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FOREWORD

This Quality Manual is the means by which Good Directions Ltd (the ‘Organisation’) satisfies the requirements  
of its customers, particularly with regard to management responsibility.

The  Organisation  is  obliged  to  ensure  that  its  Quality  Policy  is  fully  and  completely  understood  by  its 
employees, and that its procedures are implemented and maintained at all times.  This Quality Manual is in  
accordance  with  the  requirements  of  BS  EN ISO  9001  :  2008.   All  of  the  components  of  the  Quality 
Management System shall be periodically and systematically reviewed by both internal and external Quality 
Audit procedures.

The Quality Manager, appointed by the Organisation’s Directors, is responsible for the control of all matters 
pertaining to the implementation of these procedures.

The assurance of quality is fundamental to all  the work undertaken by the Organisation.  The procedures 
established shall be practised by all personnel at every level in the Organisation’s structure.

The International Organisation for Standardisation has specified the following definitions for use in Quality 
Management Systems:

A product is defined as the result of a process and may include any services or advice, provided to a 
customer as well as physical goods.

A customer is an organisation or person that receives a product and may include clients, purchasers, 
partners,  stakeholders  or  any  other  party  having  a  quality  related  relationship  with  you  and your 
Organisation.

A supplier is an organisation or person that provides a product.  A supplier can be internal or external  
to the Organisation.  In a contractual situation a supplier may be referred to as a contractor.

A process is a set of interrelated or interacting activities, which transforms inputs into outputs.
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COMPANY PROFILE

Good Directions Ltd was formed in 1988 as a family owned British company we are world leaders in the  
design, manufacture and installation of Exterior Clocks, Roof Turrets, GRP Structures and Copper Guttering. 
In  June 2011 it  acquired the staff  and assets of  Mach Ltd  a  sub-contract  metal  fabrication,  welding and 
machining services company.

The  Company  operates  from  premises  in  Botley,  near  Southampton.   The  Company  has  a  policy  of  
continuously re-investing in plant and machinery to improve both quality and production.

The Company is committed to quality for its staff, its services and its equipment and prides itself on responding 
accurately and promptly to all customer requirements.

The Company has an active policy of training staff at all levels to ensure that they are able to carry out their  
work efficiently and safely and are able to contribute to the achievement of Company goals.
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QUALITY POLICY

Good Directions Ltd (the ‘Organisation’) aims to provide defect free goods and services to its customers on 
time and within budget.

The  Organisation  operates  a  Quality  Management  System  that  has  gained  BS  EN  ISO  9001  :  2008 
certification, including aspects specific to its business activities.

The management is committed to:

1. Develop and improve the Quality Management System
2. Continually improve the effectiveness of the Quality Management System
3. The enhancement of customer satisfaction

The management has a continuing commitment to:

1. Ensure  that  customer  needs and expectations  are  determined and fulfilled  with  the  aim of  achieving 
customer satisfaction

2. Communicate  throughout  the  Organisation  the  importance  of  meeting  customer  needs  and  legal 
requirements

3. Establish the Quality Policy and its objectives
4. Conduct Management Reviews of the effectiveness of the implementation of  the Quality Management 

System
5. Ensure the availability of resources

The structure of the Quality Management System is defined in this Quality Manual.

All personnel understand the requirements of this Quality Policy and abide with the contents of the Quality  
Manual.

In addition to all English and EU commercial legislation and regulations, the Organisation complies with all 
legislation and regulations specifically related to its business activities.

The  Organisation  constantly  monitors  its  quality  performance  and  implements  improvements  when 
appropriate.

This Quality Policy is regularly reviewed in order to ensure its continuing suitability. 

Signed                                                 
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QUALITY STRUCTURE CHART

General Manager
Strategy
Quality
Finance
Legal

Property
Personnel

Marketing and
Office Manager

Admin
Marketing

Sales
After sales

Customer service
Engineering and

Fabrication Managers
Purchasing
Production

Quality
Stock Control

Production Staff
Goods In

Production
Packing
Despatch

This  chart  establishes  responsibilities  and  lines  of  internal  communication  within  the  Quality 
Management System and does not necessarily portray other management structures.

To provide management with a reference for the administration of the Organisation.
To provide a benchmark for the performance of management.
To provide a reference against which the performance of the Organisation can be measured.
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4  -  QUALITY MANAGEMENT SYSTEM

Purpose:

4.1 General requirements

ISO 9001 :  
2008

The  Organisation  shall  establish,  document,  implement  and  maintain  a  quality  
management  system and  continually  improve  its  effectiveness  in  accordance  with  the  
requirements of this International Standard.

The Organisation shall:

a) identify the processes needed for the quality management system and their application  
throughout the Organisation (see 1.2),

b) determine the sequence and interaction of these processes,
c) determine criteria and methods needed to ensure that both the operation and control of  

these processes are effective,
d) ensure the availability of resources and information necessary to support the operation  

and monitoring of these processes,
e) monitor, measure and analyse these processes, and 
f) implement actions necessary to achieve planned results and continual improvement of  

these processes.

These  processes  shall  be  managed  by  the  Organisation  in  accordance  with  the  
requirements of this International Standard.

Where an Organisation chooses to outsource any process that affects product conformity  
with requirements, the Organisation shall ensure control over such processes.  Control of  
such outsourced processes shall be identified within the quality management system.

NOTE Processes needed for the quality management system referred to above should  
include processes for management activities,  provision of  resources, product realisation  
and measurement.
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STATEMENT/PROCEDURE

1. As part  of  the  implementation  of  this  Quality  Management  System the  Organisation  has 
identified and documented in this Manual:

1. The processes needed for the Quality Management System
2. The sequence and interaction of these processes
3. The criteria and methods used to ensure the effective operation and control  of these 

processes
4. The means to ensure the availability of the resources and the information necessary to  

support the operation and monitoring of these processes
5. The processes used to measure, monitor and analyse these processes and implement 

action necessary to achieve planned results and monitor continual improvement
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4  -  QUALITY MANAGEMENT SYSTEM

4.1 General requirements (Continued)

2. The Quality Management System has been defined based on the following Quality Model:

3. As part of the Management Review process, the Organisation reviews the Quality Management 
System and,  when  required,  makes  changes  in  order  to  ensure  that  it  continues  to  meet 
management requirements and market conditions.
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4  -  QUALITY MANAGEMENT SYSTEM

4.2 Documentation requirements

4.2 1 General

ISO 9001 :  
2008

The quality management system documentation shall include:

a) documented statements of a quality policy and quality objectives,
b) a quality manual,
c) documented procedures required by this International Standard,
d) documents needed by the Organisation to  ensure the effective planning,  operation and  

control of its processes, and
e) records required by this International Standard (see 4.2.4).

NOTE 1 Where the term “documented procedure” appears within this International Standard,  
this means that the procedure is established, documented, implemented and maintained.

NOTE 2 The extent  of  the quality  management  system documentation can differ  from one  
Organisation to another due to:

a) the size of Organisation and type of activities,
b) the complexity of processes and their interactions, and
c) the competence of personnel.

NOTE 3 The documentation can be in any form or type of medium.

STATEMENT/PROCEDURE

1. The following documents together define the Organisation’s Quality Management System and 
ensure the effective operation and control of its procedures:

1. The Quality Policy
2. This Quality Manual
3. Office Procedures and Guidelines
4. Health and Safety Policy, Statements and Risk Assessments
5. Data Protection Act Regulations
6. Standards, Legislation and British Standards
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4  -  QUALITY MANAGEMENT SYSTEM

4.2 Documentation requirements (Continued)

4.2.2 Quality Manual

ISO 9001 :  
2008

The Organisation shall establish and maintain a quality manual that includes:

a) the scope of the quality management system, including details of and justification for any  
exclusions (see 1.2),

b) the documented procedures established for the quality management system, or reference  
to them, and

c) a description of the interaction between the processes of the quality management system.

STATEMENT/PROCEDURE

1. Management ensures that this Quality Manual includes:

1. The defined scope of the Quality Management System with any exclusions identified and 
justified

2. Documented procedures or reference to them within other documents
3. A description of the interaction of processes

2. The Organisation’s Quality Manual was originally prepared on behalf  of the Organisation by 
QMS Quality Management Systems.

3. Effective implementation of the quality administration system is monitored, on an informal basis, 
as part of the Organisation’s day to day operations.

4. A  member  of  the  quality  management  team  deals  with  instances  where  the  quality 
administration system is not correctly implemented.

5. Persistent breaches of the quality administration system are dealt with in accordance with the 
Organisation’s disciplinary procedures.

6. Such breaches are taken into account when reviewing the:

1. The overall operation of the Organisation’s quality administration systems
2. The Quality  Manual,  to  ensure  that  it  is  up-to-date  and accurately  reflects  the working 

practices of the Organisation
3. Staff training requirements
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4  -  QUALITY MANAGEMENT SYSTEM

4.2 Documentation requirements (Continued)

4.2.3 Control of documents

ISO 9001 :  
2008

Documents required by the quality  management  system shall  be controlled.  Records are a  
special type of document and shall be controlled according to the requirements given in 4.2.4.

A documented procedure shall be established to define the controls needed:

a) to approve documents for adequacy prior to issue,
b) to review and update as necessary and re-approve documents,
c) to ensure that changes and the current revision status of documents are identified,
d) to ensure that relevant versions of applicable documents are available at points of use,
e) to ensure that documents remain legible and readily identifiable,
f) to ensure that documents of external origin are identified and their distribution controlled,  

and
g) to prevent the unintended use of obsolete documents, and to apply suitable identification to  

them if they are retained for any purpose.

STATEMENT/PROCEDURE

1. The Directors have approved this Quality Manual and will approve all subsequent issues.

2. The only controlled copy of the Quality Manual is that  held on the Organisation’s computer 
system and is maintained by the Quality Manager.

3. All hard and any other electronic copies are by definition uncontrolled.

4. Proposed changes to the Quality Manual are identified during the day to day activities as well as  
more formally during the Management Review process described in Section 5.6.

5. Proposed changes are reviewed and, where appropriate, adopted by the Directors and Quality 
Team after taking into account all relevant information.

6. When adopted,  changes  are  made  to  the  controlled  copy  of  the  Quality  Manual  and  the 
appropriate personnel are notified of the change.

7. The Organisation’s computer system is backed-up daily to an external hard drive, on a weekly 
cycle with a second copy securely stored off site.
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4  -  QUALITY MANAGEMENT SYSTEM

4.2 Documentation requirements (Continued)

8. The Organisation’s CNC machine system data is backed up on a regular basis and a copy held 
on the server which in turn is backed-up in accordance with 4.2.3.7

9. The  integrity  of  the  computer  system  and  the  data  held  on  it  is  maintained  by  running 
background virus protection software.

10. Full Health and Safety documentation is maintained on site.

11. AUTOCAM records are controlled by using the directory structure of the AUTOCAD system 
defined in the AUTOCAD manual.

12. All hard copy drawings are referenced with:

1. The unique Job Number
2. The Drawing Number
3. The Issue Number
4. The status
5. The originator’s reference

13. All superseded drawings and technical data is clearly marked and archived.

14. All drawings are stored alpha numerically in metal storage cabinet/folders.
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4  -  QUALITY MANAGEMENT SYSTEM

4.2 Documentation requirements (Continued)

4.2.4 Control of records

ISO 9001 :  
2008

Records shall be established and maintained to provide evidence of conformity to requirements  
and of the effective operation of the quality management system.  Records shall remain legible,  
readily identifiable and retrievable.  A documented procedure shall be established to define the  
controls  needed  for  the  identification,  storage,  protection,  retrieval,  retention  time  and  
disposition of records.

STATEMENT/PROCEDURE

1. The Quality Manager is responsible for keeping the following records for a minimum period of 
24  months  or  any  longer  period  as  required  by  legislation,  regulations  and/or  contractual 
requirements in order to demonstrate conformity to the requirements and effective operation of 
the Quality Management System:

1. Management Review records
2. Quality Audit reports
3. Staff training records
4. Customer complaint/non-conformance records
5. Route Cards
6. Drawings
7. Specification sheets
8. Calibration records

2. All records are kept in safe and secure storage in a manner that facilitates ready retrieval.

3. If contractually agreed longer periods of retention apply, the relevant files and/or documents are 
marked accordingly.
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5  -  MANAGEMENT RESPONSIBILITY

Purpose: To define quality related responsibilities.
To ensure implementation of the Quality Management System.
To ensure that the customer’s quality requirements are reflected in the goods and services  
provided.

5.1 Management commitment

ISO 9001 :  
2008

Top  management  shall  provide  evidence  of  its  commitment  to  the  development  and  
implementation of the quality management system and continually improving its effectiveness  
by:

a) communicating to the Organisation the importance of meeting customer as well as statutory  
and regulatory requirements,

b) establishing the quality policy,
c) ensuring that quality objectives are established,
d) conducting management reviews, and
e) ensuring the availability of resources.

STATEMENT/PROCEDURE

1. The Organisation’s Quality Policy includes a commitment from management to develop and 
improve the Quality Management System by:

1. Communicating  throughout  the  Organisation  the  importance  of  meeting  customers’ 
requirements

2. Communicating throughout the Organisation the importance of meeting regulatory and legal 
requirements

3. Establishing the Quality Policy and its objectives
4. Conducting Management Reviews
5. Ensuring the availability of resources

2. The Organisation’s quality policy, objectives and goals are reviewed to determine whether they 
remain relevant to customer requirements.  The reviews take place annually, or more frequently 
if considered necessary, and take into account previous Management Review meetings.
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5  -  MANAGEMENT RESPONSIBILITY

5.2 Customer focus

ISO 9001 :  
2008

Top management shall ensure that customer requirements are determined and are met with the  
aim of enhancing customer satisfaction (see 7.2.1 and 8.2.1).

STATEMENT/PROCEDURE

1. As a fundamental requirement of the Quality Policy, management has made a commitment to  
ensure that  customer’s needs and expectations are determined and fulfilled with the aim of  
enhancing customer satisfaction.
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5  -  MANAGEMENT RESPONSIBILITY

5.3 Quality Policy

ISO 9001 :  
2008

Top management shall ensure that the quality policy:

a) is appropriate to the purpose of the Organisation,
b) includes a commitment to comply with requirements and continually improve the  

effectiveness of the quality management system,
c) provides a framework for establishing and reviewing quality objectives,
d) is communicated and understood within the Organisation, and
e) is reviewed for continuing suitability.

STATEMENT/PROCEDURE

1. As part  of  the Management  Review process described in  Section 5.6  the Quality  Policy  is 
regularly  reviewed  in  order  to  ensure  that  it  continues  to  be  suited  to  the  Organisation’s 
activities.

2. In order to provide evidence of the Organisation’s commitment to the Quality Policy, the Policy 
is regularly reviewed and any changes approved as part of the formal Management Review 
proceedings.   These reviews and all  approved changes are recorded in the minutes of  the 
Management Review meetings.
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5  -  MANAGEMENT RESPONSIBILITY

5.4 Planning

5.4.1 Quality objectives

ISO 9001 :  
2008

Top  management  shall  ensure  that  quality  objectives,  including  those  needed  to  meet  
requirements for product [see 7.1 a)], are established at relevant functions and levels within the  
Organisation.  The quality objectives shall be measurable and consistent with the quality policy.

STATEMENT/PROCEDURE

1. Quality objectives are established as part of the day to day management and are more fully  
defined by the application of the procedures set out in Section 7.1.
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5  -  MANAGEMENT RESPONSIBILITY

5.4 Planning (Continued)

5.4.2 Quality management system planning

ISO 9001 :  
2008

Top management shall ensure that:

a) the  planning  of  the  quality  management  system  is  carried  out  in  order  to  meet  the  
requirements given in 4.1, as well as the quality objectives, and

b) the integrity of the quality management system is maintained when changes to the quality  
management system are planned and implemented.

STATEMENT/PROCEDURE

1. Quality Management System planning forms part of the Management Review process described 
in Section 5.6.

2. Work planning takes place as part of the Organisation’s day to day operations and therefore is  
not considered to be a separate activity.
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5  -  MANAGEMENT RESPONSIBILITY

5.5 Responsibility, authority and communication

5.5.1 Responsibility and authority

ISO 9001 :  
2008

Top management shall ensure that responsibilities and authorities are defined and  
communicated within the Organisation.

STATEMENT/PROCEDURE

1. Responsibilities  and  authorities,  together  with  the  identity  of  those  responsible  for 
communicating them throughout the Organisation, are illustrated on the quality structure chart in 
this Manual on Page 9.
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5  -  MANAGEMENT RESPONSIBILITY

5.5 Responsibility, authority and communication (Continued)

5.5.2 Management representative

ISO 9001 :  
2008

Top  management  shall  appoint  a  member  of  management  who,  irrespective  of  other  
responsibilities, shall have responsibility and authority that includes:

a) ensuring  that  processes  needed  for  the  quality  management  system  are  established,  
implemented and maintained,

b) reporting to top management on the performance of the quality management system and  
any need for improvement, and

c) ensuring  the  promotion  of  awareness  of  customer  requirements  throughout  the  
Organisation.

NOTE The responsibility  of  a  management  representative can  include  liaison with  external  
parties on matters relating to the quality management system.

STATEMENT/PROCEDURE

1. Management ensures that, at all times, a nominated member of management has responsibility  
for implementation and ultimately overseeing all aspects of the Quality Management System.
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5  -  MANAGEMENT RESPONSIBILITY

5.5 Responsibility, authority and communication (Continued)

5.5.3 Internal communication

ISO 9001 :  
2008

Top  management  shall  ensure  that  appropriate  communication  processes  are  established  
within the Organisation and that communication takes place regarding the effectiveness of the  
quality management system.

STATEMENT/PROCEDURE

1. Channels of internal communication are illustrated on the quality structure chart in this Manual.

2. Appropriate  methods for internal  communication are used according to it’s  nature and may 
include:

1. Letters
2. Memoranda
3. Fax transmissions
4. E-mail
5. Telephone calls
6. Meeting records
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5  -  MANAGEMENT RESPONSIBILITY

5.6 Management Review

5.6.1 General

ISO 9001 :  
2008

Top  management  shall  review  the  Organisation’s  quality  management  system,  at  planned  
intervals,  to ensure its continuing suitability,  adequacy and effectiveness.  This review shall  
include  assessing  opportunities  for  improvement  and  the  need  for  changes  to  the  quality  
management system, including the quality policy and quality objectives.

Records from management reviews shall be maintained (see 4.2.4).

STATEMENT/PROCEDURE

1. A QA Management Review Meeting is held six monthly and addresses, in addition to general 
matters, the following:

1. Non-conformance records 
2. Status of preventive and corrective actions
3. Management Information trend analysis
4. Follow up actions from earlier Management Reviews
5. Changes  in  the  Organisation’s  operational  environment  that  could  effect  the  Quality 

Management System, including requirements for additional or revised resources
6. The Organisation’s Quality Policy, objectives and goals in order to determine whether they 

remain relevant to the requirements of customers and management.
7. The  overall  operation  of  the  Organisation’s  quality  administration  systems  in  order  to 

determine their continuing suitability and effectiveness
8. Plans for continual improvement
9. Staff training requirements

2. The meeting is attended by members of the management/quality teams, together with other 
members of staff decided on by the Directors.

3. Records of the management review meetings are documented and maintained for a minimum 
period of two years.
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5  -  MANAGEMENT RESPONSIBILITY

5.6 Management Review (Continued)

5.6.2 Review input

ISO 9001 :  
2008

The input to management review shall include information on:

a) results of audits,
b) customer feedback,
c) process performance and product conformity,
d) status of preventive and corrective actions,
e) follow-up actions from previous management reviews,
f) changes that could affect the quality management system, and
g) recommendations for improvement.

STATEMENT/PROCEDURE

1. Records made available  in  order  to  facilitate  the Management  Review include,  but  are  not 
limited to:

1. Results of Quality Audits
2. Feedback from customers
3. Management Information records
4. Staff suggestions
5. Previous Management Review records
6. Non-conformance records including customer complaints
7. Customer satisfaction results analysis
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5  -  MANAGEMENT RESPONSIBILITY

5.6 Management Review (Continued)

5.6.3 Review output

ISO 9001 :  
2008

The output from the Management Review shall include any decisions and actions related to:

a) improvement of the effectiveness of the quality management system and its processes,
b) improvement of product related to customer requirements, and
c) resource needs.

STATEMENT/PROCEDURE

1. The findings  of  every  Management  Review are  recorded  and  kept  in  accordance  with  the 
procedures set out in Section 4.2.4 and include details of:

1. Actions agreed to improve the Quality Management System and its processes
2. Actions agreed to improve the service that the Organisation provides to its customers
3. Actions agreed to meet revised resource requirements
4. Corrective and preventive actions taken and planned
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6  -  RESOURCE MANAGEMENT

Purpose: To ensure adequate resources are provided for  implementation of the Quality Management  
System.
To  ensure  adequate  resources  continue  to  be  provided  for  implementation  of  the  Quality  
Management System.
To ensure training needs are met.

6.1 Provision of resources

ISO 9001 :  
2008

The Organisation shall determine and provide the resources needed:

a) to  implement  and maintain  the quality  management  system and continually  improve  its  
effectiveness, and

b) to enhance customer satisfaction by meeting customer requirements.

STATEMENT/PROCEDURE

1. The identification of  revised or additional  resources required to  implement  and improve the 
processes of the Quality Management System takes place as part of day to day management 
as well as part of the Management Review procedures described in Section 5.6.

2. Any plant, equipment and/or machinery that may have an effect on quality undergoes regular 
planned maintenance.  New equipment and plant are serviced in accordance with manufacturer 
recommendations and guidelines.

3. Records are maintained of all planned preventive maintenance and routine scheduled servicing 
carried out.

4. All  vehicles  owned  or  leased  by  the  Organisation  are  maintained  in  accordance  with  
manufacturer recommendations, the Organisation’s instructions,  and any legal requirements. 
Relevant documents and records are maintained accordingly.
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6  -  RESOURCE MANAGEMENT

6.2 Human resources

6.2.1 General

ISO 9001 :  
2008

Personnel performing work affecting product quality shall be competent on the basis of  
appropriate education, training, skills and experience.

6.2.2 Competence, awareness and training

ISO 9001 :  
2008

The Organisation shall:

a) determine  the  necessary  competence  for  personnel  performing  work  affecting  product  
quality,

b) provide training or take other actions to satisfy these needs,
c) evaluate the effectiveness of the actions taken,
d) ensure that its personnel are aware of the relevance and importance of their activities and  

how they contribute to the achievement of the quality objectives, and
e) maintain appropriate records of education, training, skills and experience (see 4.2.4).

STATEMENT/PROCEDURE

1. Staff training requirements are identified as part of day to day management of the Organisation 
and, also as part of the Management Review process described in Section 5.6.

2. Appropriate training methods are used that may include:

1. Internal training
2. External training
3. Further education establishments
4. Seminars

3. A record of training received by all members of staff is kept including such details as:

1. Date of training or event
2. Training/activities undertaken
3. Duration
4. Qualifications and/or certificates attained
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6  -  RESOURCE MANAGEMENT

6.3 Infrastructure

ISO 9001 :  
2008

The Organisation shall determine, provide and maintain the infrastructure needed to achieve  
conformity to product requirements. Infrastructure includes, as applicable:

a) buildings, workspace and associated utilities,
b) process equipment (both hardware and software), and
c) supporting services (such as transport or communication).

STATEMENT/PROCEDURE

1. For the purposes of this Quality Management System, facilities relating to the infrastructure are 
treated as resources and administered in accordance with the procedures set out in Section 6.1.
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6  -  RESOURCE MANAGEMENT

6.4 Work environment

ISO 9001 :  
2008

The Organisation shall determine and manage the work environment needed to achieve  
conformity to product requirements.

STATEMENT/PROCEDURE

1. For the purposes of this Quality Management System, the work environment is treated as a 
resource and administered using the procedures defined in Section 6.1.
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7  -  PRODUCT REALISATION

Purpose: To ensure efficient delivery of the goods and services offered.
To ensure effective communication with customers.
To ensure proper management of any design or development processes.

7.1 Planning of product realisation

ISO 9001 :  
2008

The  Organisation  shall  plan  and  develop  the  processes  needed  for  product  realisation.  
Planning of product realisation shall be consistent with the requirements of the other processes  
of the quality management system (see 4.1).

In planning product realisation, the Organisation shall determine the following, as appropriate:

a) quality objectives and requirements for the product;
b) the need to establish processes, documents, and provide resources specific to the product;
c) required  verification,  validation,  monitoring,  inspection  and  test  activities  specific  to  the  

product and the criteria for product acceptance;
d) records needed to provide evidence that the realisation processes and resulting product  

meet requirements (see 4.2.4).

The  output  of  this  planning  shall  be  in  a  form  suitable  for  the  Organisation’s  method  of  
operations.

NOTE 1 A document specifying the processes of the quality management system (including the  
product realisation processes) and the resources to be applied to a specific product, project or  
contract, can be referred to as a quality plan.

NOTE 2 The Organisation may also apply the requirements given in 7.3 to the development of  
product realisation processes.

STATEMENT/PROCEDURE

1. Work is planned in consultation with the line manager.

2. The work planning process involves determining and taking into account the quality objectives 
and the requirements of the project.

3. New  projects  are  subject  to  a  project-specific  review  to  determine  planning  and  other 
requirements relating to the work.

4. Prior to product and/or material supply stock levels are checked to verify availability for the 
order.

5. Stock  of  products  and/or  materials  are  also  periodically  checked  and  any  shortages  are 
purchased or scheduled for production.
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7.2 Customer related processes

7.2.1 Determination of requirements related to the product

ISO 9001 :  
2008

The Organisation shall determine:

a) requirements specified by the customer, including the requirements for delivery and post-
delivery activities,

b) requirements not stated by the customer but necessary for specified or intended use, where  
known,

c) statutory and regulatory requirements related to the product, and
d) any additional requirements determined by the Organisation.

7.2.2 Review of requirements related to the product

ISO 9001 :  
2000

The Organisation shall review the requirements related to the product.  This review shall be  
conducted prior to the Organisation’s commitment to supply a product to the customer (e.g.  
submission of tenders, acceptance of contracts or orders, acceptance of changes to contracts  
or orders) and shall ensure that:

a) product requirements are defined,
b) contract or order requirements differing from those previously expressed are resolved, and
c) the Organisation has the ability to meet the defined requirements.

Records of the results of the review and actions arising from the review shall be maintained  
(see 4.2.4).

Where  the  customer  provides  no  documented  statement  of  requirement,  the  customer  
requirements shall be confirmed by the Organisation before acceptance.

Where  product  requirements  are  changed,  the  Organisation  shall  ensure  that  relevant  
documents  are  amended  and  that  relevant  personnel  are  made  aware  of  the  changed  
requirements.

NOTE In some situations, such as internet sales, a formal review is impractical for each order.  
Instead the review can cover relevant product information such as catalogues or advertising  
material.

7.2.3 Customer communication

ISO 9001 :  
2008

The Organisation shall  determine and implement  effective arrangements for  communicating  
with customers in relation to:

a) product information,
b) enquiries, contracts or order handling, including amendments, and
c) customer feedback, including customer complaints
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STATEMENT/PROCEDURE

1. Initial enquiries are received either by email, telephone, fax, or letter. 

2. All enquiries received are recorded in Act! Passed to the relevant person for review. 

3. A uniquely referenced quotation is generated and sent to the customer.

4. Customer acceptance is received in writing.

5. Enquiries and confirmed orders are reviewed to establish the Organisation’s ability to meet the 
customer’s requirements and their wish to proceed.

6. Any changes or amendments to the order are re-quoted if required.
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7.3 Design and development

7.3.1 Design and development planning

ISO 9001 :  
2008

The Organisation shall plan and control the design and development of product.

During the design and development planning, the Organisation shall determine:

a) the design and development stages,
b) the review, verification and validation that are appropriate to each design and development  

stage, and
c) the responsibilities and authorities for design and development.

The Organisation shall manage the interfaces between different groups involved in design and  
development to ensure effective communication and clear assignment of responsibility.

Planning output shall be updated, as appropriate, as the design and development progresses.

7.3.2 Design and development inputs

ISO 9001 :  
2008

Inputs relating to product requirements shall be determined and records maintained (see 4.2.4).  
These inputs shall include:

a) functional and performance requirements,
b) applicable statutory and regulatory requirements,
c) where applicable, information derived from previous similar designs, and
d) other requirements essential for design and development.

These inputs shall be reviewed for adequacy. Requirements shall be complete, unambiguous  
and not in conflict with each other.

7.3.3 Design and development outputs

ISO 9001 :  
2008

The outputs of design and development shall be provided in a form that enables verification  
against the design and development input and shall be approved prior to release.

Design and development outputs shall:

a) meet the input requirements for design and development,
b) provide appropriate information for purchasing, production and for service provision,
c) contain or reference product acceptance criteria, and
d) specify the characteristics of the product that are essential for its safe and proper use.

7.3.4 Design and development review

ISO 9001 :  
2008

At  suitable  stages,  systematic  reviews  of  design  and  development  shall  be  performed  in  
accordance with planned arrangements (see 7.3.1):
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a) to evaluate the ability of the results of design and development to meet requirements, and
b) to identify any problems and propose necessary actions.

Participants  in  such  reviews  shall  include  representatives  of  functions  concerned  with  the  
design and development stage(s) being reviewed. 

Records of  the results  of  the reviews and any necessary actions shall  be maintained (see  
4.2.4).
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7.3 Design and development (Continued)

7.3.5 Design and development verification

ISO 9001 :  
2008

Verification shall be performed in accordance with planned arrangements (see 7.3.1) to ensure  
that  the  design  and  development  outputs  have  met  the  design  and  development  input  
requirements.  
Records of the results of the verification and any necessary actions shall be maintained (see  
4.2.4).

7.3.6 Design and development validation

ISO 9001 :  
2008

Design  and  development  validation  shall  be  performed  in  accordance  with  planned  
arrangements  (see  7.3.1)  to  ensure  that  the  resulting  product  is  capable  of  meeting  the  
requirements for the specified application or intended use, where known.  Wherever practicable,  
validation shall be completed prior to the delivery or implementation of the product.  

Records of the results of validation and any necessary actions shall be maintained (see 4.2.4).

7.3.7 Control of design and development changes

ISO 9001 :  
2008

Design and development changes shall be identified and records maintained.  The changes  
shall be reviewed, verified and validated, as appropriate, and approved before implementation.  
The review of design and development changes shall  include evaluation of the effect of the  
changes on constituent parts and product already delivered.

Records of the results of the review of changes and any necessary actions shall be maintained  
(see 4.2.4).

STATEMENT/PROCEDURE

1. This  section  does  not  relate  to  any  of  the  Organisation’s  current  business  activities  or 
processes.  Should this situation change, by customer demand or any other reason, appropriate  
procedures will be developed and introduced.  The Management Review process continuously 
monitors this situation.
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7.4 Purchasing

7.4.1 Purchasing process

ISO 9001 :  
2008

The  Organisation  shall  ensure  that  purchased  product  conforms  to  specified  purchase  
requirements.  The type and extent of control applied to the supplier and the purchased product  
shall be dependent upon the effect of the purchased product on subsequent product realisation  
or the final product.

The Organisation shall evaluate and select suppliers based on their ability to supply product in  
accordance with  the Organisation’s  requirements.   Criteria  for  selection,  evaluation and re-
evaluation shall be established.  

Records of the results of evaluations and any necessary actions arising from the evaluation  
shall be maintained (see 4.2.4).

7.4.2 Purchasing information

ISO 9001 :  
2008

Purchasing  information  shall  describe  the  product  to  be  purchased,  including  where  
appropriate:

a) requirements for approval of product, procedures, processes and equipment,
b) requirements for qualification of personnel, and
c) quality management system requirements.

The Organisation shall ensure the adequacy of specified purchase requirements prior to their  
communication to the supplier.

7.4.3 Verification of purchased product

ISO 9001 :  
2008

The Organisation shall establish and implement the inspection or other activities necessary for  
ensuring that purchased product meets specified purchase requirements.

Where  the  Organisation  or  its  customer  intends  to  perform  verification  at  the  supplier's  
premises, the Organisation shall state the intended verification arrangements and method of  
product release in the purchasing information.
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STATEMENT/PROCEDURE

1. A regularly updated schedule of approved suppliers and sub-contractors is maintained on Sage.

2. Before a new supplier or sub-contractor is added to the schedule, the Organisation’s approval 
procedure is followed.

3. Orders are raised in Sage for both specific requirements and to maintain stock holding levels of  
components.

4. Selection is based on a number of criteria.  These may include:

1. Quality
2. The customer’s requirements
3. Product or service availability
4. Price

5. Any items purchased are placed on a sequentially  number Purchase Order  which  includes 
information such as:

1. Supplier details
2. The Order Number
3. Ordered by reference
4. The date
5. The date required
6. Quantities
7. Part number
8. Items description
9. Unit price
10. Authorised by (signature)

6. All  incoming items are visually  checked for damage and conformance to the Delivery  Note 
specification and against the Purchase Order and booked in to Sage.

7. Items with damage to the outer packaging are opened and the contents checked for damage 
prior to the Delivery Note being signed.

8. Incidents of defective, damaged or short deliveries are recorded on the Delivery Note and the 
supplier notified.
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7.5 Production and service provision

7.5.1 Control of production and service provision

ISO 9001 :  
2008

The Organisation shall  plan and carry out production and service provision under controlled  
conditions.  Controlled conditions shall include, as applicable:

a) the availability of information that describes the characteristics of the product,
b) the availability of work instructions, as necessary,
c) the use of suitable equipment,
d) the availability and use of monitoring and measuring devices,
e) the implementation of monitoring and measurement, and
f) the implementation of release, delivery and post-delivery activities.

STATEMENT/PROCEDURE

1. All staff carry out their work reflecting:

1. Agreements with customers
2. Their skills, training, qualifications and experience
3. Further instructions from more senior management
4. Further instructions from customers

2. Therefore documented generic work instructions are not considered appropriate.

3. On receipt of a confirmed order for Fabrication and or Machining the information is entered into 
the Orders in folder and given a sequentially numbered Works Reference Number.

4. The job is entered on the Work in progress spreadsheet. This includes information such as:

1. Part number
2. Description
3. Drawing issue
4. Quantity
5. Due date
6. Reference
7. Complete
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7.5 Production and service provision (Continued)

5. A Route card is raised which holds the following information:

1. Customer
2. Order number
3. Reference number
4. Part number
5. Description (part name)
6. Drawing issue
7. Order quantity
8. Due date
9. Material cutting list
10. Operations (to include Programme No./cycle time/set time/date completed) 
11. Fixings required
12. Quantity booked into stores
13. Stock level
14. Date delivered

6. Stocks are checked and any materials required to complete the job are ordered as required.

7. When all the materials and the labour force are available to complete the order on schedule, the 
Route Card and drawings are passed to the production office.

8. The  work  is  allocated  to  the  appropriate  operative  or  machine  section  for  processing  in  
accordance with the customer’s requirements. Each operation is checked and signed off by the 
operator(s).

9. The machined and fabricated components are sent for plating as required.  The Route Cards 
are held in the appropriate pigeon hole in the production off, during this period.

10. When the components are completed the Route Card is signed off by the operator and is placed  
in the Works Completed Folder before being passed back to the production office.

11. The completed job is then booked on to Sage.
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7.5 Production and service provision (Continued)

12. Orders for stocked components are then raised in Sage and a Sales Order is generated. The 
Sales Order is passed to despatch for picking and packing.

13. The components are packed ready for despatch and delivery or collection is arranged with the 
customer. The components are despatched in Sage and a Delivery note is generated.

14. On receipt of the signed Delivery Note the invoice is sent to the customer.

15. Delivery is direct to the customer using the Organisation’s own vehicle, a third party delivery 
company or collection by the customer by prior arrangement.

16. The status of any job can be clearly established by reference to the Route Card, Order File or 
Sage.
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7.5 Production and service provision (Continued)

7.5.2 Validation of processes for production and service provision

ISO 9001 :  
2008

The Organization shall validate any processes for production and service provision where the  
resulting output cannot be verified by subsequent monitoring or measurement.  This includes  
any processes where deficiencies become apparent  only  after  the product  is  in  use or the  
service has been delivered.

Validation shall demonstrate the ability of these processes to achieve planned results.

The Organization shall establish arrangements for these processes including, as applicable:

a) defined criteria for review and approval of the processes,
b) approval of equipment and qualification of personnel,
c) use of specific methods and procedures,
d) requirements for records (see 4.2.4), and
e) revalidation.

STATEMENT/PROCEDURE

1. Continuing  process  validity  is  monitored  as  part  of  day  to  day  management  and  is  not 
considered a separate process.
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7.5 Production and service provision (Continued)

7.5.3 Identification and traceability

ISO 9001 :  
2008

Where appropriate, the Organisation shall  identify the product by suitable means throughout  
product realisation.

The Organisation shall identify the product status with respect to monitoring and measurement  
requirements.

Where  traceability  is  a  requirement,  the  Organisation  shall  control  and  record  the  unique  
identification of the product (see 4.2.4).

NOTE In some industry sectors, configuration management is a means by which identification  
and traceability are maintained.

STATEMENT/PROCEDURE 

1. All quality related items and materials are traceable by reference to the purchasing records.

2. All quotations are given a unique reference number.

3. Unique identification is provided by:

1. Customer name
2. Job reference (if any)
3. Customer order number (if any)
4. Sales order number
5. Invoice number

4. Where additional identification and/or traceability is required by the customer the method of 
providing this is agreed during Determination of Customer Requirements procedures.
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7.5 Production and service provision (Continued)

7.5.4 Customer property

ISO 9001 :  
2008

The Organisation shall exercise care with customer property while it is under the Organisation’s  
control or being used by the Organisation.  The Organisation shall identify, verify, protect and  
safeguard customer property provided for use or incorporation into the product.  If any customer  
property is lost, damaged or otherwise found to be unsuitable for use, this shall be reported to  
the customer and records maintained (see 4.2.4).

NOTE Customer property can include intellectual property.

STATEMENT/PROCEDURE 

1. All data and information provided by customers is treated as confidential in accordance with the  
requirements of  the Data Protection Act  1998 and is  protected using suitable  physical  and 
electronic protection methods.

2. Customers are notified of any loss, corruption or other damage to their data or information.

3. All drawings and free issue materials supplied by the customer are checked to ensure their 
accuracy and suitability for the purpose supplied.

4. Any  anomalies  arising  from  these  procedures  are  resolved  with  the  customer  before 
proceeding.
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7.5 Production and service provision (Continued)

7.5.5 Preservation of product

ISO 9001 :  
2008

The  Organisation  shall  preserve  the  conformity  of  product  during  internal  processing  and  
delivery to the intended destination.   This preservation shall  include identification,  handling,  
packaging, storage and protection.  Preservation shall also apply to the constituent parts of a  
product.

STATEMENT/PROCEDURE 

1. All data and information provided by customers is treated as confidential in accordance with the  
requirements of  the Data Protection Act  1998 and is  protected using suitable  physical  and 
electronic protection methods.

2. Customers are notified of any loss, corruption or other damage to their data or information.

3. Handling of all items within the Organisation is via recognised methods for the type of product or  
item  being  handled.   Personal  Protective  Equipment  (PPE)  is  issued  where  considered 
necessary.

4. Full consideration is given to the potential dangers of any chemicals or materials labelled as 
hazardous, mindful of the size and type of outer packaging.

5. All equipment is used with due regard to the relevant Health and Safety guidelines in operation  
at that time.  Where applicable, CoSHH regulations are applied to any substance falling into this 
category.

6. Finished parts are suitably packaged to ensure damage does not occur during transit.

7. The preservation of raw materials is maintained through controls relevant to the type of material 
and its stability, as described in the appropriate CoSHH data sheet.  Where required, product  
and raw material are segregated to prevent either interaction or contamination.
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7.6 Control of monitoring and measuring devices

ISO 9001 :  
2008

The Organisation shall determine the monitoring and measurement to be undertaken and the  
monitoring  and measuring  devices needed to  provide evidence of  conformity  of  product  to  
determined requirements (see 7.2.1).

The Organisation shall establish processes to ensure that monitoring and measurement can be  
carried  out  and  are  carried  out  in  a  manner  that  is  consistent  with  the  monitoring  and  
measurement requirements.

Where necessary to ensure valid results, measuring equipment shall:

a) be  calibrated  or  verified  at  specified  intervals,  or  prior  to  use,  against  measurement  
standards traceable to international or national measurement standards;  where no such  
standards exist, the basis used for calibration or verification shall be recorded;

b) be adjusted or re-adjusted as necessary;
c) be identified to enable the calibration status to be determined;
d) be safeguarded from adjustments that would invalidate the measurement result;
e) be protected from damage and deterioration during handling, maintenance and storage.

In addition, the Organisation shall  assess and record the validity of the previous measuring  
results when the equipment is found not to conform to requirements.  The Organisation shall  
take appropriate action on the equipment and any product affected. Records of the results of  
calibration and verification shall be maintained (see 4.2.4).

When  used  in  the  monitoring  and  measurement  of  specified  requirements,  the  ability  of  
computer  software  to  satisfy  the  intended  application  shall  be  confirmed.   This  shall  be  
undertaken prior to initial use and reconfirmed as necessary.

NOTE See ISO 10012-1 and ISO 10012-2 for guidance.

STATEMENT/PROCEDURE 

1. All measuring equipment is calibrated in accordance with the manufacturers’ requirements and 
the associated documents retained.
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8  -  MEASUREMENT, ANALYSIS AND IMPROVEMENT

Purpose: To provide management with the feedback required to ensure continual improvement in the  
Quality  Management  System.  To  provide an  auditable  record of  the implementation of  the  
Quality Management System.

8.1 General

ISO 9001 :  
2008

The  Organisation  shall  plan  and  implement  the  monitoring,  measurement,  analysis  and  
improvement processes needed:

a) to demonstrate conformity of the product,
b) to ensure conformity of the quality management system, and
c) to continually improve the effectiveness of the quality management system.

This shall include determination of applicable methods, including statistical techniques, and the  
extent of their use.

STATEMENT/PROCEDURE 

1. The Organisation monitors, measures, analyses and improves its processes in order to:

1. Demonstrate conformity of its activities
2. Ensure conformity to the Quality Management System
3. Continually improve the effectiveness of the Quality Management System
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8.2 Monitoring and measurement

8.2.1 Customer satisfaction

ISO 9001 :  
2008

As  one  of  the  measurements  of  the  performance  of  the  quality  management  system,  the  
Organisation  shall  monitor  information  relating  to  customer  perception  as  to  whether  the  
Organisation  has  met  customer  requirements.   The  methods  for  obtaining  and  using  this  
information shall be determined.

STATEMENT/PROCEDURE 

1. All personnel monitor levels of customer satisfaction by one or more of the following methods:

1. Maintenance of close relationships with each customer
2. Other appropriate methods selected by senior management

2. All  observations  received,  whether  positive  or  negative,  Are  recorded  on  act  as  customer 
observation.
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8.2 Monitoring and measurement (Continued)

8.2.2 Internal audit

ISO 9001 :  
2008

The Organisation shall conduct internal audits at planned intervals to determine whether the  
quality management system:

a) conforms to the planned arrangements (see 7.1), to the requirements of this International  
Standard  and  to  the  quality  management  system  requirements  established  by  the  
Organisation, and

b) is effectively implemented and maintained.

An audit programme shall be planned, taking into consideration the status and importance of  
the processes and areas to be audited, as well as the results of previous audits.  The audit  
criteria, scope, frequency and methods shall be defined.  Selection of auditors and conduct of  
audits shall ensure objectivity and impartiality of the audit process.  Auditors shall not audit their  
own work.

The responsibilities and requirements  for  planning and conducting audits,  and for  reporting  
results and maintaining records (see 4.2.4) shall be defined in a documented procedure.

The management responsible for the area being audited shall ensure that actions are taken  
without  undue  delay  to  eliminate  detected  non-conformities  and  their  causes.   Follow-up  
activities  shall  include  the  verification  of  the  actions  taken  and  the  reporting  of  verification  
results (see 8.5.2).

NOTE See ISO 10011-1, ISO 10011-2 and ISO 10011-3 for guidance.

STATEMENT/PROCEDURE 

1. A Quality Audit programme is maintained by the Quality Manager ensuring that each section of  
the Quality Management System is verified at least annually.

2. More frequent  Quality  Audits  may be organised  by the  Quality  Manager  depending on the 
importance of the activities being audited.

3. Internal Quality Audits are carried out according to the following procedures:

4. At the beginning of each month, the Quality Manager consults the Quality Audit programme and 
establishes which, if any, parts of the Quality Management System are to be audited during the 
coming month.

5. A member of staff, wherever possible independent of the activity to be audited, is appointed by 
the Quality Manager.
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8.2 Monitoring and measurement (Continued)

6. The auditor refers to the Quality Manual and determines the activities to be audited.

7. The auditor selects a representative number of records to be audited on a random basis.

8. The auditor advises any personnel concerned that  a Quality Audit  is  being undertaken and 
answers any questions they may have regarding the audit.

9. The auditor examines the records selected in order to determine whether the activities identified 
above have been carried out correctly.

10. The auditor keeps a record of the process and the findings of the Quality Audit.

11. The Quality Audit record and all other documents relating to internal audits are passed to the  
Quality Manager.

12. The Quality Audit record and all other documents relating to internal Quality Audits are retained 
for inspection by QMS Quality Management Systems at the annual external Quality Audit.

13. All issues arising from the internal Quality Audit requiring immediate attention are discussed 
with the appropriate personnel and a record kept on a Quality Audit Report.

14. The  Quality  Manager  ensures  that  the  Quality  Audit  results  are  discussed  at  the  next  
Management Review.
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8.2 Monitoring and measurement (Continued)

8.2.3 Monitoring and measurement of processes

ISO 9001 :  
2008

The  Organisation  shall  apply  suitable  methods  for  monitoring  and,  where  applicable,  
measurement of the quality management system processes.  These methods shall demonstrate  
the ability of the processes to achieve planned results.  When planned results are not achieved,  
correction and corrective action shall  be taken, as appropriate,  to ensure conformity  of  the  
product.

STATEMENT/PROCEDURE 

1. Measuring  and  monitoring  of  processes  takes  place  informally  as  part  of  day  to  day 
management as well as more formally during the Management Review process described in 
Section 5.6.
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8.2 Monitoring and measurement (Continued)

8.2.4 Monitoring and measurement of product

ISO 9001 :  
2008

The Organisation shall  monitor and measure the characteristics of the product to verify that  
product requirements have been met.  This shall be carried out at appropriate stages of the  
product realisation process in accordance with the planned arrangements (see 7.1).  Evidence  
of  conformity  with  the  acceptance  criteria  shall  be  maintained.   Records  shall  indicate  the  
person(s) authorising release of product (see 4.2.4).

Product release and service delivery shall not proceed until the planned arrangements (see 7.1)  
have been satisfactorily  completed,  unless otherwise approved by a relevant authority and,  
where applicable, by the customer.

STATEMENT/PROCEDURE 

1. Interim inspection takes place by the appropriate operator  during the various stages of  the 
machining and fabrication process.

2. Final  inspection  is  made  when  the  finished  components  are  checked  against  the  job 
specification documents and drawings and the Route Card is signed off.
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8.3 Control of non-conforming product

ISO 9001 :  
2008

The Organisation shall ensure that product which does not conform to product requirements is  
identified and controlled to prevent its unintended use or delivery.  The controls and related  
responsibilities and authorities for dealing with non-conforming product shall  be defined in a  
documented procedure.  The Organisation shall deal with non-conforming product by one or  
more of the following ways:

a) by taking action to eliminate the detected non-conformity;
b) by authorising its use, release or acceptance under concession by a relevant authority and,  

where applicable, by the customer;
c) by taking action to preclude its original intended use or application.

Records  of  the  nature  of  non-conformities  and  any  subsequent  actions  taken,  including  
concessions obtained, shall be maintained (see 4.2.4).

When non-conforming product is corrected it shall be subject to re-verification to demonstrate  
conformity to the requirements.

When non-conforming product is detected after delivery or use has started, the Organisation  
shall take action appropriate to the effects, or potential effects, of the non-conformity.

STATEMENT/PROCEDURE 

1. All activities not meeting the requirements of the Quality Management System or agreements 
with customers are suspended pending appropriate action.

2. The occurrence is investigated in order to establish its cause.

3. Any  non-conforming  goods  are  isolated  pending  discussions  and  return  to  the  appropriate 
supplier.

4. A record is kept on a Customer Complaint Form or Non-compliance Report of the occurrence 
and its cause.

5. All consequences of the occurrence are similarly recorded.
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8.4 Analysis of data

ISO 9001 :  
2008

The Organisation shall  determine,  collect  and analyse appropriate  data  to  demonstrate  the  
suitability and effectiveness of the quality management system and to evaluate where continual  
improvement of the effectiveness of the quality management system can be made.  This shall  
include data generated as a result  of monitoring and measurement and from other relevant  
sources.

The analysis of data shall provide information relating to:

a) customer satisfaction (see 8.2.1),
b) conformity to product requirements (see 7.2.1),
c) characteristics and trends of processes and products including opportunities for preventive  

action, and
d) suppliers

STATEMENT/PROCEDURE 

1. Management Information is systematically analysed by the Quality Manager in order to identify 
trends.

2. Any  trends  identified  are  addressed  during  the  Management  Review process  described  in 
Section 5.6.
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8.5 Improvement

8.5.1 Continual improvement

ISO 9001 :  
2008

The Organisation shall continually improve the effectiveness of the quality management system  
through the use of the quality policy, quality objectives, audit results, analysis of data, corrective  
and preventive actions and management review.

STATEMENT/PROCEDURE 

1. The  effectiveness  of  the  Quality  Management  System is  continually  improved  through  the 
utilisation and application of the:

1. Quality Policy
2. Quality objectives
3. Quality Audit results
4. Analysis of data
5. Corrective and preventive actions
6. Management Review
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8.5 Improvement (Continued)

8.5.2 Corrective action

ISO 9001 :  
2008

The Organisation shall take action to eliminate the cause of non-conformities in order to prevent  
recurrence.

Corrective actions shall be appropriate to the effects of the non-conformities encountered.

A documented procedure shall be established to define requirements for:

a) reviewing non-conformities (including customer complaints),
b) determining the causes of non-conformities ,
c) evaluating the need for action to ensure that non-conformities do not recur,
d) determining and implementing action needed,
e) records of the results of action taken (see 4.2.4), and
f) reviewing corrective action taken.

8.5.3 Preventive action

ISO 9001 :  
2008

The Organisation shall determine action to eliminate the causes of potential non-conformities in  
order to prevent their occurrence. Preventive actions shall be appropriate to the effects of the  
potential problems.

A documented procedure shall be established to define requirements for:

a) determining potential non-conformities and their causes,
b) evaluating the need for action to prevent occurrence of non-conformities,
c) determining and implementing action needed,
d) records of results of action taken (see 4.2.4), and
e) reviewing preventive action taken.

STATEMENT/PROCEDURE 

1. The  action  taken  to  correct  any  activities  not  meeting  the  requirements  of  the  Quality 
Management System or agreements with customers is recorded on the Customer Complaint 
Form or Non-conformance Form.

2. The preventive action taken in order to prevent recurrence of any activities not meeting the 
requirements of  the Quality Management System or agreements with  customers is  similarly 
recorded.

3. The collective actions taken to prevent recurrence of non-conformances, and those records and 
reports  generated,  are  regularly  reviewed  at  Management  Review Meetings  to  identify  any 
trends and determine the effectiveness of the preventive measures taken.
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