includes a complete internal audit of Juland Incorporated’s
current Quality Management System. There are two deliverables for this project. The
first deliverable includes a formal internal audit report that includes identification of all
areas of nonconformance within the system. The second deliverable includes a
Corrective Action Project Management Plan (PMP) to correct the areas
nonconformance. The scope of this project does not include the execution of the
Corrective Action PMP. The project shall be completed within 450-days with a budget
not to exceed $100,000. The project must be completed by April 15, 2016
List any requirements that are specifically excluded from the scope.

This project does not include any execution of identified corrections. It also does not
include ISO 9001:2008 certification.

E. Project Milestones
List the major milestones and deliverables of the project.
.
Milestones
Deliverables

Project Start
Internal Audit Complete
Formal Report Complete
Corrective Action Project
Management Plan
Project Complete

Project Management Plan
Formal Audit Report
Follow-On Project Management Plan

Date

10 April 15
27 Feb 16
12 Mar 16
9 Apr 2016
15 Apr 16

F. Impact Statement
List the impact this project may have on existing systems or units.
.
Potential Impact
Systems / Units Impacted

Interruption of operations during audit
Negative perception of QMS

All
All

Internal Audit of the Juland, Incorporated ISO 9001 Quality Management System
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G. Roles and Responsibilities
Sponsor: Provides overall direction on the project. Responsibilities include: approve the project
charter and plan; secure resources for the project; confirm the project’s goals and objectives; keep
abreast of major project activities; make decisions on escalated issues; and assist in the resolution of
roadblocks.
Name
Email / Phone

Andy Nielsen, General Manager

anielsen@julandinc.com / 907-659-3198

Project Manager: Leads in the planning and development of the project; manages the project to
scope. Responsibilities include: develop the project plan; identify project deliverables; identify risks and
develop risk management plan; direct the project resources (team members); scope control and change
management; oversee quality assurance of the project management process; maintain all
documentation including the project plan; report and forecast project status; resolve conflicts within the
project or between cross-functional teams; ensure that the project’s product meets the business
objectives; and communicate project status to stakeholders.
Name
Email / Phone

Susan Giedt, Project Manager

sgiedt@Julandinc.com / 786-8082

Team Member: Works toward the deliverables of the project. Responsibilities include: understand the
work to be completed; complete research, data gathering, analysis, and documentation as outlined in
the project plan; inform the project manager of issues, scope changes, and risk and quality concerns;
proactively communicate status; and manage expectations.
Name
Email / Phone

Jeff Holder, Safety Manager
Bryan Hoffmann, Operations Manager
Gary Cooper, Operations Manager

jeffh@Julandinc.com / 907-659-3198
bhoffmann@Julandinc.com / 907-659-3198
gcooper@Julandinc.com / 907-659-3198

Customer: The person or department requesting the deliverable. Responsibilities include: partner
with the sponsor or project manager to create the Project Charter; partner with the project manager to
manage the project including the timeline, work plan, testing, resources, training, and documentation of
procedures; work with the project team to identify the technical approach to be used and the
deliverables to be furnished at the completion of the project; provide a clear definition of the business
objective; sign-off on project deliverables; take ownership of the developed process and software.

H. Resources
Resource
Project Budget
Schedule

Constraints
$100,000
Project must be complete by 15 Apr 2016

Internal Audit of the Juland, Incorporated ISO 9001 Quality Management System
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J. Project Risks
Identify the high-level project risks and the strategies to mitigate them.
Risk
The funding is removed by project
sponsor before project completion.
There is Inadequate funding to
complete project.
The division managers do not make
key resources available during audit
schedule.
The project team does not adequately
perform the internal audit within
schedule.
The project team is redirected by the
Project Sponsor during project
execution.
The division managers do not agree
on the implementation plan proposal.
The project team is removed from
project before project completion.

Mitigation Strategy

Include slack time in schedule for each work center internal
audit
Conduct audit during summer season when staffing
resources are more available. Publish audit schedule as
soon as approved.
Include slack time in schedule for each work center internal
audit
Pre-select ISO 9001 Contractor to execute project

All impasses immediately forwarded to Project Sponsor for
resolution.
Pre-select ISO 9001 Contractor to execute project

K. Success Measurements
Identify metric and target you are trying to achieve as a result of this project.

1.
2.
3.
4.

Schedule Variance
Cost Variance
All audits are completed on-time
Corrective action plans are developed for all nonconformities
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L. Signatures
The signatures of the people below document approval of the formal Project Charter. The project
manager is empowered by this charter to proceed with the project as outlined in the charter.
Sponsor:
Name

Signature

Date

Signature

Date

Andy Nielsen
Project Manager:
Name

Susan Giedt
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