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Agenda 
• VA811 Technologies 
•ISO process 
•Control of Records 
•Training 
•Quality Assurance 
•Change Management 
•Continuous System of Improvement 
•Management Review 
 

 
 

 



Virginia 811 Technologies 



Virginia 811 Technologies 

• Location Enhanced Ticket Search (LETS) 

• Utility Conflict Awareness Mapping System 

(UCAMS) 

• Excavator Work Order System (EWOS) 

• Satellite Imagery 

• Web Ticket Management System w/ mapping  

• Electronic Manifest 

• Electronic White lining 

• Homeowner Ticket 

• Update/Remark/Cancel 

 



Overview 

ISO Initiative 

International Organization for Standardization  



 
 
 

ISO Process    



ISO 9001:2008 
• A system to manage business with coordinated 

activities to direct and control an organization using 
quality as a driver. 

 
– ISO Monitors Process Management 
– Optimizes Company Tasks & Activities  

• Instead of Just Inspecting the Final Product 



Benefits 
•   Improves Efficiencies and Productivities 
•   Facilitates Continual Improvement 
•   Improves Process Consistency and Stability 
 

 





• Succession  Plan Wizard  
• Training Database 
• Change Management 
• Continuous System for Improvement (CSI)  
• PolicyTech  

VUPS Enhancement Databases 



 
 
 

Control of Records 



PolicyTech 
• Systematic Way of Document & Record Control 
• Unique Identifier, Version Number, Effective Date, 

Review Date 
• Collaboration, Review and Approval Process 
• Required Readers for Critical Documents  
• Quiz – Verify Reader Comprehension 
• Report Capability – Employee Sign Off on 

Documents 
• Archive Old Documents 
• Review Process of Documents 

Control of Records & Documents  









 
 
 

Training 



100 Series 
• The “Respect” Relationship 
• Communication –The 

Complete Circuit 
• Training: Giving Clear 

Knowledge  
• Coaching for Success 
200 Series  
• What it Means to be a 

Supervisor 
• Understanding Individual 

Employees 

 

 

Management Training 

•    Communication - The Essence of 

Respect 
•    Motivation     
•    Setting Goals & Organization 
•    Orientation & Training  
300 Series 
•     Managing Conflict  
•      Team Building 
•      Performance Appraisals  
•      EEO and the Law 
•      Time Management & Workplace 
Protocol 
 
 

 
 

Core Curriculum 





• New Hire Training 
• Continuous Training 

 

Training - DPS 



Training Document / Storage  



• 10 Days of Initial Classroom Training 
• 4 Days of Parallel Training (OJT) 
• Continuous Training 
• Individual Training Plans  

 
 

DPS Training Schedule 



DAY 1 
• Meet and Greet – Social Committee 
• Orientation and On-boarding – Bruce Wood  

– Human Resources  
• VUPS Culture 
• Distribute DPS Trainee Information 
• Employee Handbook – Policytech 

– President &CEO Address – Rick Pevarski 
• Welcome 
• History 

• Training Orientation – Susan Painter 
– SCC Video 
– Locating Video 

• Preview of Systems and Resources 
– Resources 

• DPS Trainee Manual  
•  Professional Excavator Manual 
• Virginia Marking Standards 

– Systems 
• Introduction to Newtin Ticket Entry 
• Using Policytech 

• Parallel Partnership  
– Initial observation of the ticket taking process 

 

New Hire Training Syllabus  



Training Schedule  



  

Lesson Plan: Life Cycle of a Ticket 



  

Lesson Plan:  Normal Ticket 



 

Training Database 



Training Database 



Individual Training Records  



• Insert agenda 

Regular Team Huddles  



 

Learning Accountability  



 
 
 

Quality Assurance  



• Gathering Departmental Metrics and 
Audits 
– Human Resources 
– Information Technology 
– Accounting  
– Public Awareness & Training 
– Operations  

• Results of audits become part of the Management 
Review 
 

Quality Assurance Audits  



• 100 % audit of ticket for the first 30 Days of 
employment 

• Monthly random audits  
• Assign continuous training on an as-needed 

basis 
• 2 Initial call reviews  
• Completion of Level T (Training) within first 

90 Days 
 

New Hire Trainee QA 
Audits and Call Reviews 



• Coach Audits – minimum 10 random tickets per DPS 
per month = 720 

• Team Leader Review – 6 calls per month per DPS = 
360 calls per month 
– 3 Calls - Silent Monitor: Consistency 
– 2 Calls – Interactive Call Reviews: Identify successes and 

opportunities for improvement 
– 1 Call – Side-by-Side: Personal coaching 

• Risk-Based Audits – on as needed basis 
 

 
 

 

DPS - QA & Call Reviews 



Quality Monitoring 



QM – Notification Requirements 



QM – Performance Standards   



QM – Premier Customer Service 



Skill Base Training 
– Level T (Training) 
– Level 1 
– Level 2 
– Level 3 
– Level 4 

 
 

DPS Training Levels 

Detailed Training 
Manuals are designed 

for each level 



• Critical Error – Failure to follow policies and procedures that 
results in under-notification of utility members or in the failure to 
collect accurate data to complete the Notification Requirements. 

 
– Audit 100 % of tickets – minimum 50 tickets 
 

• Nonconformity  - Non-fulfillment of processes; needs, 
expectations, or obligations; which may be stated or implied by an 
organization, its customers, or its stakeholders.  

 
– Audit 50% of tickets – minimum 25 tickets 

Risk – Based Audits 



Individual Training Plan 



Quality Assurance  
Web Ticket Entry  



Web Ticket Entry - QA 

• New WebTE users have 100% of 
tickets audited for the first 30 days. 

• 1 Ticket per unique WTE user on the 
same business day  

• Goal of at least 10 % of tickets by 
every WTE user 

• Average of 40% - 50% overall  



Notification Requirements 



WTE Audit Guidelines 



Instant Communication  



The Message: 



Scope of Work  

Dig site polygon 
matches excavation 

area 



Change Management  



Change Management 

Why have a policy and procedure for 
changes? 

 
To standardize all changes of current business processes to 
a formal procedure  

– Using a managed and orderly method , changes are requested and 
communicated prior to implementation (when possible) then;  

• Reviewed 
• Approved 
• Logged  
• Tested  

 Goal: Minimize risk and impact to the business. 





Unique Identifier / Links to CSI 



Change Management Review
  

• Regular executive staff meetings 
• Emergency meetings - as needed 



VUPS Analysis Process 



Analysis  







Continuous System of Improvement 
CSI 



• A combination of process and database 
– Involves management review 
– Provides opportunities for continual improvement 

CSI at VUPS 



• An event or activity occurs 
– Is there conformity or nonconformity? 

• Relating to our processes/procedures 
– Did our process/procedure cause the issue? 

How It Works 



• Collect data 
• Analyze information 
• Determine root cause 
• Set objectives 
• Implement corrective and preventative actions 

Investigation 



• Outline steps to be taken to prevent recurrence 
• Does our process/procedure need to change? 

Corrective Action 



• Proactively identify potential nonconformities in 
order to prevent their occurrence 
– Help Desk 
– Surveys 

• Caller survey 
• Membership Meeting surveys 
• Training surveys 

Preventive Action 



CSI Database  





Matter of Concern 



Root Cause 



ISO  



Action Plan / Follow-up 



Master List of Documents 



Master List of Records 



Master List of Documents 



Outsourced Processes 



Management Review 



• Metrics 
– Review & analyze  

• Audit Findings 
– Internal  
– External 

• CSI Database 
– Corrective / Preventive Actions 
– Opportunity for Improvement 

• Change Management  
– Assess any risk prior to implementation 
– Create an implementation plan 

Management Review  



 
 
 
 

 

System Improvements 



• Independent consulting review of management 
processes 

• Critical ASA Procedures 
• Built in delegation 

• All reports are evaluated on a periodic basis by the 
CEO to determine the overall health of the 
organization 

• Written processes has made jobs easier to replicate 
• Improved consistency in all areas and departments  
• One location for all information (Document control) 

System Improvements 



• Identifying Opportunities for Improvements 
• Training  

– Root Cause Analysis 
– Record & Document Control  

• Ensure all documents are placed within PolicyTech 
• Ensure consistency  
• Annual review of documents 

– Internal Audit Team  

 

VUPS Moving Forward 



Employee Feedback 



 
Q & A  

 
Thank You 


