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DOCUMENT CONTROL

Any changes to products, services, processes, procedures or legislative requirements
are to be reflected in the quality management manual and the revision details are to
be recorded below.

Document Control
Document: Q-MM-1 - Quality Management Manual
Version: 1.0
Released: Insert Date
Review Date: + 1 year
Prepared By: Insert Person Position:
Reviewed By: Insert Person Position;
Approved By: Insert Person -
This manual is reviewed o ensure its confinuing releve v stems @
describes. A record of contextual additions or omee
Amendment Record
Version Date :rlr’\nejrr:i?n“;r?ifs
1.0 Insert Date To oufline and de Original
manage
The laic > manual is on the Insert Your Company intranet site.
Itis the res, of the individual to ensure that any hardcopy is the current revision.
A printed vel. of this manual is uncontrolled, except when provided with a document fitle
and revision number in the field below and marked as ‘Conftrolled Copy'.
Document Title: Quality Management Manual Rev: 1.0
Uncontrolled Copy: ¥ Controlled Copy: v Date: Insert Date
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1. INTRODUCTION

Insert Your Company is a insert what your company does company operating from
insert head office. We have developed and implemented a quality management
system that uses AS/NZS ISO 9001, Quality Management Systems — Requirements as
the framework for structuring our core business processes. This empowers our
organization to document and improve our practices to better satisfy the needs and
expectations of our customers, stakeholders and other interested partie

The management and staff of Insert Your Company are committe
improving our products and services and the effectivene
management system. The results of management reviews, cus
audits, inspections and testing all contribute to our continual improve

Please refer to our section 13 Correlation Matrix for an ov
system processes and our application to the ISO 9001 Stan
4.4. Quality Management System and its Processes 1Q
approach.

1.1. Company Details

Company Name:
ABN: Insert g
Head Office Address:
Postal Address:

Phone:

Fax:

Email:
Website:

One of
benct
inir rany does.

>ral quality objectives include:
ot and professional service of a quality that consistently meets

Client's expectations.

a strong culture of quality across the organization, where key
- are measured and interested parties’ needs and expectations are
L. .0od and achieved.

e Ensuring that the business is efficient, flexible and proactive.

e Ensuring, as far as practicable, a safe and rewarding working environment for all
our personnel.

e Encouraging personnel to reach their potential.
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e Proactively marketing our products and services to achieve year on year growth
in furnover.
e Striving for confinual improvement.

e Keeping accurate, centralized and consistent accounts to ensure owners
receive fair returns on investment and creditors and personnel are paid when
due.

1.3. Relationship with Other Standards

In addition to AS/NZS ISO 9001, Quality Management Systems — Re
Your Company may use other standards as guidance for its operati
management system.
These standards may include but, are not limited to the fol
o AS/NZSISO 92000, Quality Management Systems - F
e AS/NZS ISO 9004, Quality Management - Qualj
to Achieve Sustained Success.
e AS/NZS 10001, Quality management -
Codes of Conduct for Organizations.
e AS/NZS 10002, Quality Management
Complaints Handling In Organizations.
¢ |ISO 10003, Quality Manage d iInes for Dispute
Resolution External to Organiz
e SO 10004, Quality M g on - Guidelines for
Monitoring and Mea
e ASISO 10005, Quality

e ISO 10006, Quai or Quality Management in
Projects.

* lines for the Selection of Quality Management System
‘< of Their Services.
J1, Environmental Management Systems - Requirements with
Use.
o . > 19011, Guidelines for Auditing Management Systems.

e AS. 51000, Risk Management — Guidelines.
e ISO 37500, Guidance on Qutsourcing.
Delete or add to the above as applicable.
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Terms and Definitions

Term Definition

Audit A systematic, independent and documented process for
obtaining evidence of conformity to a set of standards and
evaluation to determine the extent of compliance.

Audit Evidence Documentation, statements and records; may 4 clude

physical items.

v

Continual . .
A recurring activity to enhance performance
Improvement A
Corrective Action An action to eliminate and conftrol g ause of a il
non-conformance to the Quality ent %%
v
Documented Any document, record or | (/
Information necessary for the operatiog £S5 & O

Quality Management S nclude g v
diagrams, videos, proges edures Fon

¢

any medium, i.e. pa e \/

Inputs Resources such as p Qo ation or
finance that gre put \ red output.

Inspection and Test | A docume h to inspecting
Report and testing a 3

s and services, or who
those parties who may
erest in (or to) Insert Your

Interested Parties St ' P

Manufacturer’ ' _3 process involved in manufacturing

Report (MDR)
Q.
O
O

ent of arequirement.

Ciccreditation body for the accreditation
inspection bodies, calibration services,
ertified reference materials and proficiency
e providers throughout Australia.

report that documents the details of a non-conformance
'ntified in an audit or other process review.

The result to be achieved. Insert Your Company objectives
must be S-M-A-R-T: Specific, Measurable, Achievable,
Realistic and Timely.

Opp. A positive effect of uncertainty.
Organizanonal Knowledge specific to Insert Your Company. It is generally
Knowledge gained by experience and is information that is used and

shared for the benefit of objectives.

Outputs The result of a process.
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Term

Definition

Plan-Do-Check-Act

A system to ensure that all actions are planned and checked
before the action takes place.

Procedure

A specified way to carry out an activity or process.

Process

A set of interrelated or interacting activities which uses inputs
to deliver outputs. Processes are how Insert Your Campany
typically operates on a daily basis.

Products and

The outputs that Insert Your Company delive W e

Services customer’s requirements. A product is a physi® c g
a process while a service is the movement or ac "
the customer’s requirements. ‘

Quality Assurance

A part of quality management that
confidence that quality requirergas

Quality Control

sustain the quality of pra

Operational techniques ang |I
these techniques and ggli

Record

Document(s) stating

Risk

0\/ Plence
of activities performed Q

Risk Assessment

The likelihoog oo i ’

The overall pra
evalugiion.

analysis and risk

Risk Based Thinking

Risk Mitigation

der

Q

a

Pla , é Ilves and actions with
consy ?w. ?‘ d their potential effects.
The id OWis he likelihood or impact of
nwan tco

og éc> ¥ intent of addressing all known or
Pos S ting their occurrence.

',v

Q/ of people that has an interest in or is
Q9 Your Company policies or activities.
Stal o ay participate in and contribute to the
ded PKing process.
“takeM®er may be used interchangeably with ‘interested
"~
enfity engaged by the Insert Your Company to supply

Jroducts, services, plant, equipment, materials or other
items.

Targ

The specific performance requirements that need to be met
to achieve objectives.

Uncertainty

A deficiency of information related to understanding or
knowledge of an event, its consequence, or likelihood. (Not
to be confused with measurement uncertainty.)

Uncontrolled
Document

An informal copy of a document for which no attempt is
made to update it after distribution.
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Term Definition

Worker An employee, a contractor or sub-contractor, an employee
of a contractor or sub-contractor, an employee of a labour-
hire company who has been assigned to work, an
apprentice or trainee or a student gaining work experience.

May also be referred to as ‘personnel’.

For further clarification on terms and definitions, please refer to AS/NZS IS
Quality Management Systems - Fundamentals and Vocabulary.

2. PURPOSE

The purpose of this manual is to describe Insert Your Comp
system, define accountabilities and to provide proce
impact the quality of our processes, products and ser;

This manual was developed to guide Insert Your
external parties (upon request) with information
system.

3. QUALITY MANAGEMENT

This quality management manual is
other agents working for, or on behal d relies upon their
consultation, cooperation i i tation to be feasible
throughout the operationa

Insert Your Company shall onfractors and agents for
compliance with t ality ' egular intervals, based on the
risk of operation i

. Understan

Insert Yc
under

ant factors arising from internal and external issues influence

and the ability of our quality management system to

‘ omes.
Jnizational context requires an analysis of the internal and
e, ssues (refer to the table below), and the risks and opportunities
than oe) of concern to Insert Your Company and our interested parties.
The re. i1s analysis are identified in the Q-MF-01 - Organizational Context

Register.

Insert Your Company then monitors and reviews this information to ensure that a
recurrent understanding of each (internal and external) group’s requirements is
maintained.

Additionally, to further facilitate the understanding of our context, Insert Your
Company regularly considers internal and external issues that influence our
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organizational context during management review meetings. Outcomes are then
conveyed via meeting minutes and business planning documents.

A Summary of Internal and External Parties and Issues

Internal External

Workers. Customers and suppliers.
Market share. Markets and competition.
Physical resources. Regulatory and statutory.
Performance. Technological.

Values and culture. Cultural and soci
Innovation and knowledge.

such, we shall take actions to actively under:
and changing influences from a range of int

Insert Your Company shall ensure t ’nt team are
aware of the context in which our ith framework. To
do this we will consider our aspects iext, examine the
internal and external needs a i - ’s and determine the

most important processes Bystems apply.
Insert Your Company will party management by
considering:

e The quality Entation.

Jnizes that we have a unique set of interested parties whose
ons change and develop over time; such needs and

€. , Include those shown in the table below.

- asted Parties Needs and Expectations
Workers Jding contractors and Shared safety values and security
visitors
Customers. Price, reliability and value.
Distributors and retailers. Ethics, quality, price and logistics.
Owners/shareholders. Profitability and growth.
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Interested Parties Needs and Expectations
Suppliers. Ethics, beneficial relationships.
Regulatory and statutory bodies. Compliance and reporting.
Workers' organizations (Unions) Compliance ethics and values

To ensure that our products, services and processes meet all requir
proactively identify and assess potential impacts and risks that may
prompted from an interested party. We then adapt any new nee
into our quality management system and continual improvement p

Needs and expectations of interested parties shall be listed in
Organizational Context Register - Interested Parties Register, is inform
used by management to assist with the company’s strategi
and Q-MF-0 - Strategic Objectives and Direction.

4.2.2, Our Strategic Objectives and Direction

Insert Your Company strategic objectives and
and external factors. Accordingly, senior m
these external and internal factors to dev
processes and performance.

Senior management understand th
the company can leverage from
mitigate these risks to an acceptable
To understand the internal f the onitor and consider
issues coming from:

e The company’s value

* d the economic environment in which we operate.
cuments
_ID .ms and Documents
EAF» Strategic Objectives and Direction
Q-MF-1 Organizational Context Register
Q-MF-3 Quality Management Review Meeting Record

4.3. Scope of the Quality Management System
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4.3.1. Exclusions

4.4.

Insert Your Company has established the scope of our quality management system
based on the analysis of the issues and requirements discussed in sections 4.1 and 4.2
and assessed using Q-MF-01 — Organizational Context Register.

The quality management manual applies to the products and services offered by
Insert Your Company, inclusive of:

e Add as applicable.

Where any process, product or service is outsourced, Insert Your Co
determine the criteria and methods of control to ensure conformity tq
regulatory requirements.

In effect, the application of our quality management system shall:

e Demonstrate our ability to consistently provide a high |
through the compliance of applicable regulatory req

e Provide customer satisfaction by contfinuing to mee
a commitment to the effective application of

o Create a foundation for the achievement
and the continual improvement of our servi

The scope of our quality management
conformance requirements of AS/NZS ISO
Requirements, utilizing an internal review and

The following table identifies exclusio Paolity Management
System - Requirements that qle i PN, as well as providing
a brief narrative to justify t g
system.

ISO 9001
Clause

8.3

published and verifiable performance specifications
the equipment manufacturer and/or the customer.
use 7.3 of the AS/NZS ISO 9001, Quality Management System -
andard is not applicable.
Jde something mitigated: e.g. AS/NZS SO 9001, Quality
‘Nt System - Requirements clause 7.4 Purchasing.

Q

Qualit, .ment System and its Processes

Insert Your —ompany quality management system follows the layout and structure of
AS/NZS ISO 9001, Quality Management Systems - Requirements, and its processes are
designed around the principles of the Plan-Do-Check-Act methodology, as outlined
below.

© Q-MM-1 Version: 1.0 Insert Date Page 11 of 61



Establish plans, objectives, targets and processes necessary to deliver
PLAN the required output conforming to the customer’s requirements and
the organization’s policies.

Implement the processes required to convert the inputs into the

e outputs, as planned.

Monitor and measure processes, plans, objectives and ta

el the policies, objectives and requirements and report og

Develop corrective and preventative actions
ACT processes, so that the conversion of inputs to outp
effective and efficient.

The quality management system is designed as an interrel€
The main processes of the system are grouped into the

e leadership Processes.
e Planning Processes.
o Support Processes.

Underpinning these processes is a 4
quality management manual, Ol and external
documents and data needed to g
and service quality. Refer t ction tion Processes which
shows the sequence a i

management system.

© Q-MM-1 Version: 1.0 Insert Date Page 12 of 61



Plan-Do-Check-Act Flowchart

s N\ N\ N\ N\ N\ ([ A
4 9
Context of the S . 6 . 7 e . Performance 1
Organization Leadership Planning Support Operation and Evaluatia Improvement
\ J J N J J N
( N\ 7~ ™\ ( ) 4 \
4.1. . 5.1 6.1 — 7.1 8.1 10.1
| Undertsr::ndlng — L%%dr::;:irz:r:\td Actions to Resources | PIOpe‘rcnioncI
] : D ———— anning an
Organization — Addresstlsks — Control
and its Context — an .
\ / Opportunities - 7.2
- 5.2 \ / Competence
4.2 Quality Policy /ﬁ
Understanding —— a 6'2”)’ 73 —|
—| the Needs and O JUEll ] Awar;aness
Expectations 5.3 —  Objectives
of Interested Organizational GLL qupmng
Parties L | Roles to Achieve
~— Responsibilifies \Them ) L
/ \ and Authorities el Sl
\ Improvements
4.3 ~\
| Scope of the 63
Management Planning for | i 7.5 .
~———— Changes Documente:
4.4
Quality
—| Management
System

ervice
ovision

)
8.6
Release of
Products and
Services

—
)

8.7
Control of
— Non-
Performing

Outputs

orocess and ifs subsequent output is measured and

2 internal audits, quality inspections and data analysis.

F ihat are linked to our objectives and other desired outputs are
use «d monitor progress. Insert Your Company also undertakes
assess: ermine the risks and opportunities that may be inherent to each.
Current s, Js for objectives and other desired outputs is recorded in Q-MF-1 —

Organizatioral Context Register, Q-MF-0 - Strategic Objectives and Direction, Q-MF-
17 Objectives and Targets Register and management review meeting records.

Related Forms and Documents

ID Forms and Documents

Q-MF-0 Strategic Objectives and Direction
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