

Confidential


YOUR LOGO

Manual for 

Quality Management System
NAME

Scope of Activity:
Standards:

Adress


Tel: ……………………, Email:…………………………….., Website: ……………………………………….
Index


51. PRESENTATION AND QUALITY POLICY


62. INTERNAL MANAGEMENT


62.1. Organizational Chart


62.2. Job Descriptions


62.3. Management Representative


62.4. Matrix Team Processes


73. DESCRIPTION OF PROCESSES


73.1. Operational processes


93.2. Support Processes


104. INTERNAL CONTROL


104.1. Team   Meetings


114.2. Review of requirements regarding our different processes


114.3. Feedback from customers


114.4. Control of Non conformity in the processes


114.5. Procedures for Document and Records Control


145. CONTINUOUS IMPROVEMENT




	Identification
	Title and purpose 
	Origin / Author
	Date of release and version
	Where it is referred in this Manual? 
	How to find? Storage location i.e. document/folder/ directory/disc
	Retention period (if used as record)

	Brochure for Marketing
	Company’s presentation
	M./Ms.
	Date
	Section
	Main Office
	X years

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	


DOCUMENT AND RECORDS REFFERED IN QUALITY MANAGEMENT SYSTEM MANUAL

REVISION HISTORY FOR QUALITY MANAGEMENT SYSTEM MANUAL
	ISSUE NUMBER
	DATE 
	REVISION DESCRIPTION
	SECTION NUMBER
	APPROVED BY

	1.0
	
	New release
	All sections
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


ABBREVIATION USED IN MANAGEMENT SYSTEM MANUAL

	ABBREVIATION
	FULL WORDS
	DEFINITION/ COMMENTS

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	


	1. PRESENTATION AND QUALITY POLICY


1.1 Presentation 

Cf Business Plan and Executive Summary
1.2 Products
Cf Business Plan

1.3 Mission 

· Your mission statement is an opportunity to define your business at the most basic level. 

· Your mission statement is about you, your company, and your ideals.

1.4 Objectives
· Your Objectives define what you want to achieve throught your organization.

1.5 Quality Policy Statement
· It’s a statement shared and understood by all staff members.

· It underlines the deep commitment towards Quality Management System.

· It draws up the main objectives of Quality Management System.

· It reminds the mission of the organization.

· It reminds the objectives of the organization.  

· It emphasizes the main values shared in the organization.

	2. INTERNAL MANAGEMENT


2.1. Organizational Chart
Cf Business Plan

2.2. Job Descriptions
Cf Business Plan

2.3. Management Representative
…………………………………………. is Management Representative for implementation of Quality Management System at ………... He is responsible in addition to his other duties, to provide knowledge to staff members on requirements of Quality Management, help in developing processes as they evolve, and documenting these, and conduct audits. He has to look for feedback from stakeholders and report to the management on performance of the quality management system. He can be contacted for clarification on this manual. 

2.4. Matrix Team Processes

2.4.1 Operational Processes
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2.4.2 Support Processes
(Involved or Responsible)
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	3. DESCRIPTION OF PROCESSES


3.1. Operational processes
It’s an organized sequence of tasks to be accomplished in order to make a product or to deliver a service.
3.1.1 Trekking Process
	STEP
	Person in Charge
	Support Document/ Tools
	Deadline/ Time

	
	
	
	

	
	
	
	

	
	
	
	


3.1.2 ……….. Process
	STEP
	Person in Charge
	Support Document/ Tools
	Deadline/ Time

	
	
	
	

	
	
	
	

	
	
	
	


3.1.3 ……….. Process
	STEP
	Person in Charge
	Support Document/ Tools
	Deadline/ Time

	
	
	
	

	
	
	
	

	
	
	
	


3.1.4 ……….. Process
	STEP
	Person in Charge
	Support Document/ Tools
	Deadline/ Time

	
	
	
	

	
	
	
	

	
	
	
	


3.2. Support Processes
It’s an organized sequence of tasks to be accomplished in order to provide support to your Operational Processes.
3.2.1 ………  Process
	STEP
	Person in Charge
	Support Document/ Tools
	Deadline/ Time

	
	
	
	

	
	
	
	

	
	
	
	


3.2.2 ……….. Process
	STEP
	Person in Charge
	Support Document/ Tools
	Deadline/ Time

	
	
	
	

	
	
	
	

	
	
	
	


3.2.3 ……….. Process
	STEP
	Person in Charge
	Support Document/ Tools
	Deadline/ Time

	
	
	
	

	
	
	
	


3.2.4 ……….. Process
	STEP
	Person in Charge
	Support Document/ Tools
	Deadline/ Time

	
	
	
	

	
	
	
	

	
	
	
	


	4. INTERNAL CONTROL


· Your QMS will help you in order to “monitore, analyse, and improve processes”. It will allow you to check conformity of the products and services, to ensure conformity of the quality management system and to continually improve its effectiveness. 

· Firstly, you have to identify and register problems in the Processes. One Excel Document “Problem log” will allow you to register complaints or feedback and Customers, Regulators, Inspection personnel, Users of Processes, and findings by internal auditors and Management. 

· Secondly, common causes are classified. A repeat problem or problem of serious consequences can be identified when the causes (called error code with respect to concerned processes) are classified when registering Problems. 

· Thirdly, Management can determine priority to be taken, for analysis and corrective action. 
4.1. Team Meetings
Different team meetings are planned in order to allow members of a same team to sit together, exchange, coordinate, and take the right decisions for an optimal realization of the concerned product. On the other hand, the complete staff needs also to have a common meeting. That is the purpose of the staff meeting (on a monthly basis).  Participation to meetings is compulsory (except exceptional cases). Meeting reports, which summarize all the issues discussed during the different meetings, are sent to all concerned staff members. 

4.2. Review of requirements regarding our different processes

PlaNet Finance India takes in consideration the importance of review for the requirements related to its products. Requirements are defined by processes and then are reviewed during the specific meeting. Each team keeps its own records of the review and actions arising from the review. 

4.3. Feedback from customers

………………… aims at maintaining a strong communication on the basis of mutual exchange with its customers. Therefore, it allows our team to integrate feedbacks and to improve continuously our services. Moreover, each complaint is registered in the Problem Log Complaint Feedback Excel Document, and is then analysed and corrected during the meeting of the concerned team.

4.4. Control of Non conformity in the processes

Firstly, we have to identify and register problems in the Processes. The Excel Document “Problem log” allows us to register complaints or feedback and Customers, Regulators, Inspection personnel, Users of Processes, and findings by internal auditors and Management. Problem Log is Problem Solving database with actual cases, recognition of error code, and number of times same error repeats. 

Secondly, common causes are classified. A repeat problem or problem of serious consequences can be identified when the causes (called error code with respect to concerned processes) are classified when registering Problems. 

Thirdly, Management can determine priority to be taken, for analysis and corrective action. 

4.5. Procedures for Document and Records Control

4.5.1 Procedure for Document Control
· How to approve documents for adequacy prior to issue:

Documents are approved during Meeting Team, by decision of the team after oral approval; documents are printed, signed by the Executive Director and diffused to the concerned people. It is kept in the records of the specific team.

· How to review and update as necessary and re-approve documents:

Reviews are decided during Meeting Team, by decision of the team and after analysis of different reviews and feedbacks from the different stakeholders. After oral approval, documents are amended, printed, signed by the Executive Director and diffused to the concerned people. It is kept in the records of the specific team with the mention of the amendment.

· How to ensure that changes and the current revision status of documents are identified:

All documents are kept in specific folder. When one document is amended, it replaces the previous one, in the way that we have to refer to this one. But the previous one is filed. We can therefore identify the change between documents.

· How to ensure that relevant versions of applicable documents are available at points of use:

Each process refers to a checking list which allows ensuring the availability of documents, for the team, the customers, and the stakeholders.

· How to ensure that documents remain legible and readily identifiable:

Each official document is kept in the records of the specific team. There are two ways of keeping documents: on the one hand, there is soft copy which is shared on the network; on the other hand, there is hard copy which is maintained in filling cabinet. 

· How to ensure that documents of external origin are identified and their distribution controlled:

Documents of external origin are identified by the concerned team, are given a number for list of reference and filed in specific sub folders of the team’s records. The distribution is controlled through the checking list.

· How to prevent the unintended use of obsolete documents, and to apply suitable identification to them if they are retained for any purpose:

Each change in a document involves an amendment. The amended document is the only one to be used and diffused. Therefore, the numbering of documents avoids use of obsolete documents.

4.5.2 Procedure for Record Control
Records are established and maintained to provide evidence of conformity to requirements and of the effective operation of the quality management system. Each team has to follow the rules enacted by management regarding Record Control. Records shall remain legible, readily identifiable and retrievable. Here are the important rules to be followed:

· Procedure for the identification:

There are three steps in the life cycle of a record: Active use in the office environment; Inactive storage on-site; Final disposition (destroyed or transferred to archives). The QMS Representative assigns a unique number to quality record. 
Example:

Ref: FD/19092005/MR/ PFIBMMS.doc

Ref: Reference

FD: Author’s name (Francois Delannoy)
19092005: date (September, 19th 2005)

MR: Position (Management Representative)

PFIMQMS: Name of the Records (PlaNet Finance India Manual for Quality Management System)

· Procedure for the storage:

Department Manager is responsible to ensure record keeping procedures, communicate general and team specific procedures. Manager has to keep a QMS Records Master list, which has been prepared with the QMS Representative. It includes the name of the records, document number, document owner, revision, storage location, and designated retention period. 

· Procedure for Protection:

Quality records are stored under the responsibility of the Department Manager, for soft and hard copies. He is the person in charge to make applied the procedures by his team, in order to keep the records in security.

· Procedure for retrieval:

Records control is under supervision of the department manager. The request for the retrieval of a file must be addressed to him. A simple document (or email) with the identification of record is sent by the requester and kept with records files.  Files may be retrieved temporarily and later return to storage. 

· Procedure for retention time:

Retention time is agreed according specific needs of the team. Department Manager could be helped by the QMS Representative in the determination of retention period. It allows in the same time the homogeneity between the different teams.

· Procedure for destroying of records:

All classified and controlled records must be destroyed at the expiration of the determined retention time. No staff member shall destroyed records without the acceptation of Department Manager.

	5. CONTINUOUS IMPROVEMENT


· Continuous improvement is a key step in Quality Management System. 

· Firstly, you have to make a plan for corrective action. Each process improvement is managed as a project. For every process improvement; a serial number and title, team Start and End dates are specified. Specific changes in process are identified and it is believed that by those changes the errors in process could be eliminated. 

· Secondly, you  implement the corrective action plan. As a result of implementing the corrective action, problem, analysis, improvement/ Lesson Learnt and Benefits are determined. 

· Thirdly, you evaluate effectiveness of corrective action for having met the intended purpose and Measure the Benefits. When numbers of entries in Problem Log show a reducing trend (by eliminating reoccurrence of errors and not adding new error to the list), the process of improvement is said to be established and the result is measurable.
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