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i. Quality Policy

QUALITY POLICY

At SMSA, we are committed to delivering world-class logistics, courier, freight, mailroom, and e-commerce solutions, while also specializing in healthcare logistics. Our dedication is to provide safe, efficient, and professional services that consistently exceed client expectations across all sectors, including the handling and transport of sensitive healthcare products to international standards.

We recognize that quality and effective risk management are the foundations of our success. To ensure this, top management leads by example, fostering a culture where every employee understands their role in maintaining and improving our quality standards while proactively identifying and mitigating risks.

We commit to:

Compliance and Excellence: Meeting all regulatory and client requirements, while continuously enhancing the effectiveness of our quality management system. This includes compliance with the latest industry standards and effective risk controls to ensure every shipment is handled with the utmost care and professionalism.

Tailored Solutions: Providing client-focused, innovative services designed to meet the specific needs of our clients, ensuring their satisfaction and fostering long-term partnerships with SMSA.

Operational Excellence: Adhering to international and best industry standards to guarantee the safe and efficient handling of sensitive products, particularly in healthcare logistics. We emphasize operational efficiency at every step of the operational chain, ensuring reliability, trust, and effective risk management at every point.

Employee Empowerment: Creating an environment where our employees are well-equipped, trained, and motivated to contribute to SMSA’s quality culture. Every team member is responsible for maintaining our high standards, identifying potential risks, and driving continuous improvement across our operations.

Top management ensures that this policy is relevant to our organization’s purpose, serves as a framework for setting and reviewing quality objectives, and is effectively communicated and understood throughout the company. It is regularly reviewed to ensure it remains suitable for our evolving business and risk landscape.

At SMSA, we do not just provide delivery services; we offer solutions characterized by trust, excellence and innovation. Through the continuous improvement of our services, risk management, and commitment to global best practices, we remain dedicated to being “the employer of choice” and the trusted partner our customers rely on.
_________________

Naif Sultan Al-Athel 

Chairman of the Board

ii. Vision and Mission Statements

VISION
To be a pioneer amongst the top global logistics and transportation companies with value added multi product line that meets every customer need by utilizing existing and emerging technologies to the highest ethical and professional standards.
MISSION
To be a pioneer amongst the top global logistics and transportation companies by:

· Providing maximum reach around the world with highest quality of service.

· Empowering and investing in our people.

· Being a dynamic and market-oriented service provider utilizing emerging technologies.
· Maintain sustainable growth.

iii. Issue / Edition number and Effectively / Validity Date
	Last Review/Updates Details

	Document Updated by:
	SMSA ID: 3208

	Reviewed on:
	14 Jun 2023

	Version number: 
	18

	Document number:
	6241

	Effective Validity
	Annual review


Important Note:

This manual is intended for the sole use of SMSA Express. The contents of this manual may not be reproduced or reprinted in whole or in part without the express written permission of SMSA. This manual is to be read in conjunction with the Appendices listed on page 16. For latest version of the manuals/listed documents in appendix section/departmental processes/Org charts and related forms – refer to GUIDE.
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v. Introduction

COMPANY PROFILE

History

SMSA Express Transportation Co., Ltd. began its operation in March 1994 under the able leadership of Sultan Mohammed Saleh Al-Athel. Since then it has become the largest domestic express and service centers network in Saudi Arabia. 
SMSA has reached new heights in the international market. It provides the best, most cost-effective, diverse express, freight, outbound and inbound shipping services available. 

Capabilities and Facilities

SMSA serves more than 325 cities, towns and villages throughout the Kingdom of Saudi Arabia. Operating under the hub and spoke model, 34 operational facilities and 396 SMSA Service Centres are strategically located with three regional offices and international gateways in Riyadh, Jeddah, Dammam, Dubai, Cairo and Bahrain.  .  Supported by a fleet of over 2286
 vehicles and over 3851 dedicated employees handling an average 1093227 shipments per month. 
Big Achievements and Major clients

SMSA  valued international customers from different industries include Siemens, CISCO, Microsoft, Acer, Volvo, General Motors, Chevron, Bayer, Kodak, Schlumberger, Citibank, and British Airways.
Top domestic customers include Alinma Bank, Ministry of Health, Saudi Chevron Phillips Co, Saudi Aramco - Mld – Gld, Nice One – Cod, Bank Al Jazirah, Salla Application For Information Tech Co (Cod)Mak, Saudi Telecom Mailroom Mgmt, Banque Saudi Fransi M. R Proj, Al Rajhi Bank ( S D C ), Nat'l Guard Health Affair Expr, Elm Company ( Muqeem Project ), Nupco ( Health Care Project ), Prince Sultan Medical Miltary City, Iherb, Stc ( Loading Project ), Fragrancex.Com, Riyadh Bank ( Kingdom Mailrooms ), Vogacloset Inc, Landmark Arabia, Prince Sultan Medical Miltary City ( Project 2 ), King Faisal Specialiist Hospital&Research, Noon – Namshi, Boutiqaat – Ecom, Amazon – Afn, Kfsh (Jeddah) Medicine Delivery, Stc Bank – Ecom, Saudi Emircom Co - Sfd Credit, Ocs Kuwait - Cod Collection, Xiyin E Commerce Fze - B2c, My Beautiful For Trd Co. Llc – Cod, Neom, Vogacloset (Returns Pup) And Zong Heng Trd Co Ltd - B2C.
vi. Company Contact details

	Head Office
	Prince Abdullaziz Ibn Masa'ad ibn Julawi (Dhabab) St., P.O. Box 63529 Riyadh 11526, Saudi Arabia

Phone Number: +966 11 218 7777

Email ID: info@smsaexpress.com

	Training Facility Riyadh
	AL Fayha Dist, Prince saad Bin abdul rahman, Riyadh

Phone Number: +966509917053

Email ID: msiddiqui@smsaexpress.com

	Training Facility Jeddah
	Al Madinah AlMunawarrah Rd, Jeddah

Phone Number: +966595195493

Email ID: agahnam@smsaexpress.com

	Gateway Facility Dammam
	King Fahd International Airport Dammam

Phone Number: +966 11 218 7777

Email ID: abaramy@smsaexpress.com

	Gateway Facility Riyadh
	King Khalid International Airport Riyadh

Phone Number: +966 11 218 7777

Email ID: sfallaj@smsaexpress.com


vii.
Revisions and Amendments

When amendments are made, details shall be entered into this sheet.

	Issue No.
	Date
	Details of Change
	Amended Pages

	1
	26 June 2012 
	Changed/replaced Diagram Owners 
	Pages 33 to 53 

	 
	 
	 Joe Fyfer -> Omar Waber
	 

	 
	 
	 Vinod Panicker -> Gul Khan
	 

	 
	 
	 Ali Al Ghamdi -> Bandar Otaibi
	

	
	
	Gandi Ibrahim -> Saud Al Athel
	

	2
	15 Nov 2013
	Changed/replaced Diagram Owners
	Pages 33 to 53

	
	
	Khalifa Sikandar-> Sohel Ahmed
	

	
	
	Hatem Abed -> Gul Khan
	

	
	
	Bandar Al Otaibi -> Nasser Al Ajmi
	

	
	
	Saud Al Athel -> Hisham Al Regib
	

	
	
	Changed “process map” to “procedure” 
	Page 10

	
	
	Changed “is attached” to “is available in GUIDE”
	Page 8

	3
	22 April 2014
	Changed number of cities served to “more than 200 cities”
	Page 4

	
	
	Changed the number of SMSA Service Centers to “190”
	

	
	
	Changed the number of fleet to “850”
	

	
	
	Changed the number of employees to “1600”
	

	
	
	Added major clients “CISCO, Bayer, Schlumberger, KAUST and Ministry of Health”
	

	
	
	Changed/replaced Diagram Owners
	Pages 33 -53

	
	
	Nasser Al Ajmi -> Bandar Al Otaibi
	

	
	
	Hisham Al Regib -> Majed Mubarak
	

	
	
	Hatem Abed -> Gul Khan
	

	
	
	Daniel Michael -> Mohannad Al Khayyat
	

	4
	30 Dec 2014 
	FedEx logo changed to SMSA 
	Cover page

	5
	22 Apr 2015
	Changed the number of SMSA Service Centres 

 to “212”
	Page 4


	
	
	Changed the number of fleet to “1425”
	Page 4

	
	
	Changed the number of employees to “2700”
	Page 4

	
	
	Changed/replaced Diagram Owners
	Pages 51 -52

	
	
	Majed Al Mubarak -> Mohannad Khayat
	

	
	
	Changed the Deputy Managing Director to Managing Director
	Cover page  

	6
	18 Nov 2015
	Version No. Changed to 6
	All Pages

	
	
	Changed the number of City Served    to “325”
	Page 4

	
	
	Changed the number of SMSA Service Centres to “227”
	Page 4

	
	
	Changed the shipment average to 561,000  
	Page 4

	
	
	Change Resolve Ship Manager Call         to SAM Call
	Page 51

	7
	3 June 2016
	Version No. Changed to 7
	All Pages

	
	
	Revised the complete quality manual to reflect the new requirements of the revised ISO 9001 standard (ISO 9001:2015)
	

	8
	25 July 2017
	Updated the following information:
261 SMSA Service Centers

1,588 vehicles

2,908 dedicated employees
	Page 6

	
	
	Under Scope - added “and International Business Units as applicable” 
	Page 11

	
	
	Added diagram owners for IBU-UAE
Shaji George – Sales

John D’Cruz – Operations

Paramananda Kamath – Finance

Hassan Aswad – Human Resources
	Pages 36-39


	9
	3 Jun 2018
	Changed the Quality policy
	Page 2

	
	
	Under Scope - added “In UAE the scope of SMSA Quality Management System covers the activities related to pick-up, receiving and delivery of international express, freight, logistics, mailroom and SMSA Service Centers with different applicable services in the country that qualify SMSA as the ideal logistics partner for prominent UAE customers.”
	Page 12

	
	
	Updated the list of processes available on GUIDE for SMSA KSA & IBU
	Page 37 -64

	
	
	Added the following under SMSA History “SMSA has reached new heights in the international market. It provides the best, most cost-effective, diverse express, freight, outbound and inbound shipping services available. “


	Page 6

	
	
	Changed the Quality policy statement
	Page 15

	
	
	Page numbers updated in the contents section
	Page 5

	10
	1 Jan 2019
	Added diagram owner for Logistics
Philip David Hartley
	Page 46

	
	
	Changed diagram owners for IBU-UAE

Mohd Dilhan Daskateer – Operations

Lalit Singhi – Finance

Yasser Zahreddine – Corporate/ Overall
	Page 46-49

	11
	7 Feb 2019
	Added in 4.3 – Scope of QMS
Healthcare services covers warehousing of pharmaceutical supplies & equipments which includes – handling, storage, and distribution in accordance to specific country regulatory requirements.
	Page 12

	12
	26 Apr 2020
	Changed Retail to SMSA Service Center
	All where applicable

	13
	07 Sep 2021
	Added - SMSA also provides specialized services to its customers and together SMSA shall optimize its client’s benefits for these services by providing them with state-of-the-art support.
	Page 2

	
	
	Added - SMSA specialized services covers periodic visits, inspections at client facilities including reporting in accordance to specific client requirements and meeting their SLA
	Page 13

	
	
	Added - SMSA also provides specialized services to its customers and together SMSA shall optimize its client’s benefits for these services by providing them with state-of-the-art support.
	Page 16


	
	
	Added - In relation to the external inspection/ auditing services the requirements are received based on customer feedback, requirements, complaints and ability to meet SLA.
	Page 27



	14
	27 Oct 2021
	Changed 38 to 41, 327 to 354, 2013 to 2119, 3707 to 3837.
	Page 6

	
	
	Alphabetical adjustments, Page para-alignment done
	All Pages

	
	
	Added – Bahrain in Scope
	Page 13

	
	
	Changed Process List – Added Bahrain Process List
	Page 55

	15
	09 Nov 2021
	Exlcusions section updated:
ISO 9001 (2015) Clause 8.5.5 (except specialized services), Post-delivery activities, as the scope of SMSA works is completed at the delivery stage.

In addition to the above the following exclusions are only applicable specific to specialized services provided by SMSA
	Page 11

	16
	14 Sept 2022
	Replaced SMSA Express Transportation with SMSA.

Removed SAMBA and added SNB in 

SSC changed from 354 to 400

Ops facilities changed to 55

Fleet 2119 to 2337
	

	17
	23 Jan 2023
	Update Capabilities and Facilities

Update Major clients

Change format
	Page 6

	18
	13 Jun 2023
	Vision and Mission statement added
	Page 3

	19
	13 June 2023
	Issue edition and effective date added

List of effective pages added

Content page updated

Company details section added

Definations and Abbreciations added
	Page 4

Page 5

Page 7

Page 11

Page 17

	20
	14 June 2023
	Appendix / list and sample of forms added

Distribution list added

Manual review amendment and administration process added 
	Page 18

Page 20

Page 22

	21
	14 Jan 2023
	Corporate org structure added
Operations, gateway structure added

Customs liasian org structure added

Quality org structure added

Responsibilities and duties section added

Management personnel duties and responsibilities added

Delegation of authority added
	Page 23
Page 24

Page 25

	22
	15 June 2023
	Delegation of authority policy statement added 

Added statement referring to Safety performance indicators
	Page 31
Page 32

	23
	15 June 2023
	Added statement in control of document section referring to review and approval of the manual by GACA presidency. 
	Page 39

	24
	15 June 2023
	Added a statement that Quality audits of sub contractors is not applicable to SMSA.

Added reference to NC and CAPA procedure 
	Page 42
Page 50

	25
	15 June 2023
	Added statement for Continuous improvement as per GACAR Part 151 & 68
	Page 51

	26
	15 June 2023
	List of Processess new section added and clarified
	Page 52

	27
	16 Sep 2025
	Document numbers changed, Quality policy updated (3 page),
	All pages 

	
	
	
	


viii. Definitions & Abbreviations

	Term
	Description

	QMS
	Quality Management System

	QAS
	Quality Assurance Specialist

	SDC
	Special Distribution Channel

	MRM
	Mail room Management

	SSC
	SMSA Service center

	QRM
	Quality & Risk Management

	IBU
	International Business Unit

	OPS
	Operation

	SFD
	SMSA Freight Division

	QA
	Quality Assurance

	WI
	Work Instructions

	TAPA
	Transported Asset Protection Standard


ix. Appendices / List and Sample of Forms

	Doc# 
	Title

	Refer to GUIDE
	JD – Director Quality and Risk Management 

	
	JD – Quality Auditor 

	
	JD – Quality Management Specialist 

	
	JD – Safety & Security Analyst 

	
	JD – National Manager Linehaul HUB and Gateway 

	
	JD – Regional Manager Gateway 

	
	JD – Supervisor Gateway 

	
	JD – Operations Agent Gateway 

	
	JD – Senior Handler Gateway 

	2604
	Control of Records & Documents

	2607
	Delegation of Authority Policy

	2655
	Scale & Calibration policy

	2594
	Audit Planning criteria

	2660
	Fatigue Management Programme

	2606
	CAPA Procedure

	2627
	Internal audit procedure


x. Distribution List

The manual is sent for acknowledgement within SMSA to all the staff via GUIDE system for latest acknowledgement log. Please refer to the GUIDE system.
	Distribution list (Hard / Soft Copy)

	Department/Location/Job Title
	Issued By
	Acknowledged By

	GACA
	Mohamed Bhaiyat
	GACA Representative


xi. Exclusions

Exclusion: 

1. 
ISO 9001 (2015) Clause 8.5.1F, Validation of Processes and Service Provision as there are no special process which will need such validation because all products could be validated by the subsequent monitoring and measurement.
2. ISO 9001 (2015) Clause 8.3, Design and Development as there is no design and development activities which are carried by the company.
3. ISO 9001 (2015) Clause 8.5.5 (except specialized services), Post-delivery activities, as the scope of SMSA works is completed at the delivery stage.
             Validation is exempted because it is always possible to check the quality of the provided service immediately after the service provision. For example, checking our service for delivery time, delivery to the correct address, status of the shipment, damage, lost etc. 

             SMSA has a contractual agreement with Corporate / Healthcare customers where the internal contents of the shipments are not checked (validated). However, security ‘X’ Ray checks carried out as per the country regulatory requirements. 

             The Validation mentioned under CS validation ‘E’ commerce shipments & CS validation none ‘E’ commerce shipments. The term validation here means checking an address or telephone which is not correct or traceable. The correct address and telephone is required to ensure the correct service has been provided. This is done prior to delivery (prior to service provision).            

In addition to the above the following exclusions are only applicable specific to specialized services provided by SMSA

A. ISO 9001 (2015) Clause 8.5.4, Preservation of the outputs during production and service provision, as contamination control etc is not applicable to the specialized services.
B. ISO 9001 (2015) Clause 7.1.5, Monitoring and measuring resources, as nothing is calibrated in the specizlized services provided.

xii.  Manual Review, Amendment & Administration Procedures 

The purpose of this section is to establish the standard process in the set-up, uploading, review, authorization, promotion, acknowledgement, and changes on the Quality Manual.

SMSA Express utilizes the Quality Management System (GUIDE) to streamline the process of documents administration and control. All SMSA procedures, documents and guides are uploaded on the GUIDE System and are updated regularly to ensure the documents are kept current and relevant. Document management and control procedure is documented under Doc number 2604 on GUIDE.

Any Changes to the Manual would first be submitted to the GACA presidency for acceptance of the revisions. The approved document will then be uploaded on GUIDE. 

For revisions to the manual, please refer to section vii above.
xiii.Corporate Organization Structure
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xiv. Operations Gateway Organization Structure
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xv. Customs Liaisons Organization Structure
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xvi. Quality Organization Structure
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xvii. Responsibilities and Duties

The duties, responsibilities and competencies for Key Management personnel / post holder are documented in the respective Job descriptions. The Job description is documented on GUIDE as follows.

1. JD – Director Quality & Risk Management 

2. JD – Quality Auditor 
3. JD – Quality Management Specialist 

4. JD – Safety & Security Analyst 
5. JD – Director Operations 
6. JD – National Manager HUB, Line Haul, Gateway 
7. JD – Regional Manager Gateway 

8. JD – Supervisor Gateway 
9. JD – Operations Agent Gateway 

10. JD – Senior Handler Gateway 
xviii. Management Personnel Duties & Responsibilities 
For Duties & Responsibilities refer to section xviii above.

xix. Delegation of Authority (Privileges & Authorizations)
Delegation of authority policy is documented under Doc num 2607 on GUIDE.

The following section has been structured as per the ISO Clauses in the ISO 9001:2015 standard. 
4
Context of the Organization

4.1
Understanding the Organization and its Context
SMSA identifies internal and external factors that might affect its strategic directions and its ability to achieve the performance targets and commitments through the following –but not limited to – means:
· Strategy Planning and Workshop and the subsequent SWOT Analysis.
· Internal & External Surveys (Employee Survey, Customer Satisfaction Survey, Brand Awareness & Public Perception, and Mystery Shopping & Competitor Watch)
· Risk Identification, Analysis and Handling according to “Risks and Opportunities Identification and Handling Process”.
· Hub and Spoke Network/ Model
· Monitoring of organizational and departmental KPIs and setting corrective actions to achieve them (whenever not achieved) where such corrective actions might involve the internal and external factors mentioned above.

· Data analysis of lessons learned which might reveal new internal and external factors.

Records are kept and maintained for all these activities for monitoring and review. QRM summarizes the above data (except Hub & Spoke) through Log of “Factors and Interested Parties Affecting SMSA Strategic Directions, Targets, and Commitments”. Entries of this log are consolidated and reviewed including their interactions and might be presented as an input to the following activities:
· Strategic Meeting

· SWOT Analysis

· Management Review Meetings
With the aim of ensuring that the requirements of the quality management system remain achievable and the resources needed to meet these requirements are secured.

4.2
Understanding the Needs and Expectations of Interested Parties
Customer requirements are understood broadly to include all aspects of products offering and associated services that are relevant to customer satisfaction.

Nearly all processes and elements of the quality system are designed and implemented specifically to ensure that customer requirements are met. This starts with provision of required training, and adequate infrastructure and suitable work environment (Section 6, Resource Management). Next follows planning and implementation of reliable and effective product realization processes (Section 7, Product Realization). And finally, activities related to product and process monitoring and verification (Section 8, Measurement, Analysis and Improvement). Identification and review of interested parties affecting SMSA Strategic Directions, Targets, and Commitments is done in parallel of the identification and review of internal and external factors affecting SMSA Strategic Directions, Targets, and Commitments as detailed under 4.1 above.
4.3
Determining the scope of the Quality Management System
The scope of SMSA Quality Management System covers the activities related to pick-up, receiving and delivery of domestic and international express, freight, logistics, and cargo services including mailroom, special delivery services, healthcare, e-commerce, SMSA Service Centers and corporate customers throughout the Kingdom of Saudi Arabia and International Business Units outside KSA.

Healthcare services cover warehousing of pharmaceutical supplies & equipments which includes – handling, storage, and distribution in accordance to specific country regulatory requirements.

SMSA specialized services covers periodic visits, inspections at client facilities including reporting in accordance to specific client requirements and meeting their SLA

In UAE / Egypt/ Bahrain the scope of SMSA Quality Management System covers the activities related to pick-up, receiving and delivery of international express, freight, logistics and SMSA Service Centers with different applicable services in the country that qualify SMSA as the ideal logistics partner for prominent UAE / Egypt / Bahrain customers.

This quality system has been organised to comply with the International Standard ISO 9001: 2015.

4.4
Quality Management System and its Processes

SMSA operates a fully documented quality management system appropriate to the company’s activities and in accordance with ISO 9001:2015. 
The documented system of SMSA is the GUIDE SYSTEM and it includes:

· Quality Assurance Manual
· Work Instructions
· Policies

· Quality Records (Forms)
· Any other documents required for the effective planning, operation and control of the quality system.

The effectiveness of the company quality management system is continually improved through the methods mentioned under clause 10.3 of this Quality Manual.

Quality procedures were developed in the form of process flow charts (Usually, referred to by the company as the process maps). Quality Procedures describe the responsibilities and methods to be followed for carrying out various activities and tasks in sufficient details. These procedures define how the requirements of applicable clauses of ISO 9001 are applied within the company.

The processes needed for this quality management system and their application throughout the company, including the inputs required and outputs expected from these processes. Matrix of applicable quality procedures to each clause of this manual is available in GUIDE). 
SMSA also had set KPIs for the quality management system and its processes and set a mechanism for monitoring those KPIs to ensure the implementation, effectiveness and continual improvement of this system.

It had also identified the sequence and interaction of these processes. This is done through the quality procedures.

The company had determined the criteria and methods needed to ensure that both the operation and control of these processes are effective. The processes mentioned above are monitored, measured and analyzed as mentioned in section 9.1 of this quality manual.

The company had ensured the availability of resources needed to support the operation and monitoring of these processes. This includes human resources, required infrastructures, and suitable work environment.
SMSA had also identified and assigned the responsibilities and authorities for these processes, and address the risks and opportunities as mentioned in 6.1 of this quality manual.
SMSA also implements the changes needed after evaluating the processes, to achieve intended results and for continual improvement of the processes, as well as the quality management system.
5
Leadership


5.1
Leadership and Commitment

5.1.1
General

For the purpose of administrating the quality management system, top management includes Chairman and Managing Director (MD). The top management and board members meet on a regular basis to review and discuss SMSA’s management systems effectiveness, identified risks, opportunitites and way forward inline with SMSA’s strategic objectives.

SMSA top management is committed with respect to supporting the QMS through various means including:

- Taking accountability for QMS

- Establishing quality policy and objectives which are compatible with SMSA strategy and context.

- Promoting the use of process approach with clear processes identified, mapped and communicated through the company Guide system. Also, SMSA had established a system for identifying and handling risks.

- SMSA had also developed Resource Planning processes for the purpose of ensuring the availability of resources required to maintain the effectiveness of QMS.
- Communicating the importance of the effectiveness and conformity of QMS. This is done through various means such as internal auditing, management reviews, etc. QRM department was assigned to lead this role.

- Ensuring that QMS achieves its intended results, where this was done in various methods, with emphasis on quality objectives and KPIs at the different levels of SMSA.
5.1.2
Customer Requirements Focus

Top management is committed to ensure:
a) Meeting customer as well as regulatory and legal requirements. Management representative is responsible for implementing this commitment by promoting awareness of customer requirements throughout the organization. 

b) Determining risks and opportunities that can affect conformity of products and services and the ability to enhance customer satisfaction.

c) Having customer satisfaction as a priority for SMSA through different means such as measuring it, timely response and resolution of customer complaints, setting KPIs relevant to service level and achieving customer requirements, etc.
5.2
Policy
5.2.1 SMSA Quality Policy

The quality policy of SMSA is:

The management of SMSA is committed to continually improve the company’s performance and meeting its customer’s expectations while offering them a safe, efficient, and professional service.

SMSA is perpetrated to being the leading provider of logistics, freight, mailroom, courier and E-commerce solutions. SMSA provides Healthcare storage and transportation solutions including solutions that are aligned with internationally recognized “Good Distribution Practices”. SMSA also provides specialized services to its customers and together SMSA shall optimize its client’s benefits for these services by providing them with state-of-the-art support.

Quality is considered to be a personal responsibility of all our employees at SMSA. To preserve it, the top management shall provide the required support and training, whereas the effectiveness of the company operations will be ensured and the associated risks will be systematically avoided. 

In addition, SMSA shall implement a working environment for enabled, satisfied, motivated, and committed employees making SMSA “The Employer of Choice”

This quality policy is reviewed at the management review meeting annually to assess it for its suitability, and to ensure that it remains appropriate to the purpose and context of SMSA and supports its strategic direction.
5.2.2 Communicating the Quality Policy

The quality policy is maintained as documented information and is made available to all relevant interested parties. Top management ensures that it is communicated, understood and applied throughout the organization.
This quality policy is posted at prominent locations in the company facilities to ensure that it will be seen by all employees. Also understanding of this quality policy by employees is verified during internal audits.

5.3
Organizational Roles, Responsibilities and Authority

Top management ensures that responsibilities and authorities for relevant roles are assigned, communicated, and understood within the organization. This manual and the process maps which are listed in it define the responsibilities and authorities of persons playing a role in the quality management system to conform with the requirements of the International Standard. 
SMSA had assigned the responsibilities and authorities for reporting on the performance of the quality management system and opportunities for improvement to the top management. 

Delegation of Authority policy is documented on GUIDE under Doc num 2607.
Responsibilities, training requirements and qualification of audit personnel are documented in:

1. JD – Auditor 

2. Qualification and Work experience matrix 

3. Training Curriculum 

Management Representative
Top management had appointed management representative who has responsibility and authority to:
a) Ensure that processes needed for the quality management system are established, implemented and maintained.

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

c) Ensure the promotion of awareness of customer requirements throughout the organization.

d) Ensures that the Quality Policy and quality objectives are known, understood and achieved in all areas of the business.

e) Ensures that all personnel are aware of their responsibilities within the Quality Management System and that staff are adequately trained to perform their roles.
f)         Coordinate communication with external parties on matters relating to the quality system and ISO 9001 registration.

g) Ensures that all corrective and preventive actions are addressed to eliminate the possibility of a repeat of the same or similar defects/complaints.

h) Establish with the support of top management and in coordination with other departments a frame to identify and handle risks and opportunities for improvement.

The Management Representative is the Director-Quality & Risk Management. 

6
Planning
6.1 
Actions to Address Risks and Opportunities
SMSA determines the risk and opportunities based on the issues referred to in 4.1 and the requirements referred to in 4.2. 
· SMSA develops Action plans to address identified risks and opportunities.

· Also, QMS processes will be modified to reflect such actions

· When implementing action plans to address risks and opportunities including as applicable modifying the processes, as mentioned above, the effectiveness of these actions is being assessed.

The action plan includes risks identified in lessons learned, and opportunities identified through SWOT study.
6.2 
Quality Objectives and Planning to Achieve Them

SMSA had established a set of quality objectives and key performance indicators at relevant functions and levels of the organization, which are specific and measurable as well as consistent with the quality policy. These objectives cover conformity of SMSA products and services as well as customer satisfaction, and are communicated to the relevant parties within SMSA.
When planning these objectives SMSA determines:

· What will be done

· What resources will be required

· Who will be responsible

· And when will be completed 

For each objective, the company sets review mechanism to ensure that set quality objectives were in action. In general, it reviews the quality objectives in the management review meetings.

It also sets implementation measures for each quality objective in order to make the monitoring and measurement of the objective possible.  

SMSA had also established product quality objectives in some cases in the form of policies.

SMSA had also established Environment, Health & Safety objectives for facilities complying with ISO 14001 (Environment Management System) & ISO 45001 (Occupational Health and Safety Management System).

6.3 
Planning of Changes

SMSA has planned a systematic manner of carrying out the needed changes in the quality management system as defined in this manual in Section 4.4. 
SMSA takes in consideration the following with respect to required changes:

· the purpose of the change and any of its potential consequences;

· the integrity of the quality management system;

· the availability of resources; and

· the allocation or reallocation of responsibilities and authorities
7
Support

7.1 
Resources

7.1.1 
General

Top management has the responsibility and authority for provision of resources needed to implement and maintain the quality management system and continually improve its effectiveness. Also, SMSA review of the requirements related to the product (clause 7.2.2 of this quality manual) includes identifying resources required to achieve customer requirements.

Allocation of resources for particular activities is integrated with the process of defining and initiating the activity. It may take the form of personnel assignments, allocation of space or equipment, training, procurement decisions, budgets, etc. 

Allocation of resources may be documented in the operational procedures, minutes of meetings, memorandum, or any other form. Approvals of resource allocations may be also communicated verbally.   
Management review of the quality system is the principal forum for allocation of resources for the operation and improvement of the system. All actions initiated by the review are supported by allocation of specific resources necessary for their implementation. 

7.1.2 
People

Top management is committed to providing resources necessary for establishing, implementing, maintaining, and improving the quality management system. Section 6.1 of this manual defines processes for identifying resource requirements and allocation of resources for specific activities and development of projects.

7.1.3 
Infrastructure

The top management ensures that infrastructure needed to achieve conformity to product and services is provided and maintained. This includes:

a) Buildings, workspace and associated utilities.

b) Process equipment (Both hardware and software)

c) Supporting services such as transport and information and communication technology.

7.1.4 
Environment for the Operation of Processes


Top management of SMSA ensures the provision and maintenance of the environment necessary for the operation of its processes and to achieve conformity of its products and services

1.
Human Factors  


Human Resources and departmental managers are responsible for ensuring suitable environment which is a combination of human and physical factors, such as:

a) Social (e.g., non-discriminatory, calm, non-confrontational);

b) Psychological (e.g., stress-reducing, fatigue / burnout prevention, emotionally protective);

c) Physical (e.g., temperature, heat, humidity, light, airflow, hygiene, noise).


Administration Department is responsible for identifying those operations where environmental conditions could impact quality performance of personnel or result in product nonconformities. Where appropriate, limits of exposure measures shall be defined and implemented for these operations.

 Relevant workplace policies are communicated mainly through training (including on-job training) and awareness programs and, where necessary, disciplinary actions

2.
Health & Safety  

Health and safety issues will be administrated by the Quality & Risk Department which is managed by the Director-Quality & Risk Management. Quality Assurance of fatigue management is done through internal audits where in the policies documented addressing human factors are audited. Refer to Fatigue management programme under Doc# 2660.
7.1.5 
Monitoring and Measuring Resources


7.1.5.1 General


SMSA had developed quality control as well as calibration procedures to ensure the 
a) Availability of resources suitable for the monitoring and measurement activities

b) These resources are maintained to ensure their continuing fitness for their purpose.

Where possible the calibration activities shall be ultimately traceable to nationally or internationally recognised standards.

The required controls of calibration are covered in the Calibration policy documented under Doc num 2655 on GUIDE. 


Where equipment is found to be out of calibration, a review of the action to be taken regarding suspect shipment or performance shall be conducted. Calibration status shall be identifiable at all times. 
Quality assurance of ground service equipment condition and serviceability is chedcked through the internal audits. The conditions and servicibility of the equipements is checked based on the equipment list, checklist records & manufacturers servicibility specifications criteria for the equipments available in the relevant departments. 
7.1.6 
Organizational knowledge

SMSA had identified the following means as organizational knowledge which have to be maintained:
· Local and international standards and regulations relevant to SMSA scope of work

· SMSA standards of work pertinent to Operations, SMSA Service Centers (SSC), and CSD
· Training Modules

-     Lessons Learned
SMSA had developed a process to ensure the maintenance and development of this knowledge.

7.2 
Competence

Appropriate training, education, experience and skills are recognised as fundamental to the attainment of, and continued effectiveness of, the quality system. 

SMSA ensures that all employees doing work affecting quality are competent enough before they are assigned this work. Objectives were set to ensure employees receive the required training after they join the company for the effective performance of functions assigned to them. Competence requirements might be satisfied by one or more of the following ways: Academic qualifications, work experience, skills and training. Training records are maintained for all employees by the HR department. It is the responsibility of the Departments and HR to identify training needs.

Identification of training needs may also be highlighted by one or more of the following;

· Customer complaints

· Internal Audit 

· New or revised working practices and methods

· Employee feedback

Summary of training requirements is to be issued and updated by the Training Manager as training plan. 

The management representative ensures that employees are aware of the relevance and importance of their activities and how they contribute to the achievement of the quality objectives. Usually, this is done during internal auditing. 

HR Department maintains appropriate records of education, training, skills and experience.
7.3
Awareness

Appropriate training, education, experience and skills are recognised as fundamental to the attainment of, and continued effectiveness of, the quality system. 

SMSA ensures that all employees doing work affecting quality are competent enough before they are assigned this work. Objectives were set to ensure employees receive the required training after they join the company for the effective performance of functions assigned to them. Competence requirements might be satisfied by one or more of the following ways: Academic qualifications, work experience, skills and training. Training records are maintained for all employees by the HR department. It is the responsibility of the Departments and HR to identify training needs.

Identification of training needs may also be highlighted by one or more of the following;

· Customer complaints

· Internal Audit 

· New or revised working practices and methods

· Employee feedback

Summary of training requirements is to be issued and updated by the Training Manager as training plan. 

The management representative ensures that employees are aware of the relevance and importance of their activities and how they contribute to the achievement of the quality objectives. Usually, this is done during internal auditing. 

HR Department maintains appropriate records of education, training, skills and experience.

7.4 
Communication

The Management ensures effective internal communication regarding the quality management system.

1. Internal communication regarding the quality system flows two ways:

The management communicates to the organization the quality policy and objectives; customer and regulatory requirements; policies and process specifications.

The organization communicates to the management information and data regarding customer needs and expectations, customer satisfaction, quality performance, the effectiveness of the quality system, and opportunities for improvement.

2. The information is communicated through manuals, procedures, instructions, policies, quality records, reports, etc.; and through training, on-the-job instruction, and meetings. 

3. Management review meetings have a special role in ensuring proper communication between the top management and the organization. The meeting provides the framework for the organization to report on the status of quality-related issues and activities, and for the management to formulate policies and directives to change and/or improve the quality system. 

4. Management Representative has the overall responsibility for ensuring that all pertinent documents, reports and records are distributed to/accessed by appropriate departments and functions, and that information and data about quality performance and the effectiveness of the quality system are reported to the top management.
Moreover, SMSA had set specific methods for external communication with interested parties including:

1. Products and services requirements in the form of agreements, service levels and delivery commitment times.

2. Customers complaints handling through complaints policy

3. Customer feedback and identification of their requirements through customer surveys

4. Any other methods seen as necessary to communicate with interested parties such as regulatory channels as required by local rules and regulations (For example for the renewal of licenses, etc.)
7.5
Documented Information

7.5.1
Control of Documents


The Company has established and maintained a procedure for control of all documentation relating to the quality system (Document control process map).

The procedure ensures that:

· All documents are reviewed and approved prior to issue.

· The pertinent issue of appropriate documents is available at the location where operations essential to the effective functioning of the quality system are performed.

· All changes to documents are made through the change process in the GUIDE system, are reviewed and approved by the same functions as the original documents. All holders are informed of these changes and will have access to them as read only.

· The master set of applicable documents is maintained and updated.

· Obsolete documents are removed from points of use and issue.

· Obsolete documents retained for knowledge preservation or legal purposes are clearly identified as such.

The procedure ensures that the documents of external origin essential for the Company’s quality system are adequately controlled.  All incoming and outgoing correspondence is adequately controlled and filed for easy retrieval.

Any changes to the Manual would require an approval from the GACA Presidency prior to upload on GUIDE. 
7.5.2
Control of Records

The requirements for quality records are found within the Control of Records process map.

All data supporting the achievement of quality requirements and effectiveness of the quality system are included as quality records. The records are suitably identified.  The Control of Records process map defines where and by whom the records are maintained and states the retention period for each record.
8
Operation

8.1 
Operational Planning and Control

SMSA sets the quality objectives for its products in the form of policies, product objectives and agreements with the clients.

The company had also identified different processes needed to achieve the product in the form of process maps, and had provided resources required for achieving the products.

It also specified the required verification, validation, monitoring, and inspection activities specific to the product and the criteria for the product acceptance in the purchasing process map (For packaging of shipments) and in the QA process map and in the control of nonconforming material procedure.

Records needed to provide evidence that the realization processes and resulting product meet requirements are maintained.

8.2 
Requirements for Products and Services

8.2.1
Customer Communication
SMSA management had developed a clear policy for communicating with customers in relation to:

a) Product information, which includes for example, product requirements, and the criteria followed by the organization for verification, monitoring, and inspection of the product and the role of the customer in such activities This also includes process maps, and work instructions explaining different stages of the service. 

b) Enquiries, contracts and/or order handling, including amendments as detailed in Sales process map.

c) Customer feedback including customer complaints as detailed in Customer Service process map. 

d) Handling or controlling customer property

e) Establishing requirements for contingency actions when required

8.2.2
Determining the Requirements for Products and Services
The top management realizes the importance of meeting customer requirements. In fact meeting customer requirements is projected in SMSA as the principal objective of the quality management system and is emphasised in different clauses of this quality manual such as clauses related to management responsibility, quality policy and quality objectives, employee awareness, and many others and to that extent the company gives importance to the identification and determination of customer requirements. The subjects of determining requirements related to the product, reviewing these requirements, and customer communication are covered in the following process maps (Sales, SMSA Service Centers and Customer Services)

Product related requirements are determined in the contracts, client purchase orders, in the form of regulations and in the form of policies.

Determination of requirements related to the product includes:

a) Requirements specified by the customer, including the requirements for delivery.

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

c) And statutory and regulatory requirements related to the product.
8.2.3
Review of the Requirements for Products and Services
Upon receipt of the client shipment (through SMSA Service Centers), contract or order, and prior to commencement of any work, provision is made for an internal review to determine the following:

· Scope of work to be undertaken and product requirements (including customer requirements)

· Required delivery time

· Payment terms and conditions

· Regulatory requirements

· Relevant company standards and procedures

· The organization has the ability to meet the defined requirements

In relation to the external inspection/ auditing services the requirements are received based on customer feedback, requirements, complaints and ability to meet SLA.

Records are maintained of all customer requirements review and contract review activities, including the review and appropriate action taken as a result of any amendments to the original order and or related documentation. Concerned persons are copied of these records and made aware of amendments.

8.2.3.2 SMSA retains documented information, as applicable:

a) On the results of the review;

b) On any new requirements for the products and services.
8.2.4
Changes to Requirements for Products and Services
SMSA ensures that relevant documented information is amended, and that relevant persons are made aware of the changed requirements, when the requirements for products and services are changed.

8.3
Design and Development

Design and development requirements are not applicable to SMSA as there are no design and development activities carried by the company.

8.4
Control of Externally Provided Processes, Products and Services

8.4.1
General

SMSA ensures that externally provided processes, products and services conform to requirements. SMSA had determined the controls to be applied to externally provided processes, products and services. This includes:

a) Products and services from external providers are intended for incorporation into the organization’s own products and services; such as packaging material
b) Products and services are provided directly to the customer(s) by external providers on behalf of SMSA; such as delivery of international shipments
c) A process, or part of a process, is provided by an external provider as a result of a decision by SMSA management.
SMSA had developed clear criteria for the evaluation, selection, monitoring of performance, and re-evaluation of external providers, based on their ability to provide processes or products and services in accordance with requirements. SMSA retains documented information of these activities and any necessary actions arising from the evaluations.

Quality audits of sub-contractors is not applicable to SMSA. 
8.4.2 Type and Extent of Control

SMSA ensures that externally provided processes, products and services do not adversely affect the organization’s ability to consistently deliver conforming products and services to its customers.

SMSA ensures:

a) That externally provided processes remain within the control of its quality management system;

b)  Define both the controls that it intends to apply to an external provider and those it intends to apply to the resulting output;

c)   Take into consideration:

1) The potential impact of the externally provided processes, products and services on the organization’s ability to consistently meet customer and applicable statutory and regulatory requirements;

2)   The effectiveness of the controls applied by the external provider;

d) Determine the verification, or other activities, necessary to ensure that the externally provided processes, products and services meet requirements.

8.4.3
Information for External Providers
SMSA ensures the adequacy of requirements prior to their communication to the external provider.

SMSA communicates to external providers its requirements for:

a) The processes, products and services to be provided;

﻿b) The approval of:

1) Products and services;

2) Methods, processes and equipment;

3) The release of products and services;

c) Competence, including any required qualification of persons;

d) The external providers’ interactions with the organization;

e) Control and monitoring of the external providers’ performance to be applied by the organization;

f) Verification or validation activities that the organization, or its customer, intends to perform at the external providers’ premises.

8.5
Production and Service Provision

SMSA had developed and explained the required controls of the service provision activities in different process maps and policies including: Operations, SMSA Service Centers, Mail Room, and Special Delivery process maps. 

8.5.1
Control of Production and Service Provision

Formal controls have been established and workmanship criteria defined where an absence of such would adversely affect product or performance quality.

All processes are carried out under controlled conditions. Various methods of control are practiced depending on the nature of the process.

Typical examples are:

· Documented process Maps.

· Policies.

· Work Instructions (WI's)

· Selection and training of suitable personnel.

· Monitoring and inspection.

There are no special processes in the company whereas the result of the process cannot readily be verified by consequent monitoring.

8.5.2
Identification and Traceability
SMSA ensures identification of product by various means including; the required documentation such as manifests, proof of delivery, physical location, labels and tags, airway bills, etc.

The results of all monitoring performed shall be recorded and retained for predetermined periods (As covered in Control of Records procedure). These records shall provide objective evidence of the controls carried out and shall ensure historic data on product conformance and corrective/preventative action as appropriate.

There is a system in place for clearly demonstrating the inspection status of packaging materials and the company services. 

8.5.3
Property Belonging to Customers and External Providers
The core business processes and QRM process maps explain how does SMSA identify, verify, protect and safeguard customer property. This includes handling of customer shipments from acceptance to delivery.

8.5.4
Preservation

The storage requirements of all materials are designed to avoid the following;

· Degradation
· Inappropriate handling
· Loss of proper identification, segregation or traceability as applicable
Shipments shall be stored in a way to assure clear segregation, identification and traceability. Material shall be handled in such a way as to avoid damage.

8.5.5
Post-delivery Activities


Post-delivery activities are not applicable to SMSA, as the scope of SMSA works is completed at the delivery stage.

8.5.6
Control of Changes

SMSA review and control changes for service provision, to the extent necessary to ensure continuing conformity with requirements. This takes place through various means and tools such as annual processes review, and monitoring of KPIs.

SMSA retains documented information describing the results of the review of changes, the person(s) authorizing the change, and any necessary actions arising from the review.
8.6
Release of Products and Services

The Quality & Risk Management department determines all the inspection and monitoring requirements and stages as well as methods of inspection for each service.

The results of all inspections and monitoring performed shall be recorded and retained for predetermined periods. These records provide objective evidence of the controls carried out and ensure historic data on product conformance and corrective/preventative action as appropriate. 

8.7
Control of Non-conforming Outputs
Products and Services which do not conform to specification are recorded, and identified and, where possible, segregated from conforming products to prevent the misuse of the nonconforming products and to ensure that nonconformities will be dealt with appropriately. Records are maintained and periodically reviewed in order to establish actions to prevent re-occurrence where appropriate. The procedure for dealing with nonconforming material is recorded in Control of Non-conforming Product and Corrective and Preventive Action.

9
Performance Evaluation

9.1
Monitoring, Measurement, Analysis and Evaluation

SMSA had determined and implemented the monitoring, measurement, analysis and improvement processes needed to 

a) Demonstrate conformity of the product as detailed under clauses 8.6, 8.7 and 9.1.3 of this manual.

b) Ensure conformity of the quality management system as detailed under 9.2 and 9.1.3 of this quality manual

c) Continually improve the effectiveness of the quality management system as detailed under clauses 9.1.3 and 10.2 of this quality manual.

d) Enhance customer satisfaction as detailed under clauses 9.1.2
The data analysis techniques are used by SMSA to demonstrate the suitability and effectiveness of the quality management system.

The company recognises that everyone within the organisation is responsible for his own quality and has introduced formal controls to achieve this objective. Independent verification shall also take place via the internal auditing personnel to ensure that the controls remain effective.

9.1.1
General

Quality system processes are monitored by variety of approaches and techniques, as appropriate for a particular process and its importance. These include:  

· Conducting internal audits of the quality system;

· Monitoring trends in corrective and preventive action requests;

· Measuring and monitoring customer satisfaction

The Quality & Risk Management department determines all the inspection and monitoring requirements and stages as well as methods of inspection for each service.

The results of all inspections and monitoring performed shall be recorded and retained for predetermined periods. These records provide objective evidence of the controls carried out and ensure historic data on product conformance and corrective/preventative action as appropriate. 

SMSA represented by the Quality Department collects and analyses the various data to reflect the performance of the quality management system and to evaluate the opportunities for improving it as follows:

1. Data analysis is done to reflect customer satisfaction by analysing customer surveys, and customer complaints.

2. Analysing the results of the inspection of the company services which reflect conformity to service requirements. 

3. Analysing the trends in the company products and processes where opportunities of improvement and opportunities for introducing preventive actions could be identified. 

4. Performance of suppliers is analysed through analysis of nonconforming materials.

9.1.2
Customer Satisfaction
The Marketing department has direct responsibility with other departments assisting in developing suitable indicators of customer satisfaction, and for defining methods for collecting and analyzing the pertinent information (Marketing Process map).

Information and data pertaining to customer satisfaction are collected from sources such as customer complaints and customer surveys.
The company had also developed survey forms to collect customer feedback and measure customer satisfaction.

9.1.3
Analysis and Evaluation
SMSA represented by the Quality Department collects and analyses the various data to reflect the performance of the quality management system and to evaluate the opportunities for improving it as follows:

1. Data analysis is done to reflect customer satisfaction by analysing customer surveys, and customer complaints.

2. Analysing the results of the inspection of the company services which reflect conformity to service requirements. 

3. Analysing the trends in the company products and processes where opportunities of improvement and opportunities for risks elimination could be identified. 

4. Performance of suppliers is analysed through analysis of nonconforming materials.

5. If planning has been implemented effectively

6. The effectiveness of actions taken to address risks and opportunities

9.2
Internal Audit
SMSA management representative plans internal audits with a provision for the next 12 months and accordingly prepares internal audits schedule. Frequency of audits depends on the complexity of the audited function and results of previous audits as well as it take in consideration the status of the function/department to be audited.  Internal audits in the company are carried only by trained internal auditors. It is the policy of the company that no auditor will audit his own works. It has established a procedure (Internal Audit process map) which details the responsibilities and requirements for planning and conducting audits and for reporting results and maintaining records. Follow-up audits are carried to ensure that corrective actions were duly taken. 

The process for audit preparation, conduct, planning and internal audit procedure are documented under Doc num 2627. 

The Management Representative has the responsibility to monitor that the appropriate action is taken on a timely basis.

9.3
Management Review
Top management periodically reviews the quality management system to ensure its continuing suitability, adequacy, and effectiveness. The review evaluates current status and performance of the quality system and initiates actions for further improvement of the system. The process for conducting management reviews is defined in Section 5.6 of this manual. 

9.3.1
General
Top management in the company calls for management review meeting every month to ensure continuing suitability, adequacy and effectiveness of the company quality management system. Minutes of the all-Management Reviews are retained by the Management Representative.

The Company has established and maintained a procedure for management review (Management Review Process Map).

9.3.2
Management Review Inputs
Input into the management reviews consists of information and data related to quality performance of the organization. At a minimum, this includes:

· Quality policy, its suitability, and the need for changing it,

· Quality Objectives, measuring them and the need to incorporate changes in them. 

· Results of audits, 

· Customer feedback and complaints, 

· Process performance and product conformance data, 

· Status of preventive and corrective actions, 

· Changes that could affect the quality system, 

· Follow-up actions from earlier management reviews, and 

· Recommendations for improvement, and changes which were, or have to be, introduced into the quality management system

· Data demonstrating progress toward achieving continual improvement goals, and reviews current and completed improvement projects

· The overall effectiveness of the QMS.

9.3.3
Management Review Outputs
Management reviews are concluded with actions related to improvement of the quality management system, and improvement of processes to better meet customer requirements. The review also identifies resource needs to implement these actions.

The minutes include improvement actions, and assign responsibilities and allocate resources for implementation of these actions.

10
Improvement

10.1
General
SMSA had determined the opportunities for improvement and implemented the actions necessary to meet customer requirements and enhance customer satisfaction.

These shall include:

a)  Improving products and services to meet requirements as well as to address future needs and expectations;

b)  Correcting, preventing or reducing undesired effects;

c)  Improving the performance and effectiveness of the quality management system.

10.2
non-conformity and corrective action
Products and Services which do not conform to specification are recorded, and identified and, where possible, segregated from conforming products to prevent the misuse of the nonconforming products and to ensure that nonconformities will be dealt with appropriately. Records are maintained and periodically reviewed in order to establish actions to prevent re-occurrence where appropriate. The procedure for dealing with nonconforming material is recorded in Control of Nonconforming Product and Corrective and Preventive Action.

A centralized approach for tracking both preventive and corrective action is contained within Corrective and Preventive Action Procedure. This procedure in conjunction with other procedures as noted in 8.5.2.2 and 8.5.2.3 below establish a roadway for continuous improvement. 

For corrective action, Corrective and Preventive Action Procedure define the requirements for: 

a) Reviewing nonconformities (including customer complaints. The procedure for handling customer complaints is detailed in Customer Service process map) 

b)  Determining the causes of nonconformities.

c)  Evaluating the need for action to ensure that nonconformities do not recur.

d)  Determining and implementing action needed.

e)  Records of the results of action taken.

f)   Reviewing corrective action taken.

For preventive action, Corrective and Preventive Action Procedure provides: 

a) Determining potential nonconformities and their causes.

b) Evaluating the need for action to prevent occurrence of nonconformities.

c) Determining and implementing action needed.

d) Records of results of action taken.

e) Reviewing preventive action taken.
Levels of non-confirmity / criticality, root cause analysis, corrective & preventive action, NC Closure are well documented in the Corrective & Preventive procedure under Doc num 2606 on GUIDE. 
10.3
Continual Improvement
Identification of improvement opportunities 

Opportunities for improvement are identified from such sources as:

· Data of process and product characteristics and their trends;

· Records of product nonconformities;

· Customer satisfaction, dissatisfaction and other customer feedback;

· Market research and analysis of new technologies;

· Feedback from employees, suppliers, and other interested parties; and

· Internal and external audits of the quality system.

Evaluation of improvement opportunities

Those opportunities for improvement based on feedback from the business are evaluated by Quality & Risk Management Department and, when appropriate, are implemented through the system of corrective and preventive action.

Opportunities of improvement based on longer-term data and trends are evaluated by the management review. They are prioritized with respect to their relevance for reaching the quality policy and quality objectives. When new important opportunities for improvement are not adequately supported by the current policy and objectives, the management review may change the policy and/or establish new quality objectives.
The Continuos improvement cycle includes compliance with GACAR Part 151 & Part 68.

xx.
List of Processess

For List of country and departwise processes refer to GUIDE system.
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