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BS EN ISO 9002: clause 4.16

Amendments Procedures

All copies of this Quality Manual must be kept under strict control to 

prevent the System from becoming unreliable.  The following 


Procedures will ensure that the system remains current and valid.

1)
 All copies of the manual will be clearly numbered and the Holder recorded.



2)
Each page in the Manual will carry its own number.

3)
The Quality Representative will be responsible for all revisions and additions being recorded.



4)  
Changes can be suggested by any Employee but must receive 


signed approval before being entered into the manual.



5)  
All changes must be recorded on the Amendments List 



(PRM00 5/6) and appropriate pages in each Manual changed.
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BS EN ISO 9002: 1994: clause 4.1.3

Introduction

The quality System requires periodic review to ensure that it meets 


requirements in respect of authority, effectiveness, resource planning 

and the definition of policy and is kept up to date.

Scope
The scope in this review section will cover all operations within the company.

Responsibilities
The quality systems shall be reviewed by The Senior Management at least annually to ensure its suitability and effectiveness. 

It shall be the duty of the Managing Director to review the reports produced for and through the management review meetings and approve or reject any suggestions arising.
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BS EN ISO 9002: 1994 clause 4.1.3

Procedure
1)
Routine reviews of quality audits should be undertaken by the Review Meeting and will be noted as a standard item on the agenda, this will include an update on the progress of any outstanding actions by the Quality Representative. (QMF06).


2)
The discussion of Customer complaints will be an agenda item at 

the review meeting and the Customer Complaints Records (QMF04) 
will be available together with any relevant correspondence.


3)
Any quality information felt to be relevant can be referred to the 


meeting by any employee.


4)
Training requirements and activity are discussed and any action 


agreed.  An item is reserved on the agenda for this purpose.

5)
All agenda items are minuted and progressed by the Quality Representative who will arrange for at least one Management Review meeting each year.


7)
A review of the suppliers of items and services for the company’s 

products is to be undertaken at each meeting and alterations made to 
the preferred suppliers list as is seen to be necessary in the light of 

current performance.
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BS EN ISO 9002: 1994: clause 4.18

Introduction
In order that the Company’s requirement for personnel capable of 


meeting the quality needs and objectives is met, a periodic 



review of training is undertaken.

Scope
This section will cover the training requirements of any person within the company who directly or indirectly affects quality.

 Responsibilities
It shall be the responsibility of the Managing Director to ensure that an effective programme of training is in place for all persons in all aspects of the quality system.

The Managing Director shall verify individual experience and qualifications and identify areas for future training to ensure that personnel are capable of performing their assigned tasks. 
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BS EN ISO 9002: 1994: clause 4.18

Procedure
1)
To meet the Company’s objectives of continual improvements in its 
quality performance, the performance of all personnel is reviewed.


2)
The training and experience of each employee is assessed against 

any changes that have taken place, or are about to take place and 

additional training needs are identified.


3)
The Company’s policy of recruiting and procuring personnel with 


the required level of skills, experience and education is reviewed in the 

light of labour availability and also changes in the nature of the 


Company’s work.


4)
A review of the input of staff and senior employees as to the 



effectiveness of their duty to ensure that all employees under their 


control are adequately trained.


5)
Upon the identification of any specific training requirement, the item 

is passed to the Managing Director for review against the company’s needs and action as appropriate.


6)
Full records are maintained of any training activity affecting quality 

whether within the Company or by external Agencies (QMF01) and the 
records will be reviewed at least annually.

7)
Training is to be an item on the Management Review Agenda. (QMF06)
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BS EN ISO 9002: 1994; clause 4.17

Introduction
All the Company’s quality systems need to be audited on a systematic 

basis to ensure that the planned arrangements are being met in 


practice.

Scope
The scope of this section covers all the company’s operating areas

Responsibilities
It shall be the responsibility of the Managing Director to schedule the internal audits according to the importance of the individual activities. The Managing Director will also appoint and direct persons to perform the audit and to document the process and findings.
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BS EN ISO 9002: 1994; clause 4.17

Procedure
1)
The Quality Representative, as defined in the Quality manual, is responsible for the organisation of an audit of the Quality System at defined intervals.  The interval is to be at least three monthly and is to be structured in such a manner as to ensure each procedure is audited at least annually (QMF02).


2)
The Quality Auditor, as identified in the Quality Manual 


(QAM07 PAGE 8), will assist the Quality Representative in the audit.


3)
Using the procedure itself as the schedule, each element should be 
checked to ensure that its requirements are being met and that the 

overall purpose of the procedure is being fulfilled.


4)
Written notes on variances, non-conformance and omissions will 


be taken (QMF03) and circulated for action to appropriate personnel.

5)
The Quality Representative will be responsible for following up designated actions and for the making of information on incomplete items available to the Management Review Meeting (QMF06).


7)
The results of all quality audits should be retained on file for at 


least three years.
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BS EN ISO 9002: 1994: clause 4.5

Introduction
To demonstrate that the Company’s stated quality objectives have 


been satisfied, a detailed system of control for quality related 


documentation needs to be maintained.

Scope
All quality documents shall be reviewed for adequacy and approval prior to issue. The review will cover the quality and procedures manuals, purchasing, audit and process control documents as well as the company’s price lists and the calibration procedures.

Responsibilities
It shall be the responsibility of the Managing Director to ensure that the documents described in Scope are approved for adequacy prior to issue and that change documentation is completed.
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BS EN ISO 9002: 1994: clause 4.5

Procedure
1)
All quality manual documentation will carry a unique identification 

number, an issue number and the date from which the document 

becomes effective.


2)
Other quality documents will be clearly identified by their heading 

which can be traced back through the document Register.


3)
A Master Register will be available and will carry the current issue 

of each document.  The Master Register will be the only source of 

copies.


4)
All forms will be periodically assessed under the Quality Audit 


procedures for currency and fitness for the job.


5)
Any changes required to documentation will be processed through 

the Quality Representative.


6)
All completed quality documentation will be retained on file for at 

least three years.


7)
The responsibility for the maintenance of the quality documentation 

files will rest with the Quality Representative.
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BS EN ISO 9002: 1994: clause 4.3

Introduction

The Customer’s needs must be fully understood and agreed and the 

Company must establish that it is in a position to meet those needs.

Scope
The scope of this section shall be to include all orders received by any means which will include Phone, Fax, Mail, Email and Direct.

Responsibility
It is the responsibility of the Managing Director or Engineering Manager to ensure that all orders and contracts are reviewed to ensure that requirements are adequately defined and documented, or in the case of verbal orders are agreed prior to acceptance.

Any differences between quotation and order shall be resolved by the Managing Director or Engineering Manager who will also ensure that capacity, stock and other contractual requirements can be met.

Amendments to contract will be reviewed and circulated to involved persons by the Managing Director or Engineering Manager

The Managing Director or Engineering Manager will maintain all records of contract reviews
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BS EN ISO 9002: 1994: clause 4.3

Procedure

1)
On receipt of an enquiry or invitation to tender, whether verbal, telephone or written, the requirements are immediately date stamped, if written and referred to the Managing Director for consideration.

2)
If a decision to decline to quote is taken, then the Managing Director will inform either the person nominated to handle the enquiry or the customer direct.

3)
Where a quotation is to be submitted, a record will be maintained on the computer of the details for future reference 

4)
On receipt of work, details of the customer’s requirements are entered onto a job sheet from the purchase order. Where they are not specified on the purchase order, are unclear or are different to a specified quotation the customer is contacted and the requirement clarified. 

5)
Order acknowledgements are not issued for repairs.

6)
Where, during repair, additional work is found that is outside the standard price or quotation the details will be faxed or posted to the customer using the Faxed Quotation form (QMF 07) 

7)
The order will be progressed subject to the customer’s decision, which is confirmed by fax-back of the quotation form. (QMF 07)

8)
Where the customer’s required repair date cannot be met, the customer is advised and a completion date agreed relative to the circumstances. 
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BS EN ISO 9002: 1994: clause 4.6

Introduction
To maintain the quality of the final product or service, control must be 

exercised over the purchased components used.  To this end clear 


specification of requirement is needed and evidence of the Suppliers 

and sub contractors meeting these requirements.

Scope
All purchased products and services used by the company will fall within the scope of this procedure

Responsibilities
The Managing Director shall be responsible for the assessment and selection of suppliers on their ability to meet requirements. 

The Managing Director or nominated representative will ensure that all purchased product, materials and services are clearly described in the company’s orders and the Materials Controller or nominated representative will ensure that the purchased items conform to the specified requirements.
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BS EN ISO 9002: 1994: clause 4.6

Procedure

1)

Items effecting Products or Services received by the Customer must be purchased from the Preferred Suppliers List. Other suppliers will be used on an ad-hoc basis where specialised items are required or where the required items are unavailable from the normal supplier.

2)
Purchase orders are initiated on the computer which logs the originator and where a physical copy is generated they are signed by the Managing Director or Engineering Manager. The bulk of the purchasing requirement is covered by repeat orders with well established and proven suppliers and sub contractors.


3)
The supplier is required to supply to the specification, quantity and

price as specified on the purchase order.  In general, the specification 
is taken directly from their parts list/catalogue.


4)
Purchase orders may be faxed, written or telephoned.  Where 


telephoned, the order numbers will be quoted and recorded.  All goods 

inward will be checked against purchase order number.

5)
On receipt of materials on site, staff checks that the requirements of 
the purchase order are satisfied and sign the advice note accordingly.


6)
In view of the Company’s low purchasing power with its Suppliers a 
vendor rating system will not be operated.


7)
Adjustments are made to the preferred suppliers list through the 


Management Review Meeting on the evidence of reported deficiencies 

by involved employees.
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BS EN ISO 9002: 1994: clause 4.9

Introduction

It is essential that operations are adequately controlled to maintain the 

Quality Standards set out by the Company.  This would require 


monitoring of the operations and provision of adequate instructions 


and criteria for satisfactory execution.

Scope

The scope of this section covers the repair of the customer’s products in a manner which will ensure that the processes are carried out under controlled conditions.

Responsibilities

It shall be the responsibility of Managing Director or Engineering Manager to ensure that the appropriate procedures are adopted, the absence of which would effect quality. Also to ensure that criteria for workmanship and the approved processes and equipment to achieve those criteria are available.

In addition, where applicable the Managing Director or Engineering Manager shall ensure that the work is completed using compliance with reference to standards and documented procedures.  
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BS EN ISO 9002: 1994: 4.9

Procedure

1)
On receipt of the unit from the customer it is checked in by Goods-in and placed in the area awaiting processing.

2)
As soon as possible after receipt the unit is booked onto the system by and a job card is raised with the following minimum information:

· Date Received

· Job Type

· Our P/T No.

· Customers P/T No.

· Description

· Serial number of the unit

· Due Date

· Customer’s Purchase order No.

· Customer Account Number

· Reported fault 

3)
Unless specified by the customer the work will be scheduled on a 5 working day turn round basis. Where specified by the customer an Express service will be provided with a 48 working hour turn round. 


4)
Details of the job card are retained on the computer system.

5)
There are three categories of repair:

· Standard repair item

· Repair subject to Quotation

· Warranty repair
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BS EN ISO 9002: 1994: clause 4.9

6)
Once the job card has been raised and printed it is placed with the unit in the WIP area awaiting allocation to an engineer for repair.

7)
Each morning the Engineering Manager or nominated representative runs a WIP list and allocates work to the available engineers relative to its prioritisation.

8)
Where replacement components are required for the repair these are booked out onto the system against the Job Number and also recorded on the job card.

9)
If the unit requires parts that are additional to the quotation or are outside the standard repair price the unit is placed in the ‘on hold’ area until the customer’s instructions are received. (See procedure PRM 05)

10)
Where the customer authorises the additional repair the system is updated with the revised agreed cost of repair.

11)
Upon satisfactory completion of the repair and testing process the unit is ‘booked out’ of the system with details of the work completed being noted. The Job Label (QMF 10) is placed on the unit in a position that ensures that the label is damaged by any access to the unit

12)
The repaired unit is placed in the ‘goods out’ area for packing and despatch.
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Warranty Repairs
12)
Warranty repairs are given high priority and processed on an Express Service basis.

13)
On booking a warranty repair onto the system a copy of the job card for the original repair is printed to confirm that it is within the warranty period and so the engineer can assess whether the current failure is a warrantable issue.

14)
The job label is checked for damage, if damaged in a manner that indicates the unit has been opened the warranty is invalid and the customer advised accordingly. 

15)
Also where the unit is found to be outside the warranty period or the failure is not associated with the original repair the customer is informed and their authorisation to proceed requested. (See PRM 05) 

16)
Defective components are suitably identified and placed in the Quarantine area for return by the stock controller to the supplier under their warranty procedure. 

Supply of Parts Only
17)
Details of the customer’s requirements will be received by phone, fax or post. Where the order is by phone details of the customer’s details and requirements are noted and passed to the Stock Controller for action.

18)
Upon completion of the order a delivery note (QMF 11) is produced and the items packed ad despatched in the normal manner. 
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BS EN ISO 9002: 1994: clause 4.13

Introduction
In the event of substandard work being produced, the offending 


product or service needs to be identified to prevent potential Customer 

complaints and the causes need to be reviewed to prevent recurrence, 

if possible.

Scope
Will provide for the identification, evaluation, segregation, (if necessary) of non-conforming product and for the advising of those responsible for action.

Responsibilities
At goods inward the Stock Controller or nominated representative will identify any non-conformance and during the process it is the responsibility of all persons to identify such product and to generate appropriate documentation.
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BS EN ISO 9002: 1994: clause 4.13

Procedure

1)
Incoming products are examined at the ‘Goods Inward’ stage and any products showing physical damage are marked and returned to the supplier immediately.


2)
 Where urgent release is requested before full inspection, the 


delivery note will be endorsed accordingly and retained until the items 

have cleared the system.  The items will be clearly identified in 


process.

3)
Variations to standard on site will be identified by the Engineering Manager or nominated representative n a continuous review basis.  Non conforming work will be in receipt of an instruction to the Employee concerned to rectify the defects before proceeding.

4)
Product, which in the opinion of the Engineering Manager, will not respond to rectification or rework is removed promptly from the Workbench and marked clearly awaiting the customer’s instruction.
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BS EN ISO 9002: 1994: clause 4.15

Introduction

The Company’s products and materials need to be cared for in 


handling during receipt, storing, packing and dispatch.  They need to 

be properly packaged to ensure that they reach the Customer in a 


sound condition.

Scope
The scope of this section shall cover all aspects of handling, storage, packaging, preservation and delivery of all products.

Responsibilities
It shall be the responsibility of all persons within the company to ensure that appropriate procedures are adhered to in respect of handling, storage, packaging, preservation, and delivery of all products.
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BS EN ISO 9002: 1994: clause 4.15

Procedure
1)
All product and materials are checked at goods inward receiving.


2)
Storage is within designated areas where conditions are 



appropriate for the products and materials.


3)
As part of stock taking procedure undertaken by the


Staff, storage conditions, stock turn and obsolescence are 


noted and reviewed at the Management Review Meeting.


4)
Finished product is dispatched by carrier or collected by the customer. 

When Carriers are used the product is packed to specifications developed by the Trade to ensure safe transit.

5)
To ensure misdirection is minimised all packages have a delivery address label (QMF 11) stuck on them in addition to any carrier labels. 

6)
A delivery note (QMF 12) is raised with a copy to the Customer which requires a signature to confirm satisfactory delivery/collection without physical damage.


7)
Health and Safety and COSSH regulations are observed where 


they affect transit of the Company’s products.
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BS EN ISO 9002: 1994: clause 4.7

Introduction

The Customers own products need to be looked after with care whilst 

on the Company’s premises and during passage to the Customer.

Scope


The scope of this procedure covers all product and materials supplied by a customer and trusted to the safe keeping of the company.

Responsibilities
The Receiver shall ensure that appropriate action is taken where 

receiving documents require that the procedure should be followed.

The Purchasing Officer shall provide the necessary documents to alert the Receiver.
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BS EN ISO 9000: 1994: clause 4.7

Procedure
1)
Reference is made in the Process Control procedure to storage and 

disposal of Customer owned product and to Contract Review.

2)
Delivery of the Customer’s product or material is usually accompanied by an advice note detailing the customer’s requirements.


3)
Upon receipt the advice note is checked against the delivery and 

the advice note signed accordingly.


4)
The Advice note is retained on file and used to check stock of the 

Customer supplied product.

5)
The Company undertakes to advise the Customer of any changes 

in the condition of the supplied product and to treat it as though it were 
their own whilst it is within their responsibility.
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BS EN ISO 9002: 1994: clause 4.11

Introduction

If equipment is used to check that the product meets the customer’s 


requirements, then it needs to be properly controlled and maintained.  

It should be the correct equipment, capable of making the required 


measurements to the specified accuracy.  Where software is involved, 

it should be checked on commissioning and rechecked at specific 


intervals.

Scope

The scope of this section shall include inspection, testing and measuring equipment owned by the company and rented, on loan, employee owned or provided by customer. Test hardware and test software are to be included.

Responsibilities
It shall be the responsibility of the Engineering Manager or nominated representative to ensure that all measure, test and inspection equipment is calibrated, identified, maintained, controlled and documented at agreed intervals.

It shall be the responsibility of the engineers to identify the measurements to be made, the degree of accuracy required and the equipment to be used. 
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BS EN ISO 9000:1994: clause 4.11

Procedure

1)
Testing equipment subject to calibration requirements used throughout the Company is identified and logged (QMF 05).

2)
A record is maintained of the routine checking of any special software used in the testing of equipment.

2)
Steel rules and steel tapes will be subject to continuous inspection by their owner and changed when deterioration is apparent.
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BS EN ISO 9002: 1994 clause: 4.8

Introduction
There is a need to identify the product through identified documented procedures from receipt through repair to return to the customer and for replacement components.

Scope
The scope of product identification and traceability covers all the company’s products and services. 

Responsibilities
It shall be the responsibility of all staff to ensure that the appropriate documents required in the Scope are utilised.
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BS EN ISO 9002: 1994 clause: 4.8

Procedure
1)
The units description and serial number used as the unique identifier of the customer’s products delivered to the company for repair.

2)
Where traceability is a requirement specified in the contract, the requirements of that contract will be made available to purchasing who will ensure that purchased items meet the requirements.

3)
Replacement components are identified by the manufacturer’s part number. Those held in stock are stored by manufacturer’s part number.

4)
Specialised parts order for a specific repair are stored by job number.

5)
Each stage of the products progress from receipt to despatch is entered on the computer system against the job number; this provides the reference point for the location a unit within the premises. 
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BS EN ISO 9002: 1994: clause 4.14

Introduction
A documented procedure needs to be established and maintained to ensure that faulty products or services are identified and corrected. It is also important that causes of such faults are determined and that action is taken to reduce or eliminate the possibility of a recurrence.

Scope
The scope is to cover all corrective and preventive actions taken to correct or prevent non-conformities. 

Responsibilities
It shall be the responsibility of the persons as listed to operate the corrective and preventive action procedures:-

Customer Complaints

-    
Managing Director

Product Non-conformance

-
Engineering Manager

Process



-
Managing Director

Quality System and Records
-
Managing Director
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BS EN ISO 9002: 1994: clause 4.14

Procedure
1)
On receipt and identification of a customer complaint the details will be recorded on the Customer complaint form (QMF04). The form will then be allocated a reference and entered to the complaints register. It will be available for the Management Review Meeting.

2)
The details as received will be allocated by the Managing Director for investigation and the cause of non-conformance will be determined. Details of findings will be recorded in the appropriate section of the form.

3)
Corrective action will be determined by Managing Director or Engineering Manager who will nominate persons to carry out the corrective action agreed.

4)
On satisfactory completion of the action, details will be entered by the nominated person onto the customer complaints form and returned to the complaints register file. 

5)
Where non-conformance is identified in the process, details will be provided to the Managing Director or Engineering Manager and a decision on how to proceed requested by the individual concerned.

6)
Authorisation to continue after agreed corrective action has been carried out should be noted on the Job card.

7)
Where the non-conformance can be traced to a supplier, any affected stock will be removed from the Parts Department, clearly identified and placed in quarantine until action is determined.

8)
Preventive action will be determined through the Management review meetings from an analysis of non-conformance documentation. Documentation to be initiated to introduce agreed changes may include Work Instructions, Audit procedures and Quality Plans.
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BS EN ISO 9002: 1994: clause 4.10

Introduction
If specified requirements for the product or service are to be met and maintained, documented procedures for activities involving inspection and testing need to be maintained.

Scope

The scope is to cover all inspection and testing actions on products and services supplied by the company. 

Responsibilities


Incoming goods and products

-
Stock Controller



Products during in-process inspection
-
Engineering Manager



Finished Goods



-
Engineering Manager

	Issue:            1
	Schedule:    PRM 14
	Page Number   01 of  02

	Effective Date: 24/10/2005
	Authorised By :-
	


	SMR Computer Services

	Inspection and Testing

	Procedures Manual
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Procedure

1)
All products for repair or replacement parts, upon receipt at goods inward will be held until inspected or otherwise verified as conforming to specifications available as noted on the purchase order.

2)
On satisfactory verification, the product or parts will be transferred to the Parts Department or appropriate storage area awaiting repair, the despatch note will be endorsed to indicate release.

3)
If the product or material does not meet the required specification it will be identified and transferred to a holding area. Information will be passed to Managing Director or Engineering Manager to resolve the problem.

4)
Where product or material is required urgently, it may be released with minimal inspection but full traceability will be retained.

5)
Where traceability is a requirement, PRM 12 will be employed.

6)
In process inspection will be conducted as appropriate to a given repair No product will be released from production until all operations and test procedures have been satisfactorily fulfilled.

7)
Final inspection and testing will either be software driven or by ‘soak test’ for a minimum of 8 hours. Any unit failing to pass the final inspection is returned to the repairing engineer for rework.

8)
Product will not be transferred to Finished Goods until all tests have been satisfactorily concluded. 

9)
Inspection and test records will be maintained and filed for review to determine preventive action.
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Introduction
To ensure that there is a clear indication of conformance or non-conformance with regards to inspection and testing, the status of the product or material needs to be identified by a suitable means.

Scope
The scope is to cover the inspect and test status of all products. 

Responsibilities


Incoming goods and products

-
Stock Controller 



Products during in-process inspection
-
Engineering Manager



Finished Goods



-
Engineering Manager
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Procedure


1)
On receipt, product and replacement parts will be inspected as required in PRM 14 and placed into storage. 

2)
In process work will be have the test status identified on the job card or by virtue of its location.

3)
Movement to Finished Goods will only take place when all previous operations have been satisfactorily concluded and documented.

4)
Units that have satisfactorily completed the final inspection process will have a Job Number label (QMF 10) placed on the unit.
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Introduction



The Quality Manual defines and documents how quality will be maintained throughout the company. Timely consideration need to be given to significant changes or introduction of new requirements.

Scope
Quality Planning is required whenever a new service is to be introduced or where to fulfil a contract significant change to the established quality process. 

Responsibilities

It is the Managing Director’s responsibility to ensure the appropriate Quality Planning takes place to meet the company’s requirements.
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Procedure
1)
One or more of the following will be required to meet the requirements of the Quality Plan:-

a)  Defined quality objectives

b)  Allocation of responsibilities

c)  Procedures, Methods and Work Instructions

d)  Appropriate testing, inspection and audit programmes

e)  Development change and modification procedures

f)  Other requirements as appropriate to meet objectives

g)  Targets for the completion of the work

2)
The control of the plan during its development phase will be through the Managing Director
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