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1 The QUALITY MANAGEMENT REPRESENTATIVE (QMR) is responsible, and has the authority, for the control of all non‑conforming items, processes or conditions identified at IMH facilities and at point of delivery.   

2 The SALES MANAGER is responsible and has the authority for identifying and recording all nonconforming items and conditions at point of contact with the customer.  

3 The QMR:
· with the ENGINEERING MANAGER evaluates the effects of non-conformity on delivery and service performance, reliability, safety, aesthetics and documentation; 

· initiates preventive actions to correspond to the risks encountered, especially those which could affect the certification or recertification status and schedules;

· analyses non-conforming trends continually to identify and eliminate non-conformances in processes, work operations, audit results, quality records, service reports and customer complaints;

· ensures that nonconforming items are not used or installed inadvertently;

· ensures that Nonconformance Reports are not closed unless root causes have been analysed thoroughly and corrective action implemented. 

4 The status and compliance of non‑conformance and corrective action is reviewed regularly by senior management.

5 Non-conformances affecting the approval status of the product or service cannot be cleared unless authorised in writing by the applicable regulatory authority.

6 Where required by contract, customers will be notified of corrective action.

7 Items or conditions found through inspection or testing which fail to meet customer or other jurisdictional requirements are identified, recorded, and segregated until corrective or other remedial action is taken.  This includes material and items from Suppliers.

8 As part of the IMH preventive action and continuous improvement strategy the QMR maintains a Non-conformance Trend Analysis, including nonconformances resulting from customer complaints and supplier performance.  Nonconformance Trend Analyses are submitted for management review.
9 Non‑conforming items and conditions are clearly identified:
9.1  by documents and procedures which include forms and reports showing the nature and extent of
non‑conformance, containment and corrective action;
9.2
to prevent unauthorised implementation or integration with conforming items or conditions.

10 All IMH personnel affected by non‑conformance and corrective action are informed of their responsibilities through the IMH Quality System Manuals and training.

11 The IMH Quality System allows for prompt response to evidence produced by the customer of non‑conforming items or conditions.


1 The QAT is convened and chaired by the QMR. The QAT  comprises the 

· QUALITY MANAGEMENT REPRESENTATIVE, 

· OPERATIONS MANAGER

· ENGINEERING MANAGER   

· SALES MANAGER
The QAT meets regularly to review:

·  the integrity of corrective actions and preventive actions

·  the IMH Quality System,

· non‑conforming conditions that cannot be rectified within the normal IMH quality system

· internal audit findings 

· nonconforming trends (nonconformance trend analyses).

2 Where the QAT is not fully in agreement the issue may be referred to the CHIEF EXECUTIVE OFFICER for consideration at Management Review or for an immediate final decision.
3 Corrective action includes revision and reissue by the QMR of affected quality records.

4 The QMR maintains QAT Action Sheets as a record of QAT Meetings and as part of Quality Records.
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