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1.0 Purpose 

Quality is an integral part of managing risks on projects.  The LACCD Bond Program 
(hereafter referred to as the Bond Program) is implementing an ISO 9001 compliant 
Quality Management System (QMS) based upon the current AECOM ISO 9001 certified 
quality assurance/quality control (QA/QC) program.   

The Bond Program Management Office (PMO) is fully committed to the management 
principles underlying the ISO 9001:2008 standard and to AECOM’s Quality 
Management System (QMS). These principles emphasize the need to understand our 
clients’ needs and preferences and to strive to meet or exceed their requirements and 
expectations. By identifying, understanding and managing interrelated processes as a 
system, the PMO and Bond Program will increase its efficiency and effectiveness in 
meeting its organizational objectives. This approach includes continuous reassessment 
and improvement of the underlying processes and promotes decision-making based on 
factual information and data.  

Historically, compliance to a quality management system can improve project financial 
results and reduce the amount of claims received.  This is attributable to: 

 Client focus 

 Consistent processes that can be measured 

 Employees being responsible for the quality of their work while identifying and 
managing risks on a daily basis 

 Planning our work, performing according to the plan, checking our work, and 
getting feedback to improve the next plan. 

2.0 Scope 

This Bond Program Quality Management System applies to the PMO and College 
Project Managers (CPM).  
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3.0 Responsibilities 

3.1 PMO Quality Manager 

The PMO Quality Manager, or delegate, is responsible for: 

 Developing this Bond Program Quality Management System and a Bond 
Program QA/QC Plan in conjunction with the AECOM QMS.  

 Maintaining control of the procedures 

 Managing the internal quality audit program 

 Managing the Quality Council meetings 

 Managing the Quality Key Performance Indicators 

3.2 PMO Internal Quality Auditor 

The designated PMO Internal Quality Auditor is responsible for: 

 Supporting the PMO Quality Manager in planning, preparing, performing and 

reporting the results of internal audits 

 Using the Program Management Information System (PMIS) to document the 
results of the audit and monitor close-out of Audit Nonconformity Reports 
(ANRs), Corrective Action Reports (CARs), and Open Deviations/Non 

Conformance Reports (NCRs) 

3.3 AECOM Director of Quality 

The AECOM Director of Quality is responsible for: 

 Providing a quality management resource to the PMO and client to address 

issues or concerns during the implementation of the Bond Program QMS 

 Supporting the set-up and integration of the Bond Program QMS with the 

AECOM IMS and Americas QMS 

3.4 CPM Quality Point of Contact 

The CPM Quality Point of Contact is responsible for: 

 Working with the CPM Director and the PMO Quality Manager to help ensure 

quality processes are followed 

 Withholding approval of an inspection or test if needed 

 Attending special training to serve in this role 
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4.0 Procedures 

The  Bond Program QA/QC Plan details how the Bond Program Quality Management 
System works collaboratively with AECOM’s Integrated Management System (IMS), of 
which the Quality Management System (QMS) is one part.  In summary, procedures are 
grouped into four tiers of documentation, with the top tier (Tier I) for AECOM policy, and 
the lowest tier (Tier IV) for LACCD college-specific forms and guidance. 

4.1 Bond Program Web-enabled Standard Operating Procedures (SOPs) 

The Bond Program web-enabled Standard Operating Procedures (SOPs) platform is an 
interactive tool that provides access to all of the necessary procedures and other 
documentation to the Bond Program team members in a user-friendly manner.  This 
interactive tool will be maintained in a centralized, easily accessible location.   
 
The Bond Program team members will be added to the site with specific access to the 
procedures (read only, edit, etc.) depending upon their role on the program.   
 

 

Figure 1, LACCD Bond Program Web-Enabled Standard Operating Procedures 
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Procedures will be controlled through the site to comply with the appropriate Document 
Control and Records Management procedure.  The PMO Quality Manager, or delegate, 
will regularly update and maintain control of the procedures on this site. 

4.2 Quality Council – Best Practices and Lessons Learned 

Regular meetings will be held with stakeholders (CPMs, Regional Program Liaisons, 
College Presidents, District, as available) to discuss continuous improvements to the 
procedures and processes currently being implemented at the Bond Program.   

 These meetings are intended to be a forum where experiences, best practices, 
lessons learned, and face-to-face discussions for improvement of procedures 
and/or forms can be openly discussed.   

 Brainstorming and process improvement activities during the meeting will be led 
by the PMO Quality Manager. 

 The PMO Quality Manager, or delegate, will prepare meeting minutes and 
initiate/manage improvement activities that are identified during the meetings. 

 See also section 4.6 - Team Performance and Lessons Learned Reviews 

4.3 Quality Audit Program 

The quality control aspect of the QMS is the internal Quality Audit Program.  The 
customized Bond Program quality audit program procedure is based on the AECOM 
Tier III Americas Quality Audit Program Procedure, and will be available through the 
web-enabled SOPs as a separate procedure.  Training will be provided on the quality 
audit program.  The PMO Quality Manager will:  

 Work with the CPM Quality Points of Contact to schedule internal quality audits 
at each College, 

 Post the schedule on the LACCD SharePoint site calendar,  

 Prepare audit plans for each audit,  

 Perform or manage the performance of the college audits,  

 Prepare or manage the preparation of the reports for distribution by the AECOM 
Internal Audit Manager and PMO Quality Manager,  

 Work with the CPM Quality Points of Contact and Regional Program Liaisons 
(RPLs) to manage the ANR distribution, response, and closure process within 

PMIS,  

 Work with the AECOM Internal Audit Manager to schedule audits of the PMO by 
AECOM within the AECOM internal audit schedule, and 

http://my.aecomnet.com/deployedfiles/Intranet/Geographies/North%20America/Functions/Quality/Documents/NA%20Quality%20Audit%20Program%20_Final%2004-15-11.pdf
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 Prepare or manage the preparation of the quality metrics and reports. 

Audit finding trends will also be evaluated on a regular basis.  AECOM maintains an 
automated system called the Continuous Improvement System (CIS) into which internal 
audits are entered for tracking and trending.  The Bond Program will utilize the Program 
Management Information System (PMIS) in conjunction with CIS for this purpose.  Audit 
trends will be used to determine areas that need focused improvements above and 
beyond the ANR closure. 

4.4 Key Performance Indicators – Quality 

There are three key performance indicators (KPIs) for quality directly related to 
performance on conformance with the QA/QC Plan, as further detailed in the QA/QC 
Plan.  They are timeliness of Audit Nonconformity Report (ANR) closure, timeliness of 
Corrective Action Report (CAR) closure, and the overall College compliance to the 
management system identified through the internal quality audits.  These KPIs are a 
part of the Bond Program KPIs established to measure the performance of each of the 
college CPMs and the PMO management.  Detailed procedures for how to respond to 
ANRs, CARs, and Open Deviations/Nonconformance Reports (NCRs) in PMIS will be 
developed and training provided.  Reference the attached Internal Quality Audit, Audit 
Nonconformity Report, and Corrective Action Report workflows. 
 
ANRs are issued to document non-compliance with established procedures, as 
identified during internal quality audits.  ANR timeliness means the responsible party 
(person with non-compliance action) must provide a reply to the ANR (what they are 
going to do to fix) within 30 days of notification of the ANR, and then must perform and 
document the “fix” within 90 days, for a Level II (minor) ANR.  Level I (major) ANRs 
follow a similar but accelerated schedule – the plan to fix the finding is needed within 15 
days after notification, and evidence that the fix has been implemented must be 
uploaded within 60 days after notification.  
 

 

Figure 2, ANR Timeliness (based on Level II ANR) – ANR KPI 

 
Corrective Action Reports, issued to document non-compliances from client concerns, 
internal employee concerns, and/or external audit findings to identify the corrective and 
preventive actions, follow the same process as ANRs.  CAR timeliness means the 
responsible party (person with non-compliance action) must provide a reply to the CAR 

Audit Finding Score based on weighted average of days open,

range adjusted from previous score.

Icon Days Score

≥ 105 Days ≤ .75

91 - 104 Days .90 - .75

≤ 90 Days ≥ .90
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(what they are going to do to fix) within 30 days of notification of the CAR, and then 
must perform and document the “fix” within 90 days, for a Level II (minor) CAR.  Level I 
(major) CARs follow a similar but accelerated schedule – the plan to fix the finding is 
needed within 15 days after notification, and evidence that the fix has been 
implemented must be uploaded within 60 days after notification.  
 
QMS (College) compliance is measured by the overall audit score from the Quality 
Audits.  Audits will consider three attributes:  

 CPM, RPL, and PMO management commitment to the quality management 
system, to include training of staff, 

 Compliance to the quality management system procedures (Bond Program 
SOPs) including quality, design, and construction procedures, and 

 Risk management compliance for risk register and mitigation action maintenance 
and Subs management. 

 

 

Figure 3, Overall Audit Score – QMS Compliance KPI 

4.5 Client Satisfaction 

Client satisfaction involves continuous communication and discussions/surveys with our 
client(s) and the users in accordance with the AECOM Tier II procedure – Collecting 
and Monitoring Client Feedback.   

 A standard survey questionnaire (questions found in the above procedure) will be 
distributed on a regular basis to our client(s) and select user groups. 

 Face-to-face meetings will also be scheduled with our client and select user 
groups to inquire as to the satisfaction of our services being provided.   

 The results of these surveys, discussions, and metrics will be presented on an 
annual basis.   

 Throughout the process, any actions necessary to correct issues will be 
addressed through a Corrective Action Report (CAR) being entered into the 
PMIS by the PMO Quality Manager, or delegate. 

Overall Audit Score developed from our onsite internal audits and

interviews on the topics of Management Commitment, Adherence

to QMS System and adherence to risk management tools.

Icon Score

≤ .75

.90 - .75

≥ .90

http://sharepoint.aecomnet.com/sites/pds/Shared%20Documents/4%20Closure/4%20Client/Tier%202/Collecting_and_Monitoring_Client_Feedback_Procedure.pdf
http://sharepoint.aecomnet.com/sites/pds/Shared%20Documents/4%20Closure/4%20Client/Tier%202/Collecting_and_Monitoring_Client_Feedback_Procedure.pdf
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4.6 Team Performance and Lessons Learned Reviews 

 Performance and lessons learned reviews will be conducted as needed.. This 
review process may be combined with other project review activities. 

 The PMO and CPM shall meet with the project team during the project closure 
phase to conduct a team performance and lessons learned review as part of our 
continuous improvement process.  Unless the project size, complexity or client 
demands more, this should be kept to a simple process. 

 All major comments collected during the Project Team Performance and Lessons 
Learned review shall be compiled, results assessed, and any action items 
assigned and distributed as appropriate. The PMO and CPM leadership shall 
share lessons learned and provide information back to the team and discipline 
groups. 

 The PMO shall record lessons learned in accordance with the AECOM process 
and provide feedback in a project performance record. 

4.7 Client Reporting – Quality 

The LACCD contract deliverables consists of the QA/QC Plan, Quality Training Plan, 
and regular reports for: 

 Quality Program performance report 

 Quality Council report 

 Audit status report 

 Correction action summary report 

 Subs rating report 

4.8 Training 

Per ISO 9001, the PMO must be qualified, receive appropriate training for their job 
responsibilities, and receive regular performance assessments to confirm that their 
qualifications and training are effective.  The PMO will maintain a training matrix based 
on function, and training will be documented through online systems or sign-in sheets 
for on-site meetings.  Methodology for and list of training to be provided is documented 
in the Quality Training Plan, along with a schedule for implementation.  Training will be 
provided for quality activities and for other areas within the PMO.  Training may occur 
through in person workshops or through online tools with quiz functionality such as 
Brainshark for just-in-time training. 
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5.0 Terms and Definitions 

Quality Assurance – Refers to the systematic activities implemented in a quality 
system so that quality requirements for a product or service will be fulfilled. 

Quality Control – The inspection, analysis and other relevant actions taken to provide 
control over what is being done, manufactured or fabricated so that a desirable level 
of quality is achieved and maintained. For the Bond Program, Quality Control applies 
to the hands-on management actions of the PMO, Regional Program Liaisons and 

the CPMs pursuant to the QA/QC Plan, including internal quality audits. 

Quality Audits – The inspection/confirmation that the PMO is complying/implementing 

the IMS procedures. 

Quality Council – Regular meetings with key stakeholders to discuss/brainstorm 
methods to improve consistency across the District based on best practices currently 

being performed at the colleges. 

Quality Management System (QMS) – AECOM and the PMO approach quality 
management in alignment with the BS EN ISO 9001:2008 International Standard. 
The leadership team is fully committed to the management principles underlying the 
ISO 9001:2008 standard and to creating and maintaining an Bond Program QA/QC 
Plan (QMS). These principles emphasize the need to understand our clients’ needs 
and preferences and to strive to meet or exceed their requirements and 
expectations. To accomplish this goal, the Bond Program Program Director and 
Deputy Director provide leadership that engages the entire PMO in the quality 
processes. By identifying, understanding and managing interrelated processes as a 
system, the PMO increases its efficiency and effectiveness in meeting its 
organizational objectives. This approach includes continuous reassessment and 
improvement of the underlying processes and promotes decision-making based on 
factual information and data. Through consistent application of this QMS, the PMO’s 
opportunity to create mutually beneficial values is enhanced, which then enhances 
our clients’ ability to create value for their end users. 

Audit Nonconformity Report (ANR) — Report to document a non-compliance 
discovered during a PMO internal quality audit (audit finding), along with corrective 
and preventive actions to be performed to correct and prevent the non-compliance 
from occurring again. 

Corrective Action Report (CAR) — Report that documents non-compliances from 
client concerns, internal employee concerns, and/or external audit findings to identify 

the corrective and preventive actions. 
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6.0 Approvals 

Prepared By: 

                         Functional Lead – Kathleen Copus 

Date: 

Reviewed By: 

                        Quality Manager – Kathleen Copus 

Date: 

Approved By: 

                        Program Director – Terri Mestas 

Date: 

 

7.0 Revision History 

This page is a record of all revisions to this implementing procedure.  Each time the 
procedure is changed, the nature of this change is noted under the description and/or 
by revision lines in the procedure. 

Comments to the SOPs and associated forms and documents are welcome, and should 
be emailed to procedures-comments@build-laccd.org.  You must include the following 
in the body of your email: 

 Your Name/Firm/Contact Telephone Number 

 SOP Volume 

 Section Name and Number 

 Sub-section 

 Description of Concern/Comment 

 Reason/Suggested Resolution 
  
Procedure revision requests will be reviewed and responded to on an ongoing basis.  

 

 

Revision 
Effective 

Date 

Pages 

Revised 
Description 

Type of 

Revision 

(Editorial/ 

Technical) 

Update 

Required 

Reading? 

0 10-15-2013 All Original Issue Initial Issue Yes 

      

      

https://mail.pacificaservices.com/owa/redir.aspx?C=995937f9c70049bc9e6b7084400ead87&URL=mailto%3aprocedures-comments%40build-laccd.org
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8.0 Records 

 Training records 

 KPI reports 

 Corrective Action Reports 

 Audit Nonconformity Reports 

9.0 Attachments 

Attachment 

Number 
Title 

Attachment 

Identifier 

None   

   

 



Bond Program:  Internal Quality Audit:  This is a checking process to confirm that the LACCD Bond Program team members (PMO & CPMs) are complying with the Bond Program policies and procedures.    
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Bond Program:  Audit Nonconformity Reports:  This process is for addressing audit findings from internal quality audits   
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Bond Program:  Corrective Action Reports:  This process is for identifying, addressing and closing corrective action reports (CARs).    
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