You’re Animal Program is only as Good as Your Quality Assurance/Compliance Program
Deb Lust, BS, RLATG, CMAR

Objective: Learn the art of providing positive feedback and troubleshooting techniques that can result in some of the best strategies producing an effective animal care program.  We’ll cover methods that con provide effective motivation that empowers the entire animal care team.

What is a Quality Assurance/Compliance (QA/QC) Program?  

Detailed inspection of specific works areas or functions using a checklist of tasks that have been established by Standard Operating Procedures (SOPs).  Randomly select areas and perform an audit of task lists, records, animals, equipment, etc.  

Establish a quality control or facility specialist that spearheads the QA/QC program.  There may be members of an improvement team that assists in the process for large programs.  Team leaders and supervisors should assume a daily role in quality oversight.  
The QC leader will perform daily, weekly or monthly detailed inspections based on the scope of the animal care program.  Scheduled and unscheduled quality control inspections should be conducted by the program director.

Establish performance-based incentives:  
1.  Set improvement goals for the program based on SOPs and task requirements.  
2.  Use checklists to prepare progress reports that document levels of success, 

achievements and corrections required.  
3.  Recognize successes.



a.  Individual recognition


b.  Paid time off



c.  Bonus pay


d.  Luncheon



e.  Cookouts

Corrections may require: 
1.  Providing on-the-spot training 
2.  Staff member works under the supervision of a supervisor 
3.  Provide additional SOP training 
4.  Documentation of the resolution of the deficiency.  
What are some of the problems/challenges to establish a QA/QC program?

1. Old habits die hard

2. Old timers think they know the only way and don’t accept younger supervisors ideas

3. Buy-in of staff to the self-audit process

4. Self-motivation and cooperation

5. Joint-planning and problem-solving by the entire staff

What will empowerment accomplish?

Involvement of staff is encouraged by management; supervisors desire the cooperation of the animal care staff to achieve high standards of care.  Management recognizes that with training and proper information employees are in the best position to control their own work processes.   Staff empowerment is accomplished by:

1. Delegating control to staff members

2. Training of tasks

3. Investigating and solving problems

4. Partnership between supervisors and employees

How can these efforts be achieved?  

Communication and trust are the basis of a positive relationship between management and employees.   It will increase the ease in providing direction, sustaining motivation and effective counsel of employees.  Employee empowerment increases task productivity and job satisfaction.  These factors together result in an improved work climate and ultimately a highly effective animal care program.
