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This manual is the property of K & S Services (UK) Ltd. It can only be reproduced in full and with the permission of the Quality Manager
1. Scope
The purpose of this document is to detail the services supplied by K & S Services (UK) Ltd. in the following areas: 
· Service & Repairs to Air-conditioning and Refrigeration.
· Installation of Air-conditioning and Refrigeration.
· Preventative Maintenance of Air-conditioning and Refrigeration.
2. Terms and Definitions

	Term
	Definition

	QMS
	Quality Management System

	PPE
	Personnel Protective Equipment

	
	


3.0 Quality Management System
3.1 General Requirements
K & S Services (UK) Ltd. is a business specialising in the provision of Installation, Service and Maintenance of products to support the Air-conditioning and Refrigeration sector. K & S Services (UK) Ltd. is an independent company jointly owned by Director’s Peter J Hardie, Peter E Hardie and Darren R Hardie. The company is registered in the UK and has been operating since 1985. K & S Services (UK) Ltd. operates from Manchester which allows the company to cover the areas of Northumbria, North West and Cheshire and West Yorkshire regions.
K & S Services (UK) Ltd. has documented and implemented a Quality Management System (QMS) and is maintaining and continually improving its effectiveness.

K & S Services (UK) Ltd. has: 

a) Determined the processes needed for the QMS and their application throughout the company,
b) Determined the sequence and interaction of these processes,

c) Determined criteria and methods needed to ensure that both the operation and control of these processes are effective,

d) Ensured the availability of resources and information necessary to support the operation and monitoring of these processes,

e) Monitored, measured and analysed these processes, and

f) Implemented actions necessary to achieve planned results and continual improvement of these processes.
K & S Services (UK) Ltd. Quality system has been established to describe the processes used to operate its business activities. 
3.2 Documentation Requirements

3.2.1 General

The Quality Management system documentation shall include:
3.2.1a A documented statement of the Quality Policy and objectives, and that is -  

K & S Services (UK) Ltd. is committed to:
1. Meet or exceed customer expectations in the delivery of our services

2. Using quality suppliers that have the same ethos on quality management.

3. Ensure that adequate resources are available taking into consideration customer requirements, business and staff needs.

4. Continually strive to improve the services provided by the establishment, measurement and review of processes, objectives and delivery of services.

3.2.1b A Quality manual describing the quality management system implemented by K & S Services (UK) Ltd..

3.2.1c Documented procedures which are detailed separately to the Quality manual which describe the processes used by Aircon Refrigeration.
3.2.1d Documentation required by Aircon Refrigeration to ensure the planning , operation and control of its processes in order to satisfy the needs of the customer, the management of the project and the requirements of suppliers.
3.2.1e Records required to provide evidence of conformity and of the effective operation of the Quality management system shall be established and maintained
3.2.2 Quality Manual
K & S Services (UK) Ltd. is a business specialising in the provision of Installation, Service and Maintenance of Air-conditioning and Refrigeration products. K & S Services (UK) Ltd. is an independent Limited company jointly owned by Directors P J Hardie, P E Hardie and Darren R Hardie. The company is registered in the UK and has been operating since 1985.

3.2.2a The scope of the QMS covers K & S Services (UK) Ltd.  provision of services in Installation, Service and Preventative Maintenance of Air-conditioning and Refrigeration products within the Refrigeration industry. 

3.2.2b This Quality Manual is supported by various operating procedures detailing more specific processes used to deliver customer services. 
3.2.2c The K & S Services (UK) Ltd. QMS comprises the Quality Manual which provides a top level description of the company functions and the management objectives in terms of meeting customer, supplier and business needs. The QMS is supplemented by in-depth procedures used to describe the operation of key business methods. There are also performance indicators used within the QMS to monitor measure and feedback information into the QMS. This ensures constant focus on customer requirements and continual improvement of delivery methods processes and the QMS. 
3.2.3 Control of Documents
All quality system documents used by K & S Services (UK) Ltd. are controlled by Change Control procedure Document Control. All documents issued are reviewed and approved by the Managing Director prior to use and logged in a Master List maintained by the Quality Manager. The above procedures ensure that the requirements a - g listed below are met.
A documented procedure has been established to define the controls needed:
                        a) To approve documents for adequacy prior to issue,


b) To review and update as necessary and re-approve documents,

c) To ensure that changes and the current revision status of documents are identified,

d) To ensure that relevant versions of applicable documents are available at points of use,


e) To ensure that documents remain legible and readily identifiable,

f) To ensure that documents of external origin are identified and their distribution controlled, and

g) To prevent the unintended use of obsolete documents, and to apply suitable identification to them if they are retained for any purpose.

See the Procedures & Documentation List for the complete list of documents 
3.2.4 Control of Records

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

4.1 Management Commitment
K & S Services (UK) Ltd. management is committed to the development and implementation of a quality system and to continually improve its effectiveness by:  

a) Communicating to the importance of meeting customer as well as statutory 
and regulatory requirements, 
b) Establishing the quality policy, 

c) Ensuring that quality objectives are established, 

d) Conducting management reviews, and

e) Ensuring the availability of resources. 
4.2 Customer focus
K & S Services (UK) Ltd. management will ensure in a professional manner that customer requirements are properly established to enhance total customer satisfaction. All employees are reminded regularly of the importance of customer satisfaction by means of tool box talks and company notice boards. Any quality issues and concerns will be dealt with immediately to remedy the cause for complaint and ensuring customer satisfaction.
4.3 Quality policy

K & S Services (UK) Ltd. management will ensure that the quality policy – 

a) Is appropriate to the purpose of K & S Services (UK) Ltd,

b) Includes a commitment to comply with requirements and continually improve the effectiveness of the QMS,

c) Provides a framework for establishing and reviewing quality objectives,

d) Is communicated and understood within K & S Services (UK) Ltd, and

e) Is reviewed for continuing suitability and improvement. 
4.4 Planning
4.4.1 Quality objectives
K & S Services (UK) Ltd. management shall ensure that quality objectives, including those needed to meet requirements for product [see 7.1 a)], are established at relevant functions and levels within the organisation. The quality objectives shall be measurable and consistent with the quality policy.
4.4.2 Quality management system planning

K & S Services (UK) Ltd. management shall ensure that the integrity of the quality management system is maintained when changes to the quality management system are planned and implemented.
4.5 Responsibility, authority and Communication
4.5.1 Responsibility and authority 

K & S Services (UK) Ltd. management shall ensure that responsibilities and authorities are defined and communicated to all members of staff.
4.5.2 Management Representative

K & S Services (UK) Ltd. management shall appoint a member of management who, irrespective of other responsibilities, shall have responsibility and authority that includes
a) Ensuring that processes needed for the quality management system are established, implemented and maintained,
b) Reporting to top management on the performance of the quality management system and any need for improvement, and
c) Ensuring the promotion of awareness of customer requirements throughout K & S Services (UK) Ltd.
See Organisational Structure document
4.6 Management Review
K & S Services (UK) Ltd. management shall review the quality management system, at planned intervals to ensure its continuing suitability, adequacy and effectiveness by analyzing results of any audits, customer feedback (good or poor) and checking actions are implemented which were generated as a result of previous reviews.
See Audit Plan
        Management Review Meetings
5.0 Resource management

5.1 Provision of resources

K & S Services (UK) Ltd. management shall provide the resources needed to implement and maintain the QMS and continually improve its effectiveness and enhance customer satisfaction by meeting customer requirements.

K & S Services (UK) Ltd. management shall ensure that all members of staff have relevant training to enable them to successfully carry out their duties and maintain appropriate records of education, training, skills and experience                                                                                                                                                      5.2 Human Resources
5.2 Human Resources

5.2.1 General

K & S Services (UK) Ltd. staff performing work affecting product quality shall be suitably trained with the appropriate education and skills.
5.2.2 Competence, awareness and training
K & S Services (UK) Ltd. shall determine the necessary skills for staff performing work which affects an end product’s quality and provide training or take other actions to meet these required skills. K & S Services (UK) Ltd. shall also maintain appropriate records of education; training, skills and experience.
5.3 Infrastructure
K & S Services (UK) Ltd. management shall determine and maintain the necessary work environment infrastructure as required by Health and Safety acts for staff.

5.4 Work environment

K & S Services (UK) Ltd. management shall determine and maintain the necessary work environment infrastructure needed to achieve conformity to product requirements.
6.0 Product / Services realisation

6.1 Planning of product realisation
K & S Services (UK) Ltd. shall plan and develop the processes needed for product realisation. Realisation planning shall be consistent with the requirements of the other processes of the QMS. In planning product realisation, K & S Services (UK) Ltd. will determine the following, as appropriate:
a) Quality objectives and requirements for the product/ services;

b) The need to establish processes, documents and provide resources specific to the product;
c) Required verification, validation, monitoring, inspection and test activities specific to the product and the criteria for product acceptance;
d) Records needed to provide evidence that the realisation processes and resulting product / service meet requirements (see 4.2.4).
6.2 Customer-related processes

6.2.1 Determination of requirements related to the product

K & S Services (UK) Ltd. shall establish what the customer requirements are and any follow-up which may be required, including requirements not stated by the customer but necessary for specified or intended use, where known. 
K & S Services (UK) Ltd. will also identify any statutory and regulatory requirements related to the product.
6.2.2 Review of requirements related to the product

K & S Services (UK) Ltd. shall review the requirements related to the product as determined in 7.2.1. The review will be conducted prior to the commitment to supply a product to the customer (e.g. submission of tenders, acceptance of contracts or orders, acceptance of changes to contracts or orders) and shall ensure that the requirements as pre-defined are correct and can be supplied by K & S Services (UK) Ltd. 

Records of the results of the review and actions arising from the review shall be maintained (see 3.2.4).
Where the customer provides no documented statement of requirement, they will be established by K & S Services (UK) Ltd. liaising with the customer before acceptance.
If the customer product requirements are changed, K & S Services (UK) Ltd. shall ensure that all documents are amended and that relevant personnel are made aware of the changed requirements.
NOTE In some situations, such as internet sales, a formal review is impractical for each order. Instead the review can cover relevant product information such as catalogues or advertising material.
             6.2.3 Customer communication

K & S Services (UK) Ltd. shall determine and implement effective arrangements for communicating with customers in relation to:

a) Information on the product,
b) Handling enquiries, contracts or orders, including amendments, and
c) Customer feedback, including customer complaints.
7.0 Measurement, analysis and improvement
7.1 General

K & S Services (UK) Ltd. shall plan and implement the monitoring, measurement, analysis and improvement processes needed:
a) To demonstrate conformity of the product,
b) To ensure conformity of the QMS, and
c) To continually improve the effectiveness of the QMS.

7.2 Monitoring and measurement

7.2.1 Customer satisfaction

As one of the measurements of the performance of the QMS, K & S Services (UK) Ltd. K & S Services (UK) Ltd.  shall monitor information relating to customer perception as to whether K & S Services (UK) Ltd. has met customer requirements. The methods for obtaining and using this information shall be determined – see Customer Satisfaction.

7.2.2 Internal audit

K & S Services (UK) Ltd. shall conduct internal audits at planned intervals to determine whether the QMS conforms to the requirements of International Standard and to the QMS requirements established by K & S Services (UK) Ltd. 
7.2.3 Monitoring and measurement of product

K & S Services (UK) Ltd. shall verify that customer product requirements have been met. 
7.3 Control of non-conforming product

K & S Services (UK) Ltd. shall ensure that products which do not conform to product requirements or standards are identified and controlled to prevent their unintended use or delivery.
7.4 Analysis of data
K & S Services (UK) Ltd. shall determine, collect and analyze appropriate data to demonstrate the suitability and effectiveness of the quality management system and to evaluate where continual improvement of the effectiveness of 
the quality management system can be made. This shall include data generated as a result of monitoring and measurement and from other relevant sources.
7.5 Improvement
7.5.1 Continuous improvement

K & S Services (UK) Ltd. shall continually improve the effectiveness of the quality management system through the use of the quality policy, quality objectives, audit results, analysis of data, corrective and preventive actions and management review.
7.5.2 Corrective action

K & S Services (UK) Ltd. shall take action to eliminate the cause of non-conformities in order to prevent recurrence.

7.5.3 Preventative action

K & S Services (UK) Ltd. shall determine action to eliminate the causes of potential non-conformities in order to prevent their occurrence. Preventative actions shall be appropriate to the effects of the potential problems.
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