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LEGAL DISCLAIMER 
The content provided herein ("Content") is presented for educational and general reference purposes only. ACA 
International, either directly or indirectly through speakers, independent contractors, employees, or members of ACA 
International (collectively referred to as "ACA") provides the Content as a courtesy to be used for informational 
purposes only. The Contents are not intended to serve as legal or other advice. ACA does not represent or warrant 
that the Content is accurate, complete, or current for any specific or particular purpose or application. This 
information is not intended to be a full and exhaustive explanation of the law in any area, nor should it be used to 
replace the advice of your own legal counsel. ACA is the sole owner of the Contents and all the associated copyrights. 
ACA hereby grants a limited license to the Contents solely in accordance with the copyright policy included on the 
acainternational.org website that is incorporated herein by reference ("Agreement"). By utilizing this product, you, as 
the user agree to be bound by the terms of the Agreement. If you do not agree to the terms of the Agreement, you 
should not utilize this product. By using the Contents in any way, whether or not authorized, the user assumes all risk 
and hereby releases ACA from any liability associated with the Content. 

THE ACA INTERNATIONAL COLLECTOR’S PLEDGE 
I believe every person has worth as an individual. 

I believe every person should be treated with dignity and respect. 

I will make it my personal responsibility to help consumers find ways to pay their just debts. 

I will be professional and ethical. I commit to honoring this pledge. 

ACKNOWLEDGEMENTS 
ACA International contributes to the success of its members and the positive reputation of the credit and collection 
industry through education, advocacy, and services. The leadership of ACA International, including the Board of 
Directors and Member Committees would like to recognize those members who contributed to the development and 
implementation of this curriculum. 
Many thanks to: 

 Tina Hanson
 Sarah Headly
 Brian Watkins
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WHAT TO EXPECT 
When you are done with this course you will be ready to:

• Explain the benefits of Blueprint to stakeholders.
• Prepare the requirements for initial company certification.
• Access and use all  Blueprint supporting materials.

COURSE OUTLINE 

 Benefits of Blueprint QMS
 Reference Materials and Additional Resources
 Components of Blueprint QMS
 Overview of Blueprint QMS Elements
 Tracking of Blueprint QMS
 Documentation Requirements
 Internal Auditing Process
 Management Review Meeting
 Blueprint QMS Application and Submission
 Planning your Implementation

ACA Blueprint Resource Website 

 Sample Company Blueprint Manual

 Reference Materials

 All Required Forms in Word format

 Annual Ethics Training for ACA Blueprint Companies (v. 2020)

 The ACA Hub

 Live webinars and chats from ACA
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BENEFITS OF BLUEPRINT QMS 

 Provides a consistent framework for managing compliance, customer service, security, and quality controls
 Provides organization of information for responding to RFP/RFIs and client needs.
 Improves business continuity for growth, changes, and crises
 Provides a solid foundation for maintaining other certifications (e.g. SOC, HITRUST, PCI, etc.)
 Promotes accountability
 Improves communication
 Reduces mistakes
 Saves money

Blueprint QMS as a Foundation 

 Applies to all areas of your business
 Defines the systems you have in place for meeting client and regulatory expectations
 Provides accessibility to your business practices
 Allows you to easily pivot when managing change or handling a crisis

Blueprint QMS and Other Third-Party Certifications 
The scopes of other certifications are very narrow compared to Blueprint, but all include a review that the 
company has the systems in place to manage the audit requirements. These systems are the core of Blueprint 
certification. 

 Management Control
 Defined Roles and Responsibilities
 Human Resources and Training
 Business Integrity
 Risk Assessments and Compliance
 Vendor Management
 Planning

 Monitoring
 Incident Management and Corrective Action
 Business Continuity
 System Security and Access Controls
 Policies and Procedures (standards used for the

audit)
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Successful Blueprint QMS Implementation: 

 Is incorporated into the company’s DNA
 Touches all aspects of the business
 Is collaborated across all departments
 Focuses on the benefits of Blueprint QMS and does not point fingers
 Views issues and nonconformities as opportunities for improvement

REFERENCE MATERIALS AND RESOURCES 
The reference materials are for you to utilize while working towards your certification. They provide in-depth 
information and recommendations to assist with your implementation. 

Reference Materials 

 Complaint Tracking
 Cost Reduction and Continuous Improvement
 Auditing Tips
 Information System Control
 Sample Company Manual

Blueprint QMS Community on ACA’s the Hub 
Use the Hub to post questions and get answers from Blueprint QMS certified companies and other experts of Blueprint 
QMS 

 To access, login to ACA’s Website and go to:
https://community.acainternational.org/communities/allcommunities

 Select Blueprint Quality Management System

Remember, all resources
are available for download 
on the ACA Blueprint 
website!
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COMPONENTS OF BLUEPRINT QMS IMPLEMENTATION 
Your Blueprint QMS Implementation breaks down to four main components: 

1. Tracking and Review of:

• Reporting and Addressing Client Issues
• Reporting and Responding to Consumer Complaints
• Nonconformity Reporting and Implementation of Corrective/Preventative Actions
• Implementation of Continuous Improvement Projects
• Initial and Ongoing Company Training

2. Documentation

• Minimum of 1 Documented Policy and 18 Procedures
3. Annual Internal Audit of Company Processes

4. Management Review Meetings and Minutes

The first two components (Tracking and Documenting your Blueprint QMS) will be the bulk of your implementation and 
can be implemented at the same time. The third and fourth components are typically completed shortly before you 
submit for your certification. 
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THE ELEMENTS OF BLUEPRINT QMS 
• Blueprint QMS is organized using 18 Elements that relate to your business’s operations
• The Elements provide the structure to ensure multiple business processes are documented and that quality

controls are in place
• Each Element has specific requirements that must be met to obtain and maintain your Blueprint QMS

certification and there needs to be at least one documented Procedure for each Element
• The following is a brief overview of each of the 18 Blueprint QMS Elements.

1-Management Responsibility
Defines management oversight and requires that the board/upper management communicate what is expected of the 
company. Management’s vision and goals are shared, and the proper resources are provided to carry out those 
expectations. 

Blueprint QMS Requirements: 

• Documented Management Policy Statement
• Like a vision statement, the Management Policy Statement outlines measurable overall

goals/expectations of the company and is used during your Management Review
• Organization:

• Management provides necessary resources in order to meet client and compliance needs
• Management properly delegates responsibility and authority

• Risk Assessments: Identifying the significant hazards, the risk of someone being harmed and deciding what
further control measures you must take to reduce the risk to an acceptable level

• Management Review: Periodic (at least annually) high level comparison review that at minimum covers the
items listed on the Management Review Checklist

2-Management System
The way in which the company manages the interrelated parts of its business and that management’s vision and goals 
are provided in a structured and organized manner. It includes written documentation that defines how the company 
does business. 

Blueprint QMS Requirements: 

• Company planning (e.g. business plans, disaster plans, project plans, etc.)
• Documented Procedures (At least one for each Element)
• Contractual Agreements for clients and vendors
• Administration of Human Resources and technology standards
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3-Review of Client and Consumer Issues
Determination of the company’s ability to meet the client’s needs and provide consumer service. Requires that the 
company evaluate the service they are providing to their clients and to consumers. 

Blueprint QMS Requirements: 

• Review of client issues
• Documented changes of client expectations (contract/agreement changes)
• Consumer Complaint Response Program

4-Document and Data Control
Maintenance of internal documentation and data (procedures, training materials, logs, etc.)  is managed in an orderly 
way. 

Blueprint QMS Requirements: 

• Location and revision control of internal company documentation
• Assurances exist that obsolete documentation is not in production
• Security controls on documentation
• Data retention guidelines

5-Purchasing
Management of the purchasing process requires the company to have a formal purchasing process as well as defined 
processes for the review of vendor services. 

Blueprint QMS Requirements: 

• Documented and controlled purchasing process
• Vendor management controls

• Risk assessments
• Due diligence
• Compliance monitoring

6-Control of Supplied Data
Security and control of any data that enters the office; paper or electronic. Requires the company to ensure client and 
consumer data is only accessible to appropriate personnel and that there are physical security controls (e.g. fobs, keys, 
keypads, etc.) and logical security (security of data transmissions/access) in place. 
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Blueprint QMS Requirements: 

• Processes to ensure physical security
• Processes to ensure security of data transmissions

7-Data Identification and Traceability
The way in which the company tracks, references and reports on business activity performed. 

Blueprint QMS Requirements: 

• Defined processes and, when necessary, appropriate technology (collection systems, accounting systems, client
management systems, etc.) that identifies and tracks the services, products, and other pertinent business
activities the company provides.

8-Process Controls
Maintaining instructions for consistent performance. Requires the company to define and promote consistent business 
activity.  

Blueprint QMS Requirements: 

• Processes and documentation that control day-to-day operations

9-Monitoring
Continuous monitoring, review and testing of systems and planned work processes. Requires the company to regularly 
monitor their activity. This can include formal monitoring (checklists, etc.) or informal monitoring (review while 
performing normal work process). 

Blueprint QMS Requirements: 

• Monitor the integrity of the data that clients provide.
• The service process should proceed in planned steps and in a prescribed manner. The company must provide

random and periodic checks of their ongoing processes.
• Before termination of service, a review must take place to ensure that client and internal company

requirements have been met.

10-Monitoring Trends and Review
Analysis of the conformance or nonconformance status of monitoring results. Evaluation of the individual monitoring 
results (to ensure processes are completed correctly) and trend results (to identify systemic problems). 
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Blueprint QMS Requirements: 

• Processes are in place to review monitoring results, ensuring process steps have taken place in the proper
sequence when required.

11-Identification of Nonconformity
Identifying, recording, and communicating any services, processes or activity that does not conform to company, client, 
or legal requirements. 

Blueprint QMS Requirements: 

• Nonconformity reports are identified and opened by appropriate staff

12-Corrective and Preventative Actions and Continuous Improvement
Correcting and preventing problems and implementing long term solutions. Corrective and Preventative Actions 
requires the company to implement long term solutions to identified nonconformances. Continuous Improvement 
requires the company to constantly enhance their services and processes. 

Blueprint QMS Requirements: 

• A structured system is in place for correcting and preventing problems
• Continuous improvement actions are taken in response to client and organizational needs

13-Handling, Storage, Preservation and Delivery
Disaster planning and delivery of information. Plans and methods are in place to prevent damage or loss of client and 
consumer information. 

Blueprint QMS Requirements: 

• Controls are in place when working with client and consumer data
• Preparatory, emergency and recovery disaster plans
• Integrity of business transactions
• Secure electronic storage and back-up

14-Management of Records and Data
Information is created, received, and maintained as evidence of the company’s business activities, in pursuit of company 
obligations. Records (logs, etc.) that prove the management system is in place. 

Blueprint QMS Requirements: 

• Company has records and data to back-up their management system
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• Records are available for retrieval
• Retention guidelines are in place and are followed

15-Internal Management Audits
An internal formal audit is performed (at least annually) of all aspects of the management system and any unfavorable 
audit results are corrected. 

Blueprint QMS Requirements: 

• Audits are planned and address the requirements of Blueprint QMS
• Use of a qualified internal auditor
• Timely corrective actions to areas that are not satisfactory
• Records of auditing activity

16-Training
Initial and ongoing training is identified, performed, and documented for all staff. 

Blueprint QMS Requirements: 

• Identification of training needs
• Structured training program
• Records showing training has taken place

17-Process and Client Satisfaction Measurements
Measuring results internally and externally and performing a review to determine if the company is sufficiently meeting 
management’s expectations (as set forth in Element 1 – Management Responsibility). 

Blueprint QMS Requirements: 

• Results are measured regarding:
• Process efficiency and effectivity
• Client expectations are met

• Measurements are reviewed by management

18-Information Management Systems and Data Protection
Logical security controls are in place to protect client and consumer data. 

Blueprint QMS Requirements: 

• IT systems are physically and logically secured
• User account administration is being monitored
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Elements Summary Exercise 
Below is a list of jobs/functions.  Match each of the jobs/functions to the 18 elements (listed on 
the following page) and create a corresponding list of the staff member(s)/Departments that 
would be responsible for each job/function.   

Job/Function Responsibility of Element 

1. Accuracy of Linked Accounts 
2. Administration of Servers and Workstations 
3. Assignment of Account Identification Numbers 
4. Assignment of Data Classifications 
5. Automated Account Flow Processes 
6. Back-up Files 
7. Back-up Tapes 
8. Bi-weekly Manager Meetings 
9. CD-ROM Programs for New Collectors
10. Client Communication 
11. Client Issues 
12. Client Services Work Performance Audits 
13. Client Standard Procedures 
14. Collection Process 
15. Collector Call and Collection Activity Audits 
16. Compiling of Company Manual 
17. Continuous Improvement Updates 
18. Control of Documents - Who does what? 
19. Data Custodian 
20. Database Auditing 
21. Department-to-Department Audits 
22. Determination of Data Retention 
23. Determination of Storage or Disposal of Customer Supplied Data 
24. Developing Forms 
25. Developing and Implementing Corrective Actions 
26. Development of Management Policy 
27. Distribution of Client Supplied Data 
28. FDCPA, FCRA, HIPAA and State Law Monthly Review 
29. Financials 
30. Gathering of Department Measures 
31. Handling of Client Money 
32. How to Write a Procedure 
33. Implementing Process Improvements 
34. Internal Audits 
35. Legal Activity Audits 
36. Legal Automation; Process Improvement 
37. Legal Standard Procedures 
38. Logging Corrective Actions and Continuous Improvement 

Processes 
39. Logging of Nonconformities 
40. Network Monitoring 
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41. New Account Entry 
42. New Employee Departmental Training 
43. Operations Standard Procedures 
44. Patch Management 
45. Pickup of New Account Data 
46. Reporting Nonconformities 
47. Reports 
48. Requests for New Major Purchases 
49. Requisitions 
50. Responsibility to Use Current Revisions of Documents 
51. Review and Discussion of Corrective Actions 
52. Review and Discussion of Nonconformities 
53. Review of Effectiveness of Corrective Action 
54. Review of Effectiveness of Process Improvement 
55. Sales Productivity and Activity Audits 
56. Sales Standard Procedures 
57. Scanning 
58. Shredding 
59. System Security 
60. Technical Illustrations/Diagrams 
61. Trend Analysis of Nonconformities 
52. Work Queues and Call Pools 
63. Writing Procedures 
64. Writing Work Instructions 
65. Year End close 

Blueprint Elements 

1 Management Responsibility 
2 Management System 
3 Review of Client and Consumer Issues 
4 Document & Data Control 
5 Purchasing 
6 Control of Client & Customer Supplied Data 
7 Data Identification & Traceability 
8 Process Control 
9 Monitoring 

10 Monitoring Trends & Review 
11 Identification of Nonconformity 
12 Corrective Action, Preventive Action & Continuous Improvement 
13 Handling, Storage, Preservation & Delivery 
14 Management of Records/Data 
15 Internal Management Audits 
16 Training 
17 Process & Client Satisfaction Measurements 
18 Information Technology Systems & Infrastructure Management 
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Element Examples Key 

Job/Function Responsibility of Element 

1. Accuracy of Linked Accounts All Departments 7 
2. Administration of Servers and Workstations IT Staff 18 
3. Assignment of Account Identification Numbers Client Services 7 
4. Assignment of Data Classifications All Departments 18 
5. Automated Account Flow Processes Compliance 10 
6. Back-up Files Operations Manager 13 
7. Back-up Tapes Operations Manager 13 
8. Bi-weekly Manager Meetings All Managers 1 
9. CD-ROM Programs for New Collectors Training Manager 16 
10. Client Communication All Managers, Client Services, Sales 3 
11. Client Issues All Departments 3 
12. Client Services Work Performance Audits Client Services Manager 9 
13. Client Standard Procedures Client Services Manager 8 
14. Collection Process Collection Manager 8 
15. Collector Call and Collection Activity Audits Collection Manager 9 
16. Compiling of Company Manual Compliance 2 
17. Continuous Improvement Updates All Managers 12 
18. Control of Documents - Who does what? Compliance Officer 4 
19. Data Custodian All Departments 18 
20. Database Auditing IT Staff 18 
21. Department-to-Department Audits All Managers 10 
22. Determination of Data Retention Operations and Compliance 14 
23. Determination of Storage or Disposal of 

Customer Supplied Data 
All Departments 6 

24. Developing Forms All Departments 2 
25. Developing and Implementing Corrective Actions All Managers 12 
26. Development of Management Policy All Managers 1 
27. Distribution of Client Supplied Data Administrative Assistant 6 
28. FDCPA, FCRA, HIPAA and State Law Monthly 

Review 
Compliance 16 

29. Financials CEO 17 
30. Gathering of Department Measures All Managers 17 
31. Handling of Client Money Operations Manager 13 
32. How to Write a Procedure Compliance 2 
33. Implementing Process Improvements All Departments 12 
34. Internal Audits Internal Auditors 15 
35. Legal Activity Audits Legal Manager 9 
36. Legal Automation; Process Improvement Legal Manager 12 
37. Legal Standard Procedures Legal Manager 8 
38. Logging Corrective Actions and Continuous 

Improvement Processes 
Compliance 12 

39. Logging of Nonconformities Compliance 11 
40. Network Monitoring IT Staff 18 
41. New Account Entry Manager of Client Services 3 
42. New Employee Departmental Training Department Manager 16 
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43. Operations Standard Procedures Operations Manager 8 
44. Patch Management IT Staff 18 
45. Pickup of New Account Data Sales Staff 6 
46. Reporting Nonconformities All Departments 11 
47. Reports Collection 

Software/Managers/Sales 
7 

48. Requests for New Major Purchases All Managers 5 
49. Requisitions Operations 5 
50. Responsibility to Use Current Revisions of 

Documents 
All Departments 4 

51. Review and Discussion of Corrective Actions All Managers 12 
52. Review and Discussion of Nonconformities All Managers 11 
53. Review of Effectiveness of Corrective Action Compliance 12 
54. Review of Effectiveness of Process Improvement All Managers 12 
55. Sales Productivity and Activity Audits Sales Manager 9 
56. Sales Standard Procedures Sales Manager 8 
57. Scanning Operations 14 
58. Shredding Operations 14 
59. System Security Operations Manager 13 
60. Technical Illustrations/Diagrams IT Staff 18 
61. Trend Analysis of Nonconformities Compliance 11 
52. Work Queues and Call Pools Collection Manager 7 
63. Writing Procedures All Departments 2 
64. Writing Work Instructions All Departments 2 
65. Year End close Director/Operations 17 
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REQUIRED BLUEPRINT QMS FORMS 
Several of the Elements include checklists, logs, and reports to show that you are meeting Blueprint QMS requirements 
Note: You cannot change or remove any items on the required forms, but you can add additional items 

• Management Review Checklist
• Trend Analysis Form (Jan-June)
• Trend Analysis Form (July-Dec)
• Client Issues Log
• Consumer Issue/Complaint Log
• Nonconformity & Corrective/Prevention Action Report
• Nonconformity & Corrective Action Log
• Continuous Improvement Project Log
• Continuous Improvement Status Report
• Internal Audit Checklist
• Training Course Log

We will be going through each of these reports and logs in detail. 
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TRACKING BLUEPRINT QMS 
• Element 14 requires that the company maintain records and data showing that they are following the

requirements of Blueprint QMS
• These records include specific reports and logs for:

• Client Issues
• Consumer Issues/Complaints
• Nonconformities
• Continuous Improvements
• Training

Client Issues 
• Element 3 - Review of Client and Consumer Issues, requires you to determine the company’s ability to meet

client needs and expectations
• Having a formal process for documenting client concerns and logging these concerns will allow the company to

compare client requirements against an company’s ability to meet those requirements
• The required Client Issues Log shows that the company is identifying and responding to client concerns and is

part of your certification submission packet
• Examples of Client Issues:

• Listing accounts under the wrong client number
• Health care account sent to company without patient names
• Client complains about a collector
• Client has service interruptions
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«Canviany Name» Blueprint Quality Management System 
Client Issues Report CF Number« » 

Client Issues Report 

Name of person taking call: CI #: 

Assigned to: Dept: 

Client: Name: 

Address: Title: 

City: State: ZIP: 

Tel #: Account #: 

Contract # Date Received: 

Nature of Client's Concern 

Remittance Status Reports Customer Service Recoveries 

Other. 

REMARKS: 

ACTION TAKEN: 

Corrective Action Req.? Yes / No If Yes. Targeted 
Resolution Date 

Corrective Action 
No. 

Client re-contacted by: Date: 

ACA International Blueprint QMS Foundational Training Participant Workbook Version: July 2021 
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Documenting Client Issues 

• The example Client Issues Form provides a standard format for reporting client concerns
• Includes useful information for trending and identifying systemic problems
• Promotes communication of the issue with applicable staff and management
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Client Issue Report Items 

A Client Issue Report is not required and can take on whatever format works best for your company. 
It is recommended to include the following fields: 

 Name of the person who is completing the form
 Name of the person who will oversee resolution of the issue
 Date the concern was received
 Name of the client
 Record identification (i.e. Consumer’s account number)
 Nature of the client’s concern (to assist with trending of the issues)
 Area to summarize the client’s concern
 Area to report what was done to resolve the concern
 If the client’s issue was caused by an error by your company or a weakness in processes you will need to open a

Nonconformity/Corrective Action Report. The log number for that report should be cross referenced on the
Client Issue Report. (We will talk in depth about Nonconformity Reports later).
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«Company Name» 

Client Issues Log 

Client Issues Log 

Blueprint Quality Management System 

CF Number « » 

CI Log # Client Name or Client # Received By Date Received %CAR # Date Closed 

•NCAR • Nonconformance Corrective Action Requirement 

ACA International Blueprint QMS Foundational Training Participant Workbook Version: July 2021 
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Logging Client Issues 

• The Client Issues Log is a required form for certification
• Includes useful information for trending and identifying systemic problems
• Ensures all issues are addressed and promotes accountability
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Client Issue Log Items 

CI Log # 

This is a unique identifier that you assign when logging the client issue – you can start with number 1. 
Client 

Enter in the client name and/or client account number related to the issue. This will allow you to trend the issues by 
client and review client satisfaction measurements. 
Received By 

Enter the name of the person who initially received the complaint. This will identify who is the first line for client care 
and provide measurements for client service. 
Date Received 

Indicate the date the client’s issue was communicated by the client. This will allow you to measure how quickly you are 
responding to client concerns. 
NCAR# 

If the client’s issue was caused by an error by your company or a weakness in processes you will need to open a 
Nonconformity/Corrective Action Report. The log number for that report will be cross referenced on the Client Issue 
Log. (We will talk in depth about Nonconformity Reports later). 
Date Closed 

Indicate the date the client’s issue was resolved with the client. This will allow you to measure how quickly you are 
responding to client concerns. You should define in your procedures when an issue is ready to be closed – will you close 
these as soon as you fix that client’s immediate issue, or leave it open for a long-term solution to be implemented? 

Note: You can add items to this log, for example, adding who the issue is assigned to. 
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«Company Name>> Blueprint Quality Management System 
Consumer Complaint Report CF Number «» 

Consumer Complaint Report 

Account # Received From 
Assigned To Date of Incident 
Client Name Date Received 
Area Date Responded 
Related Employee Severity 
Complaint Summary: 

Cause: 

Corrective Action: 

ACA International Blueprint QMS Foundational Training Participant Workbook Version: July 2021 
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Consumer Complaints 
• Element 3, Review of Client and Consumer Issues, requires you implement a consumer complaint response

program
• Consumer complaints are a key source for identifying problems and measuring quality of service
• Having a formal process for documenting consumer concerns and logging complaints will allow the company to

identify process improvements and maintain client and consumer satisfaction
• The required Consumer Issue/Complaint Log shows that the company is identifying and responding to

consumer concerns.

Sample Consumer Complaint Report 
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Mt II 

<<Company Name» Blueprint Quality Management System 
Consumer 

'Please 

IssuelComplaint Log CF <<>> 

CIC Log # Complainant/Consumer 
Identifier' 

G  Account 
Number 

Entered 
Date/Consumer 

& Issue 
Received 

Source Client Indicator Date 
Responded 

Date Closed 

remove any real names from column before submitting forms. 

ACA International Blueprint QMS Foundational Training Participant Workbook Version: July 2021  

NOTES 

© 2021 ACA International. All Rights Reserved. 

Consumer Complaint Log 

• The Consumer Issue/Complaint Log is a required form for certification
• Includes useful information for trending and identifying systemic problems
• Ensures all issues are addressed and promotes accountability
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Consumer Issue/Complaint Log Items 

CIC Log # 

This is a unique identifier that you assign when logging the complaint – you can start with number 1. 
Complaint/Consumer Identifier 

Identify the consumer’s name for your records and trending. This should be removed before submitting for certification. 
Account Number 

Enter the record identifier for the account the consumer has a complaint about. 
Entered Date/Consumer & Issue Received 

Indicates the date the complaint was received from the consumer 
Source 

Indicate where the complaint is coming from – the consumer, the CFPB, the Attorney General, the client, etc. You may 
have more than one complaint for the same consumer, received from multiple sources.  
Client Indicator 

Identify the client that is associated with the complaint. This will help identify if there are any tr4ends related to a 
specific line of business. 
Date Responded 

Record the date you responded to the consumer’s complaint 
Date Closed 

Indicate the date the complaint was resolved. This will allow you to measure how quickly you are responding to 
complaints. You should define in your procedures when a complaint is ready to be closed – will you close these as soon 
as you respond to the complaint, or leave it open to verify the complaint was resolved or for a long-term solution to be 
implemented?
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TEAM EXERCISE: Write a Client Issue- Task 

Objective: Practice writing a client issue using the Client Issue Form and Log. 

In this exercise you will be assigned one of the six scenarios.  Determine if this is a client issue.  If it is, complete the 
client issue form and log and determine your resolution to this issue. 

Writing a Client Issue based on one of the scenarios below: 

 Scenario #1: Client calls in and states they received their month end statement and they are gross remit and
were supposed to be a net remit.  This is the first time this client has listed with your company.  What do you
do?  How did you fix it? What was the cause?

 Scenario #2: Client calls and just received their acknowledgement. It appears as if accounts were listed twice,
once last week and again this week.  Is this a client issue? If so, complete the form and log.  What do you do?
How did you fix it?  What was the cause?

 Scenario #3: Client calls and states they received a complaint about one of your collectors. The collector was
rude and hung up. Is this a client issue? What do you do? How did you fix it? What was the cause?

 Scenario #4: Your attorney is preparing a defense to an EEOC complaint by one of your employees and did not
receive the updates you had sent their office with the latest details of the case.  You sent them via email and
assumed he received them.  The attorney is later notified the employee's complaint was upheld.  You later find
out the attorney had not included the latest details of the case that would have reversed the ruling.  Is this a
client issue?  What do you do? How do you fix it?  What was the cause?

 Scenario #5: A client calls and indicates that they received a month end cancellation report and found accounts
on the report that should not be cancelled/returned as they were just listed two months ago.

 Scenario #6: A client e-mailed you stating that the electronic new business file that was sent two weeks ago has
not been loaded.  They never received an acknowledgement of the business or confirmation that it was loaded.

25



ACA International Blueprint QMS Foundational Training Participant Workbook Version: July 2021 

© 2021 ACA International. All Rights Reserved. 

TEAM EXERCISE: Write a Client Issue- Forms 

Client Issue Sample Form 

Name of person taking call: CI Log #: 

Action Assigned To: 

Date Received: 

Consumer Account # 

NATURE OF Client’s CONCERN 

a a a a 
Remittance 

Status Reports 

Customer Service 

Recoveries 

REMARKS: 

ACTION TAKEN: 

Corrective Action Req.? Yes / No 
If Yes, Targeted 
Resolution Date 

Corrective Action 
No. 

Client Issues Required Log 

CI Log # Client Received By Action 
Assigned To: 

Date 
Received 

*NCAR # Date Closed 
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Nonconformity and Corrective Action 
• Elements 9, 10, 11 and 12 provide a standard for monitoring processes and implementing any needed

corrective actions to support continuous process improvement
• Monitor Processes
• Review Results
• Identify Nonconformities
• Identify the Root Cause of the Problem
• Implement Corrective Actions
• Review Trends

• The required Nonconformity Forms show that the company is identifying nonconforming services and
implementing corrective actions and is part of your submission packet

Severity of Nonconformities 

• Major Nonconformance
• A Major Nonconformance is a major breakdown in the organization’s system that could or has

impacted the company or its clients. If left unchecked, it could result in losing a client or a lawsuit
being filed.

• Minor Nonconformance
• A Minor Nonconformance is most often an internal mistake which does not impact the client directly,

will not result in a lawsuit but nonetheless costs the organization because of the inefficiency and
rework it necessitates.

Element 9 - Monitor

Element 10 - Review

Element 11 - Identify 
Improvement NeedsElement 12 - Identify 

Root Cause

Element 12 -
Implement Corrective 

Action
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«Company Name» Blueprint Quality Management System 
Nonconformity & Corrective/Prevention Action Report CF Number« » 

_ Nonconformity & CorrectivelPrevention Action Report 
Department: Corrective/Preventive Action #: 

Date opened Corrective/Preventive Action: Targeted/Proposed Resolution Date: 

1. Describe Nonconformity or Goal of Preventive Action: 

Written by:i Date: Element #: 

2. Action taken to contain nonconformity (i.e.. if applicable): 

Action taken by wham: Date: 

3. Team or individual assigned to solve problem or potential problem: 

4. Root Cause of the problem or potential problem: 

Date: 

5. Corrective/Preventive Action recommended to solve problem: 

Date: 

6. Date Corrective/Preventive Action implemented: 

7. Describe effectivity results (i.e.. did the correctivelpreventive action solve the problem): 

Reviewed by: Date Corrective/Preventive Action closed: 

8. Date reviewed for trend analysis: 

9. Reviewer's Comments: 

❑ Major Nonconformance 
❑ Minor Nonconformance 
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Documenting Nonconformities 

• The Nonconformity Report is a required form for certification
• Includes useful information for trending and identifying systemic problems
• Promotes communication of the problem with applicable staff and management
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  Nonconformity & CorrectivelPrevention Action Report 
Department: i Corrective/Preventive Action #: 

Date opened Corrective/Preventive Action: Targeted/Proposed Resolution Date: 

1. Describe Nonconformity or Goal of Preventive Action: 

Wrten by: Date: 

J 

Element #: 

2. Action taken to contain nonconformity (Le., if applicthle): 

Acton taken by wham: Date: 
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Issuing a Nonconformity 

Department 

Identify the department of the company that is most affected by the Nonconformity. This may not be the department 
that caused the problem – it is the department whose services were negatively affected by the error or process 
inefficiency. 

Corrective/Preventative Action Number 

Indicate the associated log number for the report once the report is logged. 

Date opened 

Enter the date the report is being opened. 

Targeted/Proposed Resolution Date 

Identify the expected resolution date for the report. You will want to determine some general guidelines on what your 
internal standard should be for the number of days you expect the report to be opened. It is also recommended that 
you implement controls on who can changed the proposed resolution dates. 

1. Describe Nonconformity or Goal of Preventative Action

Provide a summary of the nonconformance. You will want to be concise but include as much information as needed to 
resolve the problem.  

Written By 

Identify who opened the report. This will help with communication and follow-up 

ACA Element# 

Determine the Blueprint QMS Element that is most associated with the report. This will be used for your trend analysis 
to help you identify any systemic issues as well as the required Trend Analysis Forms. It is often best to assign an 
element after the root cause has been determined. 
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3. Team or individual assigned to solve problem or potential problem: 

4. Root Cause of the problem or potential problem: 

Date: 

5. CorrectivelPreventive Action recommended to solve problem: 

Date: 

6. Date Corrective/Preventive Action implemented: 

ACA International Blueprint QMS Foundational Training Participant Workbook Version: July 2021 
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Examples for assigning the Element: 

Accounts were loaded incorrectly because someone was filling in for the person who normally performs the 

task and had not instructions.  Would apply to Element 2 – Management Responsibility since the 
documentation was not available for the staff to do their job. 

Collector failed to communicate they were a debt collector with the consumer because they missed that day 

of training. Would apply to Element 16 – Training since there was a weakness in ensuring all staff is properly 
Letters were mailed before they were approved because there are no controls in place for preventing 

unapproved letters from being in production. Would be Element 8 – Process Controls since the necessary 
controls have not yet been implemented or are not working properly. 

2. Action Taken to Contain the Nonconformity

Summarize what was done to “stop the bleeding” or “put the fire out”. This will ensure the immediate problem does not 
keep happening while the company works on implementing a long-term solution.  

Containment or Simple Correction 

Action taken to address the most obvious problem 

Working a Nonconformity 

3. Team or Individual assigned to solve the problem or potential problem

Identify who is best qualified to resolve the issue. This may often include multiple people from multiple departments. 

4. Root Cause of the Problem or Potential Problem:

Summarize the root cause of the problem – once it is identified through root cause analysis. 

Root Cause 

The [noun] where the chain of effects originates 

Root Cause Analysis 

The tools and processes used to determine the root cause 

5. Corrective/Preventative Action recommended to solve the problem:

Summarize what is recommended to implement the long-term fix for the root cause. 

Corrective Action 

Actions taken to fix the root cause so that it cannot happen again 

6. Date Corrective/Preventative Action Implemented:

Enter the date the recommended corrective action has been implemented.
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7. Describe effectivity results (Le., did the corrective/promotive action solve the problem): 

Reviewed by. Date Corrective/Preventive Action dosed: 

8. Date reviewed for trend analysis: 

9. Reviewers Comments: 

❑ Major Nonconformance 
❑ Minor Nonconformance 
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Closing a Nonconformity 

7. Describe effectivity results:

After the corrective action has been implemented go back and verify the solution worked to resolve the root cause of 
the problem. Summarize your findings. 

If the corrective action works, close the report and indicate the date it was closed. 

8. Date reviewed for trend analysis

Indicate the date the report was reviewed and added to your Trend Analysis reports. 

9. Comments

You may add any additional comments related to the report. 

Severity Indicator 

Check the severity (Major or Minor) box for the nonconformance. 

Note: You have the option to Implement, Close and Review for Trend Analysis all on the same day. 
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«Company Name» 

Corrective 

Date 
Corrective 

Action 
Implemented 

Blueprint Quality Management System 
Nonconformity & Corrective/Prevention 

Nonconformity 

Assigned 
Team or 

Individual 

Action Log 

& 

• Projected 
Corrective 

Action Solution 
Due Date 

Action Log 

Date 
Corrective 

Action 
Reviewed 

for 
Effectivity 

CF Number « » 

Corrective 
Action 
Number 

_ 

1
Date 

Opened 
Date 

Closed 
Element# (' Major 
Nonconformance) 

L --, 

l 

II 

' If proposed solution date is missed a status report is required to be placed in file & a new dated assigned. 
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Logging Nonconformities 

• The Nonconformity Log is a required form for certification
• Includes useful information for trending and identifying systemic problems
• Ensures all problems are addressed and promotes accountability
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Nonconformity Log Items 

Corrective Action Number 

This is a unique identifier that you assign when logging the complaint – you can start with number 1. 

Date opened 

Enter the date the report was initiated. 

Assigned Team or Individual 

Enter the person who is the champion of the report. This will help promote accountability. 

Projected Corrective Action Date 

Enter the goal date you have set to resolve the issue. 

Date Corrective Action Implemented 

Enter the date the corrective action was implemented. 

Date Corrective Action Reviewed for Effectivity 

Enter the reviewed date 

Date Closed 

Enter the date the report was closed 

Element of the Blueprint QMS 

Enter the element number that was identified on the report. Add an asterisk (*) for reports that were determined to be 
a Major Nonconformance. 
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<<Compeny Name» Eilueprit Quality Management System 
Trend Analysis (Jan-June) CF Number « » 

Trend Analysis (Jan — June) 
Trend Analysis - Management Review Issues 

Year: Totals Jan. Feb. March April May June 

Element of Blueprint QMS 

E 

g F

i s 

61- 

E 

s i

1 1 

• fs 

E 

s s

i 
S 

• 

E 

1S 

• 

E 

g I

i 
S 

• lg 

E 

g

1 
S 

• i:

E 

g r. 
i 
i 

• 

1. Management Responsibility 

2. Management System 

3. Review of Client Issues 

4. Downed & Data Control 

5. Purchasing 

6. Control of Client & Customer Supplied 
Data 

7. Data Identification & Traceabilty 

8. Process Control 

9. Monitorng 

10. Mcnitoring Trend and Review 

11. Identification of Ncoconformity 

12. Corrective Action, Preventive Action & 
Continuous Improvement 

13. Handle, Storage, Preservation & Del. 

14. Management of Records/Data 

15. Internal Management Petits 

16. Trairing 

17. Process & Client Satisfaction 
Measurements 

Totals 

• Other= minor nonconformity or preventive action 
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Trending Nonconformities 

Required Trend Analysis 
• The Trend Analysis Forms (Jan-June and July-Dec) are required forms for certification

• Identifies the total Nonconformity Reports by month, Element, and severity

• Trend review is part of the annual management review (Element 1)

Trend Analysis Form Items 

To complete the form, calculate the number of Nonconformity Reports from your Nonconformity Log by month, 
element, and severity for the last year. Write the number in the appropriate box and total at the bottom of each 
column. 

Other Trend Reviews 

It is recommended that you review additional trend data for Nonconformities to help with identifying systemic issues 
and areas in need of improvement. 
For example, you could trend and measure Nonconformity Reports by: 

• Related Client
• Average Days to Contain/Implement/Close
• Root Cause Category
• Department Affected
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TEAM EXERCISE: Identify and Write a Nonconformance 

Identify and write a Nonconformance based on one of the scenarios below. 

During an internal audit you came across the following situations:  

 Scenario A: XYZ company’s procedures require all new account data to be reviewed for completeness of

information (i.e., all fields complete according to client provided formats and checks for duplication of entries,

etc.). You, the auditor, pull 10 client listing forms and find attached checklists that verify nonconformities have

taken place on 8 client listing forms.

 Scenario B: XYZ company’s procedures state that collection center personnel will be periodically reviewed for

performance and that training will be provided for those found to be deficient in education, knowledge, or skills.

You, the auditor, come across 3 people in the collection center who were hired 3 months ago. When you review

their training records, you find no evidence of any training in FDCPA or telephone collection techniques. You

decide to review their personnel files and find no previous experience in the collection industry.

 Scenario #C: Your new payroll vendor did not send out checks timely to distribute to your employees on payday.

 Scenario #D: Your information technology staff discovered that one of the data backup tapes from the

collection system containing confidential information of customers that was supposed to be at off-site storage

is missing.

Questions: 

 Are any of these a nonconformance?
 Why or why not?

If you decide that any of these are a nonconformance, please write the nonconformance and grade it. 

35



ACA International Blueprint QMS Foundational Training Participant Workbook Version: July 2021 

© 2021 ACA International. All Rights Reserved. 

Nonconformity Report Required Form 

Department: Corrective/Preventive Action #:  

Date opened Corrective/Preventive Action: Targeted/Proposed Resolution Date: 

1. Describe Nonconformity or Goal of Preventive Action:

Written by: Date: Element #: 

2. Action taken to contain nonconformity (i.e., if applicable):

Action taken by whom:  Date:  

3. Team or individual assigned to solve problem or potential problem:

4. Root Cause of the problem or potential problem:

Date: 

5. Corrective/Preventive Action recommended to solve problem:

Date: 

6. Date Corrective/Preventive Action implemented:

7. Describe effectivity results (i.e., did the corrective/preventive action solve the problem):

Reviewed by: Date Corrective/Preventive Action closed: 

8. Date reviewed for trend analysis:

9. Reviewer’s Comments:

 Major Nonconformance 
 Minor Nonconformance 
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Nonconformity Log Required Form 

Corrective 
Action 

Number 

Date 
Opened 

Assigned 
Team or 

Individual 

* Projected
Corrective

Action 
Solution Due 

Date 

Date 
Corrective 

Action 
Implemented 

Date 
Corrective 

Action 
Reviewed for 

Effectivity 

Date 
Closed 

Element of the 
Blueprint QMS 

(*Major 
Nonconformance) 

* If proposed solution date is missed, a status report is required to be placed in file & a new dated assigned.
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<<Company Name» Blueprint Quality Management System 
Continuous Improvement Status Report CF Number «» 

Continuous Improvement Status Report 
Assigned Team or Individual: File Locator ID: 

Date Continuous Improvement Started: Element #: 

A. Briefly Describe Continuous Improvement Project: 

Written by. Date: 

B. Key Status Milestones, if any (example— planning stage, training, pilot program, implementation, etc.): 

Written by. Date: 

1. First Milestones - Describe what was accomplished: Scheduled Completion Date: 

Wrkten by: Date Completed: 

2. Second Milestones - Describe what was accomplished: Scheduled Completion Date: 

Wrkten by. Date Completed: 

3. Third Milestones - Describe what was accomplished: Scheduled Completion Date: 

Writen by: Date Completed: 

4. Fourth Milestones • Describe what was accomplished: Scheduled Completion Date: 

Wrkten by. Date Completed: 

5. Project Completed • Describe what was accomplished Scheduled Completion Date: 

Written by. Date Completed: 

• 
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Continuous Improvement 
• Continuous Improvement Projects often are derived from Nonconformity trends and are part of Element 12
• The required Continuous Improvement Project Report and Log show that the company is implementing

continuous improvements.
• It is required to complete at least one continuous improvement project each year.
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Documenting Continuous Improvements 

• The Continuous Improvement Status Report (1201-4) is a required form for certification
• Identifies key milestones and helps set completion dates
• Promotes accountability and collaboration

Assigned Team/Individual 

Identify who is best qualified to resolve the issue. This may often include multiple people from multiple departments. 

File Locator ID 

This is a unique identifier that you assign when logging the complaint – you can start with number 1. 

 Blueprint QMS Element # 

Determine the Blueprint QMS Element that is most associated with the report. 

Milestones 

The Continuous Improvement Project Report is a way of knowing how a project is advancing without having to know 
what tasks are being executed.  

Milestones give management a snapshot overview of what was done as well as providing an understanding of where 
the project is going.  These milestones typically refer to points of achievement at which large scheduled events or series 
of events have been completed, and a new phase or phases are set to begin.    

In many cases, there is a decision to be made at a milestone. 
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Logging Continuous Improvement 

• The Continuous Improvement Project Log is a required form for certification
• Promotes accountability

Continuous Improvement Log Items 

Description of Project 

Enter the project title/summary 
Assigned Team or Individual 

Enter the person who is the champion of the report. This will help promote accountability. 
File Locator ID 

This is a unique identifier that you assign when logging the complaint – you can start with number 1. 
Date Project Started 

Enter the start date for the project 
Date Project Completed 

Enter the date the project was completed 
Element of Blueprint QMS 

Determine the Blueprint QMS Element that is most associated with the report. 

40



<<Company Name' 
Training Course Log 

Training Course Log 

Blueprint Quality Management System 
CF Number «» 

Description of Training Course Date No. of People in 
Attendance 

Length of 
Course (hrs.) 
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INITIAL AND ONGOING TRAINING 
• Element 16, Training, requires that the company identifies training needs, provides training, and documents all

training activity.
• Everyone in the office must receive ACA’s Code of Ethics Training every year

• At least one person is required to receive training from outside of the company each year (can be

online training)

• Initial and continuous training supports quality service and client satisfaction.
• The required Training Course Log shows the company is providing training.
• There also must be additional training records (sign in sheets, training reports, certificates, etc.) that support

the items listed on the training log.

Training Course Log 

• The Training Course Log is a required form for certification
• Identifies the subject matter and volume of company training
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Sample Procedures Blueprint Quality Management System 

Table of Contents 
CP 101 Management Review 2 

CP 201 Company Procedures 4 

CP 202 Pre-employment Background Checks 6 

CP 202 New Employee Drug Screening 8 

CP 301 Handling and Review of Client Issues 10 

CP 302 Consumer Complaint Response 12 

CP 401 Document Dissemination and Maintenance 15 

CP 402 Collection Letter Review 17 

CP 501 Vendor Management 19 

CP 601 Physical Security 21 

23 

25 

28 

30 

32 

34 

36 

38 

40 

42 

45 

47 

48 

50 

53 

55 

57 

59 

CP 1601 Training and Continuing Education 63 

CP 1701 Management Goals Review 65 

CP 1801 Logical Security  68 

CP 701 Consumer Data Identification and Traceability 

CP 801 Credit Reporting 

CP 802 Telephone Communications 

CP 803 Disputes and Verification of Debt 

CP 804 Settlement of Debt 

CP 805 Wireless Phone Number Management 

CP 806 Development of Collection Scripts  

CP 807 Electronic Written Communication 

CP 808 Management of Dialer Controls 

CP 901 Monitoring of Accounts 

CP 902 Client Supplied Data Reconciliation 

CP 1001 Monitoring Review 

CP 1101 Identification and Reporting of a Nonconformance 

CP 1201 Corrective or Preventative Actions 

CP 1202 Reporting of Continuous Improvements 

CP 1301 Payment Processing 

CP 1401 Management System Records 

CP 1501 Internal Management Audit  
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DOCUMENTING BLUEPRINT QMS 
• Elements 2 (Management System) and 4 (Document Control) require you document your processes and

maintain controls for developing, maintaining, and disseminating company documentation
• The Company Manual Table of Contents is part of your certification submission packet
• At a minimum, your Company Manual shall contain the following:

• Table of Contents - demonstrates the minimum requirements for documentation have been met
• Management Policy Statement – only required policy
• Procedures - at least one per element
• Required Forms

Sample Table of Contents 
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Levels of Documentation 

Documentation Control 
• Establish a consistent format and numbering system

• Should be flexible enough to allow for growth and change
• Identify the Blueprint QMS Element associated with each Policy, Procedure or Work Instruction

• Select one main Element; can reference other elements in the document itself
Example: The Sample Manual uses the following naming convention: 

• Each document starts with the document type: CM for Company Manual/Policy, CP for company
Procedure, WI for Work Instruction and CF for Company Form

 Followed by the Blueprint QMS Element Number
 Ending with the Document Number

• i.e. Procedure for the Review of Client Issues is numbered as CP301

• Maintain version controls
• Identify revision number and date of revision

• Ensure documentation is accessible to appropriate staff
• Available at location where used
• Easy to locate

• Remove obsolete documentation from points of use

Work Instructions

Policies

Procedures

D
E

TA
IL

President, Owner, 
Top Managers

N
U

M
B

E
R

 O
F

 
W

O
R

D
SManager, 

Supervisor

Front line 
worker & all
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Required vs. Recommended Documentation Types 

Policies 
Describes company vision and documents 
the “rules” 

Management Policy Statement is required, 
additional Policies are recommended 

Procedures 
Describes roles and responsibilities and 
documents the overall process 

One Procedure for each Element is required, 
additional procedures are recommended 

Work Instructions 
Describes detailed methods and 
documents each step of a task 

Work Instructions are recommended, but 
none are required 

Getting Started on Documentation 
• Identify roles and responsibilities

• Who is responsible for writing/editing?
• Who is responsible for approving changes?

• Train staff on documentation format
• Explain why you chose the document structure you did (i.e., levels and types of documents)
• Provide examples of the document formats
• Explain document control requirements

• Why it is important and what documents should be controlled
• Identify documentation topics based on current processes and Blueprint QMS requirements

• First goal could be to write one procedure for each Element

Management Policy Statement 
• The Management Policy Statement outlines company objectives, like a mission statement
• Objective examples:

• Client Satisfaction
• Employee Excellence
• Cost Effectiveness
• Profitability
• Compliance

• Each objective should be measurable
• Used to measure the success of the company’s processes and client satisfaction
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Sample Policies Blueprint Quality Management System 

CM 101 Management Policy Statement 

XYZ Company will be a steadfast leader in the outsource industry by providing innovative, and custom solutions that 
protect our clients' reputations, provide the utmost respect to each consumer we assist, and hold all empbyees 
accountable for their compiance and integrity, without ever compromising our business values. 

Business Values 

XYZ Company is a nationally recognized company with proven capabilities for meeting dents' needs. XYZ Company 
is buit on a solid foundation of these core business values: 

• Professional integrity 

• Client and consumer respect 

• Attentive service 

• Focused responsiveness 

• Dedication to achieving solutions 

• Business accountability 
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Example Management Policy Statement 
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Procedures 
• Procedures are a requirement of the Blueprint QMS Program. You must have a minimum of one procedure for

each element.
• Focus on processes (standardization and consistency)
• Help reduce mistakes (i.e., who is responsible for what actions and sometimes how to perform a task – high

level)
• Identifies any records and forms that support the procedure
• Help as training tools
• Procedures are a requirement of Blueprint QMS, but the content is up to your company

Procedure Format 
1. Purpose – Briefly state why the procedure is necessary

2. Scope – Describe the areas the procedure will impact or influence

3. Departments Responsible for Implementation – Index the responsible functions

4. General – Provide a synopsis of the Procedure steps. Often it helps to write this after writing the Procedure
steps.

5. Procedure – Describe steps necessary to accomplish the task set forth in the procedure; follow a logical
sequence. The responsible parties should be identified for each step.

6. Records (optional) – Identify where related records are to be maintained

7. Forms – Identify any forms used when performing the process

8. Definitions (optional) – Define any unusual terms

9. Reference Documents (optional) – Index the Blueprint QMS Elements related to the process and any other
related documentation (e.g. FDCPA)
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CP 301 Handling and Review of Client Issues 

1.0 PURPOSE 

1.1 The purpose of this procedure is to ensure dient issues are resolved effectively and 
efficiently and the clients are satisfied with the services that are provided to them. 

2.0 SCOPE 

2.1 This procedure applies to any concerns or complaints (issues) clients share with the 
company regarding the services provided to them, and the resolution of those issues. 

3.0 DEPARTMENTS RESPONSIBLE FOR IMPLEMENTATION 

3.1 Administrative Employees 

32 Compliance 

3.3 Client Services 

34 Executive Management 

4.0 GENERAL 

4.1 Client concerns or complaints and the response to those concerns or complaints (issues) 
are tracked by initiating a Client Issues Report (CF 301). The identified individual to solve 
the client's issue will handle it timely and report the solution to Management. Completed 
Client Issue Reports will be logged (CF 302) and analyzed for trend analysis. 

5.0 PROCEDURE 

5.1 Any administrative employee who receives a client call where the client needs resolution of 
an issue will initiate a Client Issues Report 

52 The Assignee of the Client Issues Report will: 

52.1 Determine the solution and implement the necessary actions to respond to the 
concern of the dient in a timely manner. 

52.2 If necessary, involve other departments to obtain the determined solution. 

52.3 Initiate a Nonconformity & Corrective/Preventative Action Report (CF 1201) if a 
nonconformance, or the potential of a nonconformance, was the cause of the 
client's concern. 

52.4 Report the implemented solution to Executive Management Team. 

52.5 Follow up with the client that initiated the Client Issues Report, report to the client 
what was done to resolve the concern, and verify the client is satisfied with the 
solution implemented. 

5.3 Compliance will: 

53.1 Track all reported issues and follow up on the status of the report to ensure all 
solutions are handled in a timely manner. 

5.3.2 Review and analyze completed Client Issues and identify trends relating to the 
nature of the dient's concern or the process to solve the client's concern. 

5.3.3 Report analysis findings to Executive Management Team 

5.4 Client Services will: 

5.4.1 Review client specific client issues to identify client needs 

5.4.2 Initiate service improvements to address the identified client trends 

5.5 Executive Management will: 

5.5.1 At least annually review Client Issue trends and effectivity of client services as part 
of the Management Review process 

6.0 RECORDS 

6.1 All records will be maintained by Compliance 

7.0 FORMS 

7.1 CF 301 Client Issues Report 

72 CF 302 Client Issues Report Log 

8.0 REFERENCE DOCUMENTS 

8.1 Blueprint Quality Management System 

8.1.1 Element 3 
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Procedure Example
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TEAM EXERCISE: Write a Procedure 

Objective: To become familiar with the procedure template and understand the components of a procedure. You will be 
assigned one of the following topics to write a procedure. You will want to follow the template for a procedure and 
complete the following sections of the procedure:  Purpose, Scope, Departments, General, and Procedure. 

1. Purchasing
You will want to answer the following questions in your procedure:

 Who is responsible for implementation?
 Who prepares, reviews, and approves purchase orders?
 How are purchase orders approved and in what order?
 How do you ensure service contracts are meeting requirements?
 Where will purchase orders/contacts be stored?
 How do you communicate purchase orders to others?

2. Client Issues
You will want to answer the following questions in your procedure:

 Who will write them up?
 When will a client issue be written?
 Who do you assign them to and who assigns them?
 Who will log them?
 How long do you want them open? Provide a guideline.
 How do you escalate an issue?
 How do you communicate the issue to others and the solution?
 Are you going to rank client issues (severe, minor, etc.)?

3. Nonconformity
You will want to answer the following questions in your procedure:

 Who will write them up?
 When will a nonconformity be written?
 Who do you assign them to and who assigns them?
 Who will log them?
 How long do you want them open? Provide a guideline.
 How do you escalate an issue?
 How do you communicate the issue to others and the solution?
 Are you going to rank nonconformities (severe, minor, etc.)? If so, how?
 Who manages the process?
 Who does the 30 – 45-day follow-up?
 What happens when one is not closed?
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Procedure Format (Sample Format) 

1.0 PURPOSE (WHY) 

Briefly state why the procedure is necessary. 

2.0 SCOPE (WHEN/WHERE) 

Describe the areas the procedure will impact or influence. 

3.0 DEPARTMENTS RESPONSIBLE FOR IMPLEMENTATION (WHO) 

Index the responsible functions. 

4.0 GENERAL (WHAT) 

General description of how the CP will impact the company. 

5.0 PROCEDURE (HOW) 

Describe steps necessary to accomplish the task set forth in the CP; follow a logical sequence. 
The responsible parties should be identified for each step. 

6.0 RECORDS 

Identify where the records are to be maintained. 

7.0 FORMS 

Identify any forms to be used in accomplishing the CP requirements. 

8.0 DEFINITIONS 

Define any unusual terms. 

9.0 REFERENCE DOCUMENTS 

Blueprint QMS Elements and other related documentation. 
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Procedure Sample Form 

Name of Procedure:  

1.0 PURPOSE (WHY) 

2.0 SCOPE (WHEN/WHERE) 

3.0 DEPARTMENTS RESPONSIBLE FOR IMPLEMENTATION (WHO) 

4.0 GENERAL (WHAT) 

5.0 PROCEDURE (HOW) 
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6.0 RECORDS 

7.0 FORMS 

8.0 DEFINITIONS 

9.0 REFERENCE DOCUMENTS 
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Procedure Topic Ideas by Element 
• Management Oversight (Element 1)
• Writing/Reviewing/Approving Procedures (Element 2)
• Handling of Client Issues (Element 3)
• Document Controls (Element 4)
• Vendor Management (Element 5)
• Physical Security (Element 6)
• Consumer Account Activity Tracking (Element 7)
• Written and Verbal Communications (Element 8)
• Call Monitoring (Element 9)
• Consumer Complaint Trend Analysis (Element 10)
• Identification and Reporting of Nonconformities (Element 11)
• Implementing Corrective and Preventative Actions (Element 12)
• Disaster Recovery (Element 13)
• Management System Record Maintenance (Element 14)
• Internal Management Audit (Element 15)
• New Hire Training (Element 16)
• Management Goals Review (Element 17)
• User Password Management (Element 18)

52



ACA International Blueprint QMS Foundational Training Participant Workbook Version: July 2021 

© 2021 ACA International. All Rights Reserved. 

INTERNAL MANAGEMENT AUDITS 
• Element 15 requires the company to perform an annual audit to ensure procedures and policies are followed

and the management system is working
• The Internal Audit Checklist is part of your part of your certification submission packet

Internal Management Audit Steps 
• Develop your audit plan
• Have qualified, independent, cross departmental personnel perform the audit.

• Select auditors with the following thoughts in mind:
• Need to be independent.  Cannot audit their own dept.
• Needs only high-level knowledge of the area, not detailed.
• Avoids conflicts of interest
• Considers the outcome of teambuilding
• Must report directly to Management to keep independence

• Train your audit team on Blueprint QMS Elements and requirements
• Review all requirements of the Blueprint QMS compared to your processes and controls
• Document audit findings and complete the required Internal Audit Checklist
• If an audit item needs improvement or unsatisfactory

• Initiate corrective action or continuous improvement
• Verify and record that the corrective action was effective

Characteristics of a Good Auditor 

 Diplomatic
 Judicious
 Industrious
 Analytical
 Resilient
 Patient
 Self-disciplined
 Open-minded
 Unbiased
 Honest
 Interested

Internal Audit Checklist 
• Identifies the requirements for each Blueprint QMS Element
• Provides a compliance check to help the auditor identify if the requirement has been met
• Lists recommended and required records used to show the auditor the requirement has been met
• Auditor documents their findings (Satisfactory, Needs Improvement or Unsatisfactory)
• Auditor enters the Nonconformity Report or Continuous Improvement Project log number used to track any

needed corrective action
• You cannot change or remove any checklist items, but you can add additional items
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Internal Audit Checklist Items 

Element:  
Lists the Element number and requirement category 
#:  
Provides the audit Item number 
Requirement:  

Describes what is required for certification 
Compliance Check:  

Provides recommendations of what to review to verify if the Blueprint QMS requirement has been met 
Recommended Records: 

Lists recommended and required records you can use to verify the requirement has been met. 
Comments: 

Auditors will indicate in the Comments field whether the audit results show the requirement  

• has been met satisfactorily, needs improvement, is unsatisfactory or does not apply to your business

Corrective Action # or Continuous Improvement File ID: 

If needs improvement or unsatisfactory, you must indicate the Log number for the opened Nonconformity Report or 
Continuous Improvement Report has been opened to address the weakness 
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1 - Management Responsibility 
1.a 
Management 
Policy 

1 The Management Policy Statement 
must outline measurable overall 
goals/expectations of the company and 
is used during your Management 
Review (see Element 17) 

1. Verify that the management policy exists & is documented. 
2. Is the policy relevant? (e.g., if the policy includes client 
satisfaction, how is it being supported). 

* Documented Management Policy
Statement 

1.b 
Organization 

2 The organization must have the 
resources and the proper delegation of 
responsibility and authority to carry out 
its management policy. 

1. Review company manual, procedures & job descriptions (i.e., 
if available) to verify responsibilities & authority of personnel. 
2. Through observation and inquiry, ensure that appropriate
administrative, technical, and physical controls have been 
implemented to mitigate defined risks. 

1. Organization charts 
2. Assignments of responsibilities &
authority listed in company manual, 
procedures & job descriptions. 

1.c 
Risk 
Assessment 

3 Management must assess risk to 
identify threats that could impact 
strategic, operational, financial, and 
regulatory goals and objectives. 

Review periodic risk assessments to ensure high risk areas 
have been identified and steps have been taken to mitigate 
these risks  

Risk Assessment charts/tables for 
each business unit and function 

1.d 
Management 
Review 

4 Senior management must annually 
compare its performance to its 
management policy. 

Examine management review records * Management review records - (i.e., 
the records should show participation, 
& agenda covered). 

2 - Management System 
2.a 
Planning 

5 The organization must develop plans Are there documented plans? Examples – business plans, disaster 
plans (see element 13), contingency 
plans, etc. 

2.b 
Company
Manual 

6 Key management practices must be 
documented to support the consistent 
implementation and maintenance of 
management’s policies, objectives, and 
plans. 

Is there a documented company manual? * The Company Manual itself 

2.c 
Administration
of Contractual 
Agreements 

7 A contractual agreement must be in 
place for ALL clients and external 
business partners (Vendors) 

Is there a contract in place for all business relationships (clients 
and vendors)? 

The contracts 

2.d 
Administration
of Human 
Resources 

8 Management must maintain position 
descriptions, hiring and termination 
procedures and performance 
evaluations of employees 

1. Verify that a general position description is available 
2. Verify that Hiring/Termination Procedures exist, and 
addresses background checks, checklists, training, and
acknowledgement of policies 
3. Verify a periodic performance evaluation exists for all 
employees 

1. Copies of position descriptions 
2. Procedures 
3. Copies of Evaluations 
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2.e 
Administration
of Technology 
Assets 

9 Management must maintain 
Technology Standards and procedures 
on both company-owned assets and 
employee-owned assets used for 
business 

1. Verify that a policy addressing technology standards exist, 
and addresses technical infrastructure administration, data 
administration, software administration and IT Operations and
Support. 
2. Ensure that the company-owned assets policy addresses the
following: a hardware asset inventory; hardware maintenance 
agreements and terms; software asset inventory; software 
support agreements and terms; and disposal of assets 
3. Ensure that the employee-owned assets such as, 
desktop/laptop computers, PDAs, camera devices, cell phones, 
media players are also addressed in the procedures 

A copy of the technology standard 
policy/procedure manual 

3 - Review of Client Issues and Consumer Complaints/Issues 
3.a Review 10 The process should: 

1. Define & review client needs &
expectations 
2. Review of regulatory
requirements 
3. Define communication protocol 
with client 

Companies will establish level of 
service if the client does not state. 

1. Check a sample of contracts to see if they were reviewed
prior to acceptance 
2. Review client complaints, checking whether there were 
problems caused by inadequate understanding of customer 
requirements. 

*1. Client contracts 
 *2. Client Issue Log 

3.b 
Amendments to
Contract

11 Track amendments to contracts 1. Check a sample of contract change orders to see that they
were reviewed and accepted 
2. Check how various functions are informed about changes 

* Contract change orders

3.c 
 Consumer 
Complaint 
Response

12 There is a controlled process in place 
for receiving, responding to, and 
logging of Consumer Complaints 

Review consumer complaint records to verify complaints are 
being handled within the client’s and company’s expectations 

*Consumer Issue/Complaint Log 
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4 - Document and Data Control 
4.a 
Location & 
Revision Level 

13 Know location of controlled 
documents/data and that these 
documents/data reflect the current 
revision level 

Examples: 
Procedures 
Documents & Electronic Data 
 – dunning letters 
 – info. sent to credit bureau 
 – info. received from credit bureau 
Industry Standards 

1. Check master lists of issued documents (to identify location &
revision level) 
2. Check, if documents display revision levels or issue date. 
3. Test the system for verifying revision status (e.g., pick a 
sample of documents from different locations, note their revision
levels, and check that these revision levels are the latest issue). 

1. Master lists that can be used to 
verify location & current revision 
status of documents. (i.e., if there is
more than one set of controlled 
documents) 
2. The documents themselves, which 
display their revision level or issue 
date. 

4.b 
Obsolete 
Documents 

14 Remove obsolete documents from 
points of use. 

1. Audit and test the system. Check documents against master 
lists & look for multiple revisions at points of use. 
2. Obsolete documents should be properly marked or somehow
prevented from being used. 

None 

4.c 
Data Control 

15 1. Ensure documents and data are
maintained and secured properly 
based on classification. 
2. Responsibility should also be 
assigned to assist with identifying
data integrity issues and 
confidentiality of data 

1. Observe the facilities to ensure that documents and data are
maintained appropriately 
2. Review an organization and responsibility chart to ensure that 
all areas have been covered and assigned to. 

1. Data storage facilities (both
physical and logical) 
2. Organization/Responsibility Chart 

4.d 
Data Retention 

16 To provide clear direction on how 
long to retain documents and 
electronic records in support of 
business and regulatory requirements 

Obtain and review a manual that addresses data retention 
policies 

Data Retention Records 

5 - Purchasing 
5.a 
General 

17 Establishing controls over the 
purchasing process (i.e., products or 
vendors that have a significant impact 
on the company’s ability to meet the 
needs of the client). 

Check evaluation criteria for purchasing such items as collection 
software, credit reporting, outside letter vendors, subcontracted 
employees, etc. 

Evaluation criteria 
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5.b 
Policy 

18 A separate purchasing policy for 
acquisition of technology assets 
(hardware/software/related services) 
must be maintained, to ensure clearly 
defined business requirements are in 
position, and appropriate individuals 
are involved at the right time. Further 
this will help in purchases based on 
business need and approved by 
authorized individuals.  

1. Verify that a separate policy exists, and addresses business 
requirements, authorized personnel, technology standards, etc. 

2. Verify that purchases are made based on business needs and
are in alignment with approved technology standards. 

3. Ensure that technology purchases are planned (identified in 
technology plan/budget) or unplanned due to failure or unplanned
event. 

1. Purchasing Policy 
2. Technology Plan/Budget 

5.c 
Vendor 
Management 
Controls 

19 1. Ensure that a risk assessment is 
conducted before a purchase is made
(i.e. risks compared to benefits of 
outsourcing) 
2. Evaluation of vendors (due 
diligence) who have an impact on the
service offered (i.e. letter services, 
etc.) 
3.Contractual Agreements 
4. Vendor Control Environment 
5. Compliance Monitoring 

1.Review the risk assessment conducted to select the purchasing
method 
2. Review the evaluation of vendors. 
3. Review the selected vendor’s contract, certification, and
compliance monitoring documents. 

1. Risk Assessment 
2. Evaluation of Vendors 
3. Contracts, certifications, and 
compliance monitoring documents. 

6 - Control of Supplied Data 
6.a 
General 

20 Requires the company to ensure client 
and consumer data is only accessible 
to appropriate personnel and that there 
are physical security controls (e.g. 
fobs, keys, keypads, etc.) and logical 
security (security of data 
transmissions/access) in place. 

1. Are there procedures and are they being applied to protect 
privacy, to ensure compliance with regulations & to prevent 
credit fraud? 
2. Are there surveillance cameras installed to monitor high-risk
areas and entrances? 

None 

6.b 
Data Transfer 
Controls 

21 Ensuring transmission of data in and 
out of the company is via a secure 
connection.  

How is data transmitted? Are all channels used to transmit data 
secure? 

None 

7 - Data Identification & Traceability 
7 General 22 Identification and control over the 

identification and traceability of 
pertinent data. 

Are there defined processes that identifies and tracks the 
services, products, and other pertinent business activities the 
company provides? 

-Logs (electronic or manual) 
-Appropriate technology (collection 
systems, accounting systems, client 
management systems, etc.) 

8. - Process Control 
8.a 
Collection
Process

23 Processes and documentation that 
control day-to-day operations 

Check service process procedures/ plans & review whether they 
cover all service steps (i.e., including subcontracted operations). 

* Procedures & plans (e.g., flow 
charts, work instructions, etc.) See
supporting elements 6,7,9,10,13
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9 - Monitoring 
9.a 
General 

24 Continuous monitoring, review and testing 
of systems and planned work processes.  

Requires the company to regularly monitor their activity. This can include 
formal monitoring (checklists, etc.) or informal monitoring (review while 
performing normal work process). 

* Monitoring Records 

9.b 
Receiving

25 Monitor the integrity of the data that clients 
provide. 

1. Review the receiving data & verify that they are established in 
accordance with the procedures. 
2. Review received data and verify that requirements, as outlined in the 
procedures, have been carried out. 

Receiving monitoring records 

9.c 
In-process

26 The service process should proceed in 
planned steps, in a prescribed manner. The 
company must provide random and 
periodic checks of their ongoing processes. 

1. Review in-process inspection records (e.g. monitoring logs). 
2. Verify that adequate measures are employed to meet client & internal 
specifications. 

Monitoring records 

9.d 
Final 

27 Before termination of service, a random 
review must take place to ensure that client 
and internal company requirements have 
been met. 

1. Review final inspection records 
2. Examine methods for terminating service 

Final monitoring records (e.g. checklists) 

10 – Monitoring Trends & Review 
10 General 28 Processes are in place to review 

monitoring results, ensuring process 
steps have taken place in the proper 
sequence when required. 

Analysis of the conformance or nonconformance status of 
monitoring results.  

Monitoring results and trends 

11 - Identification of Nonconformity 
11 General 29 Companies must identify, communicate, 

and record any services that have not been 
performed according to internal procedures 
or client or legal requirements. 

Review nonconformance log and check against various other 
reports to see if nonconformances are being identified 

1. Supervisor activity reports 
2. Call monitoring reports 
3. Internal audits reports 
4. Customer complaints 

12 - Corrective Action, Preventive Action & Continuous Improvement 
12.a 
Structured 
system 

30 Companies must establish a structured 
system for correcting problems (i.e., 
handling of client complaints, investigation 
of nonconformities, & legal concerns) & 
preventing problems. 

Are there procedures in place that outline the methods to be used 
for correcting and preventing problems? 

Corrective & preventive action 
procedures and reports 
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12.b Action 
plans 

31 Companies must develop action plans 
for continuous improvement in areas 
that are important to the client and the 
organization 

1. Review the customer complaint files to verify that the complaining 
clients receive a response. 
2. Note how long it takes to process a complaint and whether there is a 
system to track complaints. 
3. Review corrective action requests, noting whether requests are 
processed in a timely manner and are properly closed out (e.g., are there 
logs or a tickler file to ensure corrective actions are timely followed up). 
4. Check on actions that have been taken to prevent recurrence of 
nonconformances. 
5. Check for evidence that quality records & process performance data 
are being regularly reviewed and analyzed to determine where 
preventive actions may be required. 

* 1. Corrective Action reports 
* 2. Continuous Improvement Reports 
3. Various reports established in the
course of implementing solutions & 
verifying their effectiveness. 
4. Letters and reports evidencing 
communication with the complaining
customers & with other functions 
concerned. 
5. Logs 

13 - Handling, Storage, Preservation, & Delivery 
13.a  
Client & 
Consumer Data 

32 Company procedures should address 
service delivery methods to prevent 
damage or loss of client and consumer 
information. 

1. Are there procedures in place dealing with security &
confidentiality of information/ data? 
2. Are the procedures being followed? 

1. Procedures 
2. Is there security of the data (e.g., need 
to know basis) or is it available to 
everyone 

13.b  
Disaster 
Planning 

33 1. Company procedures should address 
service delivery methods they will use in
dealing with disaster planning. 
2. Document tasks and responsibilities
related to the recovery of information 
management system and technical 
infrastructure if the facility is rendered 
unusable due to a disaster event. 
3. Establish roles and responsibilities 
prior to disruption of critical function to
facilitate recovery efforts more 
effectively. 
4. Maintain procedures that can be 
tested on a periodic basis to provide 
reasonable assurance that computer 
processing can be recovered in a timely
manner in the event of a short- or long-
term disruption. 
5. Ensure recovery efforts are achievable
by personnel not familiar with the 
organization’s operations 

1. Are there procedures in place dealing with disaster 
planning? 
2. Are the procedures being following? 
3. Is there a documented plan addressing the following” 

 Scope 
 Network Recovery Procedures 
 Server Recovery Procedures 
 Workstations Recovery Procedures 
 Database Recovery Procedures 
 Application Recovery Procedures 
 Voice Communications Recovery Procedures 

4. Is there a disaster recovery backup site? 
5. Has the disaster recovery plan been tested? 
6. Is there disaster recovery plan maintenance? 
7. Has the disaster recovery plan been approved? 

1. Procedures (Disaster Recovery
Plan) 
2. Are computer files backed up
regularly 

13.c  
Integrity of 
Company 
Business 
Transactions 

34 Company procedures should address 
service delivery methods they will use in 
dealing with tracking money. 

1. Are there procedures in place dealing with tracking money? 
2. Are the procedures being followed? 

1. Procedures 
2. Cash journals, etc. 

60



<<Company Name>>     Blueprint Quality Management System 

Internal Audit Checklist CF << >> 

Element # Requirement Compliance Check Recommended Records 

{*element requires record(s) or 

document} 

Comments 

{Satisfactory}  

{Needs 

Improvement} 

{Unsatisfactory} 

 {NA} 

If needs improvement or 

unsatisfactory must 

indicate Corrective Action 

# or Continuous 

Improvement File ID 

© 2021 ACA International. All Rights Reserved. 

13.d  
Data 
(electronic) 
Storage and 
Backup 

35 Establishing a program that identifies the 
following:  
-Type of Storage and Backup 
 Storage Area Network, Data

Warehouse, Tape Backup and Disk 
Backup 

-Data Backup Schedule 
-Tape Rotation/Retention 
-Tape Inventory Management 
-Data Backup Storage (on - and off-site) 

1. Review the data storage and backup program to ensure that 
all relevant criteria and procedures have been addressed 
2. Are the procedures and criteria specified in the program
followed? 

Data Storage and Backup Program 

14 - Management of Records/Data 
14.a 
General 

36 The focus of this element is on protecting 
& managing the records/data.   

Records/data procedures should 
address:   
1.  Identification & organization. 
2. Ease of access. 
3. Location of official records. 
4. Prevention of deterioration. 
5. Maintenance of records. 
6. Disposition of records, (e.g. - 
shredding, burning, etc.). 
7. Retention time. 

1. The record management system is tested throughout the
whole audit. 
2. Check that records are available for retrieval. 

None 

14.b 
Data Retention 

37 To provide clear direction on how long to 
retain documents and electronic records 
in support of business and regulatory 
requirements 

Obtain and review records that addresses data retention 
policies 

Data Retention Records 
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15 - Internal Management Audits 
15.a  
Audit Planning 

38 Plan and schedule internal audits of the 
management system. 

1. Review the internal audit plan, noting whether all relevant activities 
& areas are included. 
2. Check on whether the whole management system (including 
Information Technology) is audited annually. 
3. Interview internal auditors and ask how they prepare for an audit. 

* 1. Internal audit plan 

15.b  
Qualified 
Auditor 

39 Conduct internal audits using 
independent and qualified auditors. 

1. Interview internal auditors, asking how they learned to conduct 
audits and how they prepare for an audit. 
2. Review internal audit reports and check if the auditor is 
independent of the audited activity. 

* Auditor training & qualification records 

15.c  
Timely 
Corrective 
Action 

40 1. Timely corrective actions to deal with
identified deficiencies. 
2. Follow-up audits 

Review internal audit reports, noting whether corrective actions are 
being implemented in a timely manner. 

* Internal audit reports 

15.d  
Audit Records 

41 Records of audits must be maintained Review internal audit reports, noting if they are established, 
processed, & evaluated by management in accordance with the 
governing procedures. (i.e., a common problem with noncompliance 
reports is that corrective actions are not followed up in a timely 
manner). 

* Internal audit reports and checklists 

16 - Training 
16.a  
Identify Training 
Needs 

42 Identify training needs for all 
personnel 

Check if there is a periodic training needs analysis; if not interview 
personnel to determine if training needs are being identified (e.g., 
ask for examples of specific cases when individuals were trained or 
retrained to meet qualification requirements applicable to their 
position). 

1. Training needs analysis report (i.e., 
if available). 
2. Check Corrective Action Root 
Cause Analysis to see if training is
the root cause of some problems. 

16.b 
Structure 
Training 
Program 

43 A structured process to support staff 
training needs that will allow 
employees to perform job 
requirements efficiently and 
effectively, including: 
 -evaluation of training 
 -development of a training plan by
role or individual 

Review the training program manual to ensure that all applicable 
areas have been addressed in the training manual 

Training Program Manual 

16.c  
Provide 
Training 

44 Provide required training and maintain 
training records. 

1. Review the documentation of training provided, & the training
records. 
2. Determine whether the training program is providing required
training (i.e., ACA’s Code of Ethics, FDCPA, FCRA, HIPAA, 
Application Systems and Technical Infrastructure Training and 
Professional Telephone Collection Techniques). 
3. Determine whether instructors are sufficiently qualified (train-the
trainer, education, certification, or experience). 
4. Maintaining records of individual qualifications 

* Diplomas, certificates, licenses, 
resumes, list of training attendance or 
other evidence of qualification & 
skills. 

62



<<Company Name>>     Blueprint Quality Management System 

Internal Audit Checklist CF << >> 

Element # Requirement Compliance Check Recommended Records 

{*element requires record(s) or 

document} 

Comments 

{Satisfactory}  

{Needs 

Improvement} 

{Unsatisfactory} 

 {NA} 

If needs improvement or 

unsatisfactory must 

indicate Corrective Action 

# or Continuous 

Improvement File ID 

© 2021 ACA International. All Rights Reserved. 

17 - Process and Client Satisfaction Measurements 
17 General 45 Measuring results internally and 

externally and performing a review to 
determine if the company is sufficiently 
meeting management’s expectations 
(as set forth in Element 1 – 
Management Responsibility). 

1. Check if client & internal process measurements have been
defined and are tracked. 
2. Are actions taken if these measurements show negative
impacts? 

1. Check continuous improvement 
projects that are outcomes of tracking 
performance measurements 
2. Management review records (see
element 1) 

18 – Information Management Systems & Data Protection 
18.a  
Security 

46 Does the company have a procedure 
for assuring data and information 
system processes are secured?  

1. Verify procedure exists. Verify procedure is followed.  

18.b 
User Account 
Administration 

47 1. To provide access to network or 
application systems on an 
approved request submitted by 
the employee’s 
supervisor/manager. 

2. Review user account access is
performed for employees that 
change position within the 
company. 

3. User accounts are disabled or 
deleted at the appropriate time 
based on voluntary resignation or 
involuntary termination of 
employees. 

1. Is access to network/application system granted only upon
receipt of supervisor approval? 

2. Is user account access review performed for employees that 
change positions within the company? 

3. Are accounts disabled upon termination of employees? 

  User Account Administration Policy 

Internal Audit Start Date: ____________     Internal Audit Completion Date: ________________ 
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MANAGEMENT REVIEW 
• Element 1 requires that management performs a high-level review of the company vision, mission, goals,

and expectations
• Minutes from the management review and the Management Review Checklist are part of your

certification submission packet
• The Management Review meeting can occur in one sitting or be broken out by agenda item and

presented in several meetings.
• You may want different people to present items that are related to their job responsibilities.

Management Review Items 
• Financials

• Review of financial records
• Were we profitable?

• Management Policies and Objectives
• Review of records that support the Management Policy Statement
• Did we meet our expectations?

• Client Issues
• Review of Client Issue Log / Trends
• What problems did our clients have?

• Compliance Programs
• Review of Nonconformity Trend Analysis Reports, Complaint Log / Trends, Lawsuits, Compliance

Initiatives, etc.
• Do we have any areas at risk, or has the risk changed since last review?

• Client Satisfaction
• Review of client feedback, retention records, scorecards, etc.
• Did we meet our client’s expectations?

• Continuous Improvements
• Review Continuous Improvement Reports / Logs
• What progress did we make?

• Audit Results
• Review Internal Audit Checklist
• Are we doing what we say we do?

• Performance Measurements against Goals
• Review of Performance Records
• Did we meet our goals?

• Legal Review
• Review of any legal changes, new court cases, etc.

• Information Security
• Review of our Information Technology Controls
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«Company Name» Blueprint Quality Management System 

Management Review Checklist CF Number « » 

Management Review Checklist 

Date Time Location 

Agenda' Presented By Date Completed 

1 Financials 

2 Management Pdicies and Objectives 

3 Client Issues 

4 Compliance Programs 

5 Client Satisfaction 

6 Continuous Improwments (Progress 
of Projects) 

7 Aucit Results 

8 Perfamance Measurements against 
Goats 

9 legal Review 

10 Ethics Review 

11 

12 

' Please submit either the minutes of the meeting ce the presentations for 2 of the above subject listed on the 
agenda. 
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Management Review Checklist 
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NOTES 

THE IMPORTANCE OF ROOT CAUSE ANALYSIS 
If you IGNORE a problem, it spreads and multiples into a much bigger problem. 

If you CONTAIN a problem or implement a SIMPLE CORRECTION, it might temporarily slow down the 

spread of damage, but the problem will recur. 

When you identify the ROOT CAUSE, or true origin, of a problem, and implement CORRECTIVE ACTION 

to ELIMINATE the root, the problem cannot happen again. 

Blueprint Foundational Training- Root Cause Analysis: Rapid Class! 

66



NOTES 

Wait- we’re implementing another process? 
Yes! It sounds like a big ask, but here’s what you’ve got to lose: 

 AMBIGUITY! If you never know what the real problem is, you will never fix it.

 RE-WORK! Patches don’t last forever. “Take the time to save the time.” This phrase will be

repeated throughout this class— and that’s a good thing!

 TRANSFERRING BLAME! Shifting the problem to another person, area, or process doesn’t fix a

problem, it only prolongs it, creates stress, and feeds frustration. The real problem grows and

gets harder to remove.

Implementing the Root Cause Analysis process throughout your company sets a standard and 

creates a positive culture for problem-solving that everyone can learn and apply. The more eyes 

and ears you have tracing sources of future problems in an agreed-upon, systemic way, the quicker 

the process will become. You will be able to re-direct valuable time, energy, and other 

resources to other problems or situations that need more attention. 

Get to the Root in 4 Steps:

Blueprint Foundational Training- Root Cause Analysis: Rapid Class! 
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NOTES 

TAKE THE TIME TO SAVE THE TIME. 

Start investigating the problem when the evidence is fresh! As time went by in the 

example, the problem recurred, and the workload compounded. The more you 

practice the RCA technique, the faster you will get!  

How to correctly identify the problem: 4 checkpoints. 

1. Identify the difference between the desired situation and the actual situation.

Do you have documentation of the desired situation or standard? Is it current? Is your 

training and communication on the standard consistent across the organization? 

2. Describe and document the problem.

Every time the problem, error, or NCA occurs, DOCUMENT what happened. Take notes to 

document the trail of clues. Is it part of a sequence of tasks or an isolated event? Does it 

happen every Thursday at noon, does it only happen on Mondays? Is it one client or many? 

3. Leave out personal judgements or assumptions.

Emotional reactions waste time. Stick to fact-finding, not finger-pointing. 

4. Quantify the problem.

Your ability to prioritize effectively is also an important part of this process. Measure the 

severity of the problem to estimate the time and resources needed to address it properly. Use 

a heat map or other model for consistency. 

While we are often quick to blame people for failures, human error is rarely the 
final answer. Start your RCA with processes. Examine policies, procedures, 
work instructions and training. There is usually a deeper reason why the 
person’s actions triggered a failure. 

Blueprint Foundational Training- Root Cause Analysis: Rapid Class! 
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NOTES 

Sample Fishbone Diagram 

Customize your diagram by adding more prongs or different categories to better 

describe the problem you are trying to solve. Many free templates are available online! 

Blueprint Foundational Training- Root Cause Analysis: Rapid Class! 
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https://www.google.com/search?q=fishbone+diagram+template&rlz=1C1GCEU_enUS820US821&oq=fishbone&aqs=chrome.3.69i59l2j69i57j0l3.6950j0j4&sourceid=chrome&ie=UTF-8


EXERCISE: ROOT CAUSE ANALYSIS 

Each team will be assigned one of the following non-conformances and should identify all the reasons why the situation 
may have occurred using the root cause diagram. 

1. Wrong first notice was sent

2. Accounts listed under wrong client

3. Payment posted to wrong account

4. Incorrect monthly statement sent to client

5. Debtor was contacted after a cease
communication

6. A new employee was hired and started on the
first day with no one within the company
knowing they were starting

Blueprint Foundational Training- Root Cause Analysis: Rapid Class! 
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NOTES 

Step 3: Analyze the final answer. 
Before you settle on your “final answer,” do a spot check. 

Is this the root cause? Maybe not. 

1. Does the root cause have a reasonable possibility of happening again? Was this a

special situation?

2. Is there anything “underneath” the possible root-cause that could be a more probable root

cause?

3. Are there any other causes that could possibly produce the same problem?

IF THE ANSWER IS YES – TRY AGAIN. KEEP ASKING “WHY?” AND “COULD THIS HAPPEN AGAIN?”

Is this the root cause? Maybe! 

1. Is there any evidence (something measured or observed) to support this root-cause

determination?

2. Is there any history or knowledge to indicate that the possible root-case could actually

produce such a problem?

IF THE ANSWER IS YES – YOU ARE ON THE RIGHT TRACK! 

Step 4: Determine if the final answer is the cause or result of the problem. 

 If your answer is the cause of what happened, you are getting close to the solution.

 If your answer is still a result, you have more work to do.

 Ask yourself if you fix this cause, will it happen again to any other

client/process/department?

Appoint Cross-Functional Champion Challengers! By creating a positive 
culture for asking “Why?” and “Could this happen again?” your entire team 
can work toward global continuous improvement in your organization. You’ve 
got eyes and ears everywhere! 

Blueprint Foundational Training- Root Cause Analysis: Rapid Class! 
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EXERCISE: Tying It All Together! 

Now we are going to “tie it all together.”  In the following exercise, you will: 

 Write a client issue
 Write a nonconformity
 Perform root cause analysis
 Write a continuous improvement; and
 Review the closed non-conformity in 45 days
 Write a procedure.

The Scenario: 
You are the Customer Service Manager for BEST Collections firm.  You receive a call from Mary Picky Penny from 
your largest client (ABC Hospital). She tells you they are not happy with your recoveries.  They are going to split the 
business with another company and compare your recoveries with the other company if you do not pick things up 
in 90 days.  The reasons the client gives as to why they are doing this are as follows: 

1. Your staff is not canceling accounts when they are requested to cancel by the client. Examples given are
consumer pays prior to account being listed.

2. Settlements are not being done to their specifications; accounts are getting settled that they did not
approve

3. Recoveries are down

Determine the Next Step: 
What do you do first?  You have been provided a sample of your client issue procedure and non-conformity 
procedure. Please review those and determine the following: 

Write a Client Issue: 
Should a client issue be written?  If not, proceed to next step. If so, complete the attached client issue form and log 
it on the client issue log. Who is it assigned to for follow up?  What are the follow up items?  

Write a Non-Conformity: 
Determine if a Non-Conformity is necessary by reviewing your problem and your procedure included in this 
exercise.  What are you doing to contain the Non-conformity? What are the action items and who are they 
assigned to? 

Perform a Root Cause Analysis: 
Use the Pareto Diagram to determine the root cause of the problems. Here is a little of what you find: 

1. You find out there is no procedure documented for canceling of accounts.  You talk to the Customer
Service representatives and they all do it differently. Some cancel accounts over $1,000 no questions
asked, and others won’t cancel anything unless they verify the information first, talk to the collection
supervisor and gather more information from the client.

2. You verify some of the settlement worksheets and find out the supervisor did not follow your procedure.
There are no signatures from the supervisor on the form indicating they received approval from the client
to take the settlement.  This is a new supervisor and they did not know about this process.
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3. When looking at the lowered recoveries, you find out that many of the accounts are skips and you
determine you want to implement a new skiptracing tool called “WE FIND ANYONE” that will
electronically locate these accounts.  The software needs to be installed.

4. Your information system department needs to be involved with the project and training will need to be
done on the new tool when implemented. The project will take 30 days to implement. You have 90 days
to build recoveries.

Write a Procedure: 
Write the cancellation procedure in order to satisfy this non-conformity. You will want anyone who cancels 
accounts to follow this procedure to keep clients happy and collectors happy. 

Write a Continuous Improvement: 
 You want to implement the software package: “WE FIND ANYONE” that will electronically locate these accounts.  
The software needs to be purchased and installed. Your information system department needs to be involved with 
the project and training will need to be done on the new tool when implemented. 

(Hint, you want to write up this continuous improvement project and log it, indicate time frames and steps 
involved) 

Close out your Non-conformity and Client Issue: 
You now need to review all the items in your non-conformity and implement your action items and submit to the 
Quality Assurance Director as implemented. The Quality Assurance Director will review this in 45 days to ensure all 
action items are continuing to be followed.  Call the client with the status update of everything, close the client 
issue and indicate all the action items you are taking and the status of them. 

45 Day Review: 
OK, it is now day 45 of the closure of the non-conformity. You review the status of the non-conformity and review 
the solutions put into place.  You find out that it is day 90 for this client. Recoveries are up because “We Find 
Anyone” software has located 80 % of the skip accounts, recoveries are up, settlements are being approved by the 
client, Client services is following the procedure for cancellations after you performed the audit and the Client has 
decided to keep all the business with you because of your prompt handling of the matter and no balls were 
dropped. Congratulations! 

THE CLIENT IS HAPPY!!!! 

Included in this Session: 

 Blank client issue form

 Blank client issue log

 Blank pareto diagram (fishbone)

 Blank non-conformity form

 Blank non-conformity log

 Blank template for a procedure

 Blank template for a continuous improvement

 Blank Continuous Improvement Log

 Client issue procedure

 Non-conformity procedure

 Settlement procedure
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Client Issues Sample Form 

Name of person taking call: CI #: 

Assigned Team 
or Individual 
Type of Service (e.g., Accounts Receivable, Collection, etc.) 

Date Received: 
Contract # Invoice # Sales Order #: 

NATURE OF Client’s CONCERN 

a a a a 
Remittance 
Status Reports 
Customer Service 
Recoveries 

REMARKS: 

ACTION TAKEN: 

Corrective Action Req.? Yes / No 
If Yes, Targeted 
Resolution Date 

Corrective 
Action No. 
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Client Issues Required Log 

CI Log # Client Name or Client # Received By Date 
Received 

Assigned 
Team or 
Individual 

*NCAR # Date Closed 

*NCAR - Non-conformance Corrective Action Requirement
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Root Cause Analysis Pareto Diagram 

Procedures/Process Information/Req. 

EquipmentPeople

Why? 

Problem Statement

Why? 
Why? 

Why? 

Why? 

Why? 
Why? 

 
Why? 

Why? 

Why? 
Why? 

Why? 

Why? 

Why? 
Why? 

Why? 
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Non-conformity & Corrective/Prevention Action Required Report 

Department: Corrective/Preventive Action #:  

Date opened Corrective/Preventive Action: Targeted/Proposed Resolution Date: 

1. Describe Nonconformity or Goal of Preventive Action:

Written by: Date: Element #: 

2. Action taken to contain nonconformity (i.e., if applicable):

Action taken by whom: Date:  

3. Team or individual assigned to solve problem or potential problem:

4. Root Cause of the problem or potential problem:

Date: 

5. Corrective/Preventive Action recommended to solve problem:

Date: 

6. Date Corrective/Preventive Action implemented:

7. Describe effectivity results (i.e., did the corrective/preventive action solve the problem):

Reviewed by: Date Corrective/Preventive Action closed: 

8. Date reviewed for trend analysis:

9. Reviewer’s Comments:

 Major Nonconformance 

 Minor Nonconformance 
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Non-conformity & Corrective Action Required Log 

Corrective 

Action 

Number 

Date 

Opened 

Assigned 

Team or 

Individual 

* Projected

Corrective

Action

Solution Due

Date

Date 

Corrective 

Action 

Implemented 

Date 

Corrective 

Action 

Reviewed 

for 

Effectivity 

Date 

Closed 

Element of the 

Blueprint 

(*Major Non-

conformance) 

* If proposed solution date is missed, a status report is required to be placed in file & a new dated assigned.
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Blank Procedure 

Name of Procedure: 

1.0 PURPOSE (WHY) 

2.0 SCOPE (WHEN/WHERE) 

3.0 DEPARTMENTS RESPONSIBLE FOR IMPLEMENTATION (WHO) 

4.0 GENERAL (WHAT) 

5.0 PROCEDURE (HOW) 
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6.0 RECORDS 

7.0 FORMS 

8.0 DEFINITIONS 

9.0 REFERENCE DOCUMENTS 

80



ACA International Blueprint QMS Foundational Training Participant Workbook Version: July 2021 

© 2021 ACA International. All Rights Reserved. 

Continuous Improvement Project Required Log 

Description of Continuous 

Improvement Project 

Assigned Team 

or Individual 

File 

Locator ID 

Date Project 

Started 

Date Project 

Completed 
Element of 

Blueprint 
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Continuous Improvement Status Required Report 

Assigned Team or Individual: File Locator ID: 

Date Continuous Improvement Started Element #: 

A. Briefly Describe Continuous Improvement Project:

Written by: Date: 
B. Key Status Milestones, if any (example – planning stage, training, pilot program, implementation, etc.):

Written by: Date: 
1. First Milestones - Describe what was accomplished: Scheduled Completion 

Date: 

Written by: Date: 
2. Second Milestones - Describe what was accomplished: Scheduled Completion 

Date: 

Written by: Date Completed: 
3. Third Milestones - Describe what was accomplished: Scheduled Completion 

Date: 

Written by: Date Completed: 
4. Fourth Milestones - Describe what was accomplished: Scheduled Completion 

Date: 

Written by: Date Completed: 
5. Project Completed - Describe what was accomplished: Scheduled Completion 

Date: 

Written by: Date Completed: 
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Client Issues Procedure CP_301 

1.0 PURPOSE 

The purpose is to provide instruction for the management of client questions or requests, follow-up, and issues. 
2.0 SCOPE 

This procedure applies to incoming client contact regarding further account information that is required, or any 
client issue presented.  This applies to general questions asked by the clients for additional information or 
clarification 
3.0 Departments Responsible for Implementation 

3.1 All Employees 
3.2 Administrative Assistant 
3.3 Director of Quality Assurance 
3.4 Sales  

4.0 GENERAL 

4.1 Any employee who receives a client call where the client needs resolution of an issue will initiate a 
Client Issues Report. 

4.2 Management will ensure resolution of the issue is accomplished. 
4.3 Sales will follow up with the client when issues have been resolved and verify the client is satisfied 

with the results. 
4.4 Director of Quality Assurance periodically reviews resolved Client Issues. 

5.0 PROCEDURE 

5.1 Calls received from clients regarding an issue needing resolution require immediate resolution when 
available. 

5.2 The employee who received the call completes the client issue form following the call. The employee 
will 

5.2.1 Indicate what client called and the contacts name, and sales rep. 
5.2.2 Indicate the nature of the client’s concern 
5.2.3 Determine the problem and describe the client’s concern in the remarks section 
5.2.4 Determine who the client issue should be assigned to for resolution 
5.2.5 If immediate action is required, copy the client issue form, and provide it to the 

individual or team that can resolve the issue immediately. 
5.2.6 Direct form to Administrative Assistant 
5.2.7 If the department is unable to get a response within a reasonable amount of time, then 

the Sales rep is involved to assist 
5.3 The Administrative Assistant will 

5.3.1 Log the issue in the client issues log. 
5.3.2 Route client issues form to the appropriate Department Manager for resolution. 
5.3.3 Route a copy of the client issue to the appropriate Sales Rep. 

5.4 The Department Manager will 
5.4.1 Review the client’s issue and any action that has already been taken to resolve the client 

issue 
5.4.2 Report any non-conformity by initiating a Non-conformity/Corrective Action Report. 
5.4.3 Report to sales on the nature of issue and action taken for resolution. 
5.4.4 Follow up with sales and the client on the resolution of the issue. 

5.5 The Sales Department will 
5.5.1 Act as liaison for special requests 
5.5.2 Follow up with the client to ensure client satisfaction is achieved. 
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5.5.3 Communicate back to client a resolution for information in a reasonable period of time 
with accuracy and thoroughness if department is unable to obtain client contact. 

5.5.4 When necessary, will note the client master. 
5.6 Director of Quality Assurance will 

5.6.1 Review resolved client issues for trend analysis and quarterly report findings to 
management and sales. 

5.7 Client Issues will be discussed weekly with sales and management to review the nature of the client 
issues and discuss what action has been taken. 

6.0 RECORDS 

Director of Quality Assurance will maintain copy of issues form until deemed obsolete. Director of Quality 
Assurance will maintain issues log based on issues form. (CF_304-2).  All records are maintained in accordance 
with Management of Records and Data ALL_CP_1401. 

7.0 FORMS 

7.1 CF_301-2 Client E-mail Setup form 
7.2 CF_304-1 Client issues form 
7.3 CF_304-2 Client issues log 
7.4 CF_304-3 Special Report Request 

8.0 DEFINITIONS 

See Definitions in CM page 2 
9.0 REFERENCE DOCUMENTS 

9.1 Blueprint QMS Element 3 
9.2 SAL_CP_305  Internal Communication of Client Information 
9.3 SAL_CP_301  Client Calls/Questions 
9.4 CS_CP_811  Inbound Call Handling 
9.5 ALL_CP_807  Compliance with Collection Regulations 
9.6 ALL_CP_1101 Reporting Non-Conformities 
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Reporting Non-Conformities CP_1101 

1. PURPOSE

The purpose of this procedure is to provide instructions for identifying, reporting, controlling, and processing
non-conforming services or data.

2. SCOPE

This procedure applies to all non-conforming services or data.

3. DEPARTMENTS RESPONSIBLE FOR IMPLEMENTATION

All Departments

4. GENERAL

4.1. The Director of Quality Assurance is responsible for establishing procedures used for initiating and
recording non-conformance.

4.2. The Director of Quality Assurance Reviews Non-conformities to ensure that they are resolved.
4.3. Corrective Action – When a non-conformity is identified, the heading and sections 1 & 2 of the “Non-

conformity & Corrective/Preventive Action Report” (NCAR) are filled out as prescribed as in Reporting 
Non-Conformities (ALL_CP_1101) 

Section 3 The department manager (i.e., where the non-conformity occurred) will assign a team 
to investigate the cause(s) of the non-conformity and initiate the appropriate corrective 
action to prevent recurrences. 

Section 4 The team determines the root cause of the problem.  
Section 5 The team implements the corrective action  
Section 6 The team records date of corrective action implementation 
Section 7 Director of Quality Assurance reviews corrective action within 30 to 45 days (i.e., 

timeliness) to determine if the corrective action solved the problem. If corrective action 
solved problem, Director of Quality Assurance signs & dates form. If the problem is not 
solved the corrective action is returned to the team for further action. 

5. PROCEDURE

5.1. All employees:
5.1.1. Will identify and take immediate action to prevent further non-conforming activities from 

occurring. 
5.1.2. Reports the potential non-conformity to the appropriate supervisor to decide if further action is 

required. 
5.1.3. Complete the Non-Conformity form and gives to their supervisor for approval. 
5.1.4. If further action is required, a Non-conformity Corrective/Preventive Action Report (NCAR), is 

initiated. 
5.2. The Department Supervisor will 

5.2.1.  Fill out the following sections of the NCAR Report: 
5.2.2. Section 1 – Describe the non-conformity 

5.2.3.   Section 2 – Action taken to contain non-conformity (i.e., if applicable) 
5.2.4.   The Department Supervisor will deliver to the Administrative Assistant to Log 

5.3. The Administrative Assistant will 
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5.3.1.   Log the form in the Non-conformity & Corrective Action Log and photocopy the Non-conformity 
and assign it to the proper manager. 

5.3.2.   Set the projected resolution date to be on the date of the next Blueprint meeting. 
5.3.3.   Categorize monthly and tallies the above information and enters it on Trend Analysis Form. 

5.4. The Department Manager will: 
5.4.1.   Assign a team to investigate the cause(s) of the non-conformity and initiate the appropriate 

corrective action to prevent recurrences. 
5.4.2.   Monitor the status of the non-conformity resolution. 
5.4.3.   Prioritize reopens to resolve timely. 
5.4.4.   Non-conformities and Corrective Actions are reviewed weekly with management who report the 

key issues and how the Non-conformity or Corrective Action was, or is, being resolved. 
5.5. Quality Assurance Director will 

5.5.1.   Review all non-conformities in 30 to 45 days to ensure resolution is still working. 
5.5.2.   Reopen any non-resolved non-conformities and assign to proper manager for resolution. 

6. RECORDS

6.1. Completed Non-conformity & Corrective Action Reports (NCAR) are forwarded to Director of Quality
Assurance to be filed. They are filed in the NCAR file and maintained for 3 years.

6.2. The NCAR report log is maintained by the Administrative Assistant.
6.3. All records are maintained in accordance with Management of Records and Data ALL_CP_1401.

7. FORMS

7.1. CF_1201-1 Non-conformity Report 
7.2. CF_1201-2 Non-conformity Log 

8. DEFINITIONS

See Definitions in CM page 2 

9. REFERENCE DOCUMENTS

9.1. Blueprint QMS Element 11
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Settlement Worksheet CF_804-1 

Please complete the following & return to collections supervisor for approval of settlement offer. 

SETTLEMENT WORKSHEET 

Total Offered Amount $  Consumers Name: 

Client #1: Client #2: Client #3: 
Account #(s) Account #(s) Account #(s) 

Principal Balance: $ Principal Balance: $ Principal Balance: $ 

Court Costs: $ Court Costs: $ Court Costs: $ 

Offered Amount: $ Offered Amount: $ Offered Amount: $ 

Percent of SIF: % Percent of SIF: % Percent of SIF: % 

SETTLEMENT QUESTIONS 

What is your (consumer & spouse) total monthly income? $_______________ 

Do you and your spouse work? (If yes, where?) 

Do you or your spouse pay or receive child support? (If yes, how much?) 

How many dependents do you & your spouse have? 

Do you own your home or any real estate? (If yes, what is the total appraised value?) 

How much equity do you have in your home or real estate? 

Any other assets (retirement funds, life insurance, stocks, bonds, IRA's, etc.)? (If yes, what is the value?) 

Who are your creditors and what is your amount of past due debt? 

Why do you want to settle or why do you feel client should accept less than the full amount? 

What is the source of the settlement money and how can I verify that? 

Date(s) contacted client: Date Rec’d Sheet: Approved 
Amount: 

Date 
Approved: 

 Instructions: 
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Settlements _CP_804 

Settlements 
1.0 PURPOSE 
The purpose of this procedure is to provide instruction for management of settlement offers. 
2.0 SCOPE 
This procedure applies to all settlement processes and individuals who would participate in the settlement 
process.  
3.0 Departments Responsible for Implementation 

3.1 Collection Services  
3.2 Compliance 
3.3 Sales Representative 
3.4 Management 

4.0 GENERAL 
4.1 When an offer of settlement is received on an account for anything less than the full amount due, we 

will negotiate the best possible settlement amount for our client and the information we obtain 
regarding the offer will be presented in a professional, accurate, and timely manner to our client. 

5.0 PROCEDURE 
5.1 Collection Specialist 

5.1.1 Negotiates or receives an offer of settlement from a consumer, consumer’s attorney or 
approved third party. 

5.1.2 Completes the settlement worksheet and delivers it to the Department Manager or 
Supervisor. 

5.1.3 Communicates the client’s position on the offer to the consumer, consumer’s attorney 
or approved third party and arranges payment of the settlement or an alternative if the 
settlement was denied or a counteroffer was received 

5.2 Department Manager or Supervisor 
5.2.1 Review Settlement to determine if in client’s best interest within 2 days 
5.2.2 Communicates to the client the offer of settlement and information obtained through 

the settlement worksheet within 2 days 
5.2.3 Communicates the client’s position on the settlement to the Collection Specialist or 

Special Services. 
5.2.4 If necessary, escalate the settlement request to the Sales Rep for settlement resolution. 
5.2.5 Will document account accordingly 

5.3 Sales Rep will: 
5.3.1 If required, will work with the client and the Collection Services Manager to obtain 

resolution of the settlement request. 
6.0 RECORDS 
Settlement worksheets are kept and maintained by the Collection Services Department Manager. All records are 
maintained in accordance with Management of Records and Data ALL_CP_1401. 
7.0 FORMS 

7.1 CF_804-1 Settlement Worksheet 
8.0 DEFINITIONS 
See Definitions in CM page 2 
9.0 REFERENCE DOCUMENTS 
9.1   Blueprint:2000 Element 8 
9.2 SAL_CP_305 Internal Communication of Client Information 
9.3 COL_CP_802 Communication in Attempt to Collect a Debt 
9.4 COL_CP_805 Solicitation of Payments 
9.5 ALL_CP_807 Compliance with Collection Regulations 
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CERTIFICATION SUBMISSION TASKS 

1. Develop your Company Manual

• Must include your Management Policy Statement and at least one Procedure for each of the 18
Elements of Blueprint QMS

2. Track Client Issues, Nonconformities, Consumer Complaints and Continuous Improvement Projects for a
minimum of 3 months using the required forms

3. Perform and document Company Training for a minimum of 3 months

4. Conduct Internal Audit

5. Hold your Management Review

6. Select an external CPA for Attestation of your Blueprint QMS Program

• The CPA must be a third party that is not an employee of your company

• The CPA attests that your submission paperwork is a true representation of your Blueprint QMS
program:

1. You have records (reports, notes, etc.) to back up your logs and checklists

2. You have procedures written for each of your Company Manual’s table of content items

• Advocate that this is an attestation, not an audit. Many CPA firms charge thousands of dollars for
auditing a program – the attestation should only take a few hours.

7. Complete and return the Blueprint QMS application to ACA

• Currently there are three steps to this process:

1. Send in application to become Blueprint QMS Certified (available on ACA’s website)

2. Upon application being completed, ACA will send you the Evaluation Agreement and request
applicable fees.

3. Upon fees being paid you will receive the instructions and final submission instructions.

8. Have external CPA attest to your Blueprint QMS

9. Send your Submission Packet to the auditing firm – instructions for uploading your submission packet online
will be provided to you.

Compliance Requirement 
• To fulfill the compliance portion of Blueprint QMS, attendees must also attend at least one of the

following ACA online seminars:

• Introduction to Collection Industry Compliance

-or-

• Advanced Compliance: Conducting a Risk Assessment

-or-

• Advanced Compliance: Controls and Corrective Actions.

• Or, if someone from your company holds the ACA Credit and Collection Compliance Officer (CCCO)
designation that would qualify as well.

• Please refer to ACA’s event page online for upcoming dates on these seminars.
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Certification Submission Checklist 
 A copy of the certificate that an employee attended ACA’s Blueprint QMS training.

 A copy of a certificate or proof that at least one employee attended outside professional practices training
over the last 12 months (i.e., training that supports the ACA Blueprint QMS).

 The minutes of your legal changes review meeting and one other management review meeting that have
taken place within the last 3 months and up to 12 months

 The title page and table of contents of your Company’s Professional Practices Manual

 A signed statement that the Company’s Blueprint Quality Management System complies with the ACA’s
Blueprint QMS

 Your completed Management Review Checklist

 Nonconformance trends (i.e., by element of the ACA Blueprint QMS) covering at least the last 3 months
and up to 12 months Trend Analysis Reports (Jan – Jun and July – Dec)

 The client issues log covering at least the last 3 months and up to 12 months. Client Issues Log

 The consumer complaint log covering at least the last 3 months and up to 12 months. Consumer

Issue/Complaint Log

 The nonconformance log Nonconformity & Corrective Action Log covering at least the last 3 months and
up to 12 months

 One completed corrective action report Nonconformity & Corrective/Preventive Action Report covering
at least the last 3 months and up to 12 months

 A list of the continuous improvement projects that were worked on for at least the last 3 months and up
to 12 months (only need to complete 1 project per year) Continuous Improvement Log

 A status report of one of the continuous improvement projects listed Continuous Improvement Status

Report

 The Internal Audit Checklist, covering at least the last 3 months and up to 12 months

 The training course log covering at least the last 3 months and up to 12 months – must include ACA’s
Code of Ethics Training and at least one outside training course – Training Course Log
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IMPLEMENTATION PLANNING 

• Select project leader and team
• Break out Blueprint QMS requirements into digestible components and determine which components

should be implemented first
• Perform a gap analysis of current company documentation and processes compared to the Blueprint QMS

requirements
• Educate entire company - talk about what will happen and how things will be better (improved

communication, less mistakes, etc.)
• Educate your clients

Implementation Preparation 

• Obtain buy-in from management and owner
• Educate and sell key employees
• Select a leader who

• is accountable for the project
• reports to senior management
• can get things done

• Select a project team who
• is accountable for project tasks
• reports to project leader
• represents various departments
• resolves problems and manages change

• Identify which components you want to implement first
• Compare Blueprint QMS submission requirements to current processes

• For example: How are we handling client complaints today? What can we tweak to get the Client
Issues Log completed for Blueprint QMS?

• Develop a Project Plan
• Educate company on the benefits of Blueprint QMS, share your plan
• Determine how you are going to market your Blueprint QMS certification to your clients, potential clients,

and the public

Develop a Project Plan 

• Develop a Scope Statement that includes:
• The business need for achieving Blueprint QMS Certification
• A general overview of what needs to be accomplished. For example, develop one procedure for

each Blueprint QMS Element
• The benefits of achieving Blueprint QMS certification
• Key milestones

• Develop a task list based on what needs to be done
• Break work into tasks
• Assign who is responsible for each task

• Schedule tasks based on desired time frame (be realistic)
• Determine target certification date and work backward
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• Assign completion dates to activities
• Revise target certification date if needed
• Remember, a decision without a deadline is just a discussion!

• Identify any associated costs for each task
• Do you need to purchase software, add staff, etc.?

IDEAS FOR WHERE TO START 

• Identification and reporting of Nonconformities, Client Issues, and Consumer Issues/Complaints
• These items will help drive development of useful documentation

• Development of one Procedure for each Element
• This will meet the requirements of Blueprint QMS, without being too overwhelming and allows

you to perfect your document controls, formats, and naming conventions with a sample of
documentation.

FINAL EXERCISE: Takeaways and Action Items 

What are the first 3 things that that you are going to do? Write them down and 
set some measurable goals. 

Action Item #1 and Due Date 

Action Item #2 and Due Date 

Action Item #3 and Due Date 
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