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• Business Continuity through the 2012 Derecho 
• Technology Initiatives 

– Network Upgrade 
– JSON Ticket Receiver 
– AGL Emergency Responder CBT 
– SCC Risk Base Audit Display 
– VA811 Mobile Website 
– 2013/2014 PHMSA Grant Initiative 

• ISO Certification 
• CGA Vault 

 
 

Agenda 



Business Continuity 



• Business Continuity 

Plan 
– Utilized throughout the 

Derecho storm June/July 

2012 

– VA811 remained 

operational 

throughout the 

disaster 
 

Business Continuity 



• Power outage 
– Approximately 5 days 

• Multiple telecommunication outages 
– All 4 vendors with intermittent outages 
– Intermittent ISP provider outages 

• Loss of generator 
 
 

Business Continuity 



• Reviewed and implemented our Business Continuity 
Plan 
– Policy Tech 
– 24 X 7 staffing at Disaster Recovery site 
– Planned refueling of generator 
– Continuous monitoring of telecom ability to provide 

services  
 

Business Continuity 



Network Upgrade 



• End of life cycle 

• Cyber threats 
– Filtering and monitoring software 

 

Network Upgrade 



Work Order System Integration 



• Utilized JSON (JavaScript Object Notation) Ticket 
Receiver Application (JTR)  

• Beta tested and implemented with S&N 
Communications  
 

Work Order System Integration 



AGL First Responder CBT 



• Jointly working with AGL, VGOA and the SCC 
• Link will be available from the VA811.com home 

page 
 

AGL First Responder CBT  





SCC Risk Based Audit 



• Worked jointly with the State Corporation 
Commission to create a program to display the Risk 
Base Audits  

Risk Based Audit Display 







VA811 Mobile Website 



VA811 Mobile Website 

Link to full site 



2013 / 2014 PHMSA Grant Application 



2013/2014 PHMSA Grant Initiative 

• Computer Based Training Course 0n the Virginia 
Damage Prevention Act 
– PHMSA will award grants by the end of their 2nd quarter 



ISO 9001:2008 Certification  





ISO Quality Management 

• Periodic review of entire business system 

• Internal departmental audits  
– Utilize web-based application (SmartSheet) 

• Continuous System of Improvement 
– Root Cause Analysis  



• Internal training  
– Data driven training  

• Analyzing quality control data by all departments 
• Using the data  

– Track / trend training needs  
– Increase efficiencies  
– Improve processes 

• Communicate data-driven decisions 

 

 

ISO Internal Training 



Tracking / Trending by Internal Trainer 



Provides an analytical approach to training 

ISO Internal Training Outcome 



• Reviews data for trending based on;  
• Audit findings  
• Ticket process – Identified critical  / accuracy errors  
• Smart Sheet review 
• Internal / external survey data 

ISO Internal ISO Audit Team 



• Internal ISO Audit Team  
– Perform scheduled departmental audits 

• Record  
– Effectiveness  
– Audit findings 
– Action items and follow through to completion  

ISO Certification 



Internal Audit Schedule 



• A quarterly synopsis of all quality management 
audits  
– Departmental audits 

• Open action items reviewed & documented 
– Both previous & current quarters 

 

 

ISO Management Review 



Quarterly Management Review  



• Maintaining certification based on the International 

Standard – ISO 9001:2008 
• External audits performed yearly 

– 3 day process  

– Random sampling performed on each department 

• Recertification audit performed every 3 years 
– 4.5 day process  

– Encompasses a more in depth random sampling on each 

department 

 

 

 

ISO Certification Maintenance 



• Full circle transparency  
– Meeting with all management staff  
– Create information to be reviewed in Team Huddles 

• Focus on Continual Improvement 
 

 

ISO Certification Value 



CGA Vault 



www.cga-vault.com 
 

CGA Vault 

http://www.cga-vault.com/
http://www.cga-vault.com/
http://www.cga-vault.com/












 
 
 

Questions ?? 


