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[bookmark: _Toc403356509][bookmark: _Toc18684330]About organization
At Benem, we ensure our range of quality services are delivered in the shortest possible time frame, using the safest and most efficient means. Our team of professionals and network of suppliers bring our top-notch services to our client's doorstep. From well intervention solutions, to fabrication, to procurement, to project management and bespoke consultancy, we ensure 100% customer satisfaction.
[bookmark: _Toc403356510][bookmark: _Toc18684331]Purpose, scope and users
Quality Management System (QMS) is applied to all processes and locations of BENEM and serves to demonstrate the organization’s commitment to quality of services and product according to ISO 9001:2015.
Users of this document are all employees of BENEM. 
[bookmark: _Toc383293832][bookmark: _Toc403356511][bookmark: _Toc18684332]Terms and Definitions
	[bookmark: _Toc425972315]Term
	Definition

	Interested party
	person or organization that can affect, be affected by, or perceive itself to be affected by a decision or activity

	Continual improvement
	Recurring process of enhancing the environmental management system in order to achieve improvements in overall environmental performance consistent` with the organisation’s environmental policy.

	Corrective action
	Action to eliminate the cause of a detected nonconformity.

	Document
	Information and its supporting media

	Quality management system (QMS)
	Part of an organisation’s management system used to develop and implement its Quality policy and manage its quality aspects.

	Quality objective
	Overall quality goals, consistent with the quality policy, that an organisation sets itself to achieve.  

	Quality performance
	Measurable results of an organisation’s management of its Quality aspects. 

	Quality policy
	Overall intentions and directions of an organisation related to its quality performance as formally expressed by top management.

	Quality target
	Detailed performance requirement applicable to the organisation or parts thereof, that arises from the quality objectives and that needs to be set and met in order to achieve those objectives.

	Interested party
	Person or group concerned with or affected by the quality performance of an organisation.

	Internal audit
	Systematic, independent and documented process for obtaining audit evidence and evaluating it objectively to determine the extent to which the QMS audit criteria set by the organization are fulfilled.

	Nonconformity
	Non-fulfilment of a requirement.

	Procedure
	Specified way to carry out an activity or a process.

	Record
	Document stating results achieved or providing evidence of activities performed.




[bookmark: _Toc18684333]Context of the organization
[bookmark: _Toc425972316][bookmark: _Toc18684334]Understanding the organization and its context
BENEM determined the context of the organization according to the Procedure for Determining the Context and Interested Parties.
[bookmark: _Toc425972317][bookmark: _Toc18684335]Understanding the needs and expectations of workers and other interested parties
BENEM has determined the interested parties and their needs and expectations according to the Procedure for Determining the Context and Interested Parties (P-QMS-01) and listed them in QMS Context Log and list of Interested Parties (F-QMS-01)
[bookmark: _Toc425972318][bookmark: _Toc18684336]Determining the scope of the QMS Management System
BENEM has created implemented and maintained Quality Managment system manual. This manual defines and provides reference to the activities carried out as part of establishing and implementing QMS . 
Scope and Exclusions 
BENEM has developed a QMS for better fulfillment of the needs of its customers and to improve the management system of the company. Scope of QMS is to implement and continuously improving processes, products and services, meeting and exceeding customer satisfaction at all times. 
The quality system applies to all processes, activities and employees within the company. The facility is located at:
17 Shedrack Avenue, Elelenwo, Port Harcourt, Rivers State
Phone: 08075394199
The company claims no exclusions from the ISO 9001 standard.


[bookmark: _Toc425972319][bookmark: _Toc18684337]QMS Management System
BENEM has established and implemented the QMS, which is maintained and continually improved according to the requirements of ISO 9001:2015 standard.
BENEM has adopted a process approach for its management system. By identifying the top-level processes within the company, and then managing each of these discretely, this reduces the potential for nonconforming [Products or Services] discovered during final processes or after delivery. Instead, nonconformities and risks are identified in real time, by actions taken within each of the top-level processes.
[bookmark: _Toc18684338]Outsourced Processes
Any process performed by a third party is considered an “outsourced process” and must be controlled, as well. The company’s outsourced processes, and the control methods implemented for each, are defined in P-QMS-19 Procedure for  Outsourced Processes
The type and extent of control to be applied to the outsourced process take into consideration:
· the potential impact of the outsourced process on the company’s capability to provide product that conforms to requirements,
· the degree to which the control for the process is shared,
· the capability of achieving the necessary control through the purchasing contract requirements.
[bookmark: _Toc425972320][bookmark: _Toc18684339]Leadership
[bookmark: _Toc425972321][bookmark: _Toc18684340]Leadership and commitment
The top management of BENEM takes accountability for the effectiveness of the QMS and provides resources to ensure that the QMS Policy and QMS Objectives are compatible with the strategic direction and the context of the organization. 
The top management ensures that QMS requirements are integrated into BENEM’s business processes, and that the QMS is achieving the intended results.
The top management communicates the importance of an effective QMS, promotes continual improvement, and supports relevant management roles to demonstrate leadership to their areas of responsibility. 
[bookmark: _Toc457398217][bookmark: _Toc18684341]Customer focus
BENEM adopts a customer-first approach which ensures that customer needs and expectations are determined, converted into requirements and are met with the aim of enhancing customer satisfaction.
This is accomplished by assuring:
· customer and applicable statutory and regulatory requirements are determined, understood and consistently met;
· the risks and opportunities that can affect conformity of products and services and the ability to enhance customer satisfaction are determined and addressed;
· the focus on enhancing customer satisfaction is maintained.

[bookmark: _Toc510037099][bookmark: _Toc510037100][bookmark: _Toc510037101][bookmark: _Toc510037102][bookmark: _Toc510037103][bookmark: _Toc403353926][bookmark: _Toc403356514][bookmark: _Toc18684342]QMS Policy
BENEM has defined a QMS Policy as a separate document and made it available to employees and all interested parties. 
This Policy represents the framework for planning and improving the QMS and setting QMS objectives. 
[bookmark: _Toc425972323][bookmark: _Toc18684343]Organizational roles and responsibilities
Responsibilities and authorities for relevant roles are assigned by the top management and communicated within BENEM. The top management assigns roles and responsibilities for ensuring that the QMS conforms to ISO 9001:2015 as well as reporting on the performance of the QMS, including QMS performance, to the top management.
In addition, the following overall QMS responsibilities and authorities are assigned as follows:
	Responsibility
	Assigned To

	Ensuring that the management system conforms to applicable standards
	Francis Chude

	Ensuring that the processes are delivering their intended outputs
	Ugochukwu Benedict

	Reporting on the performance of the management system and providing opportunities for improvement for the management system
	Chief Operating Officer

	Ensuring the promotion of customer focus throughout the organization
	Ugochukwu Benedict

	Ensuring that the integrity of the management system is maintained when changes are planned and implemented
	Unwana Udoh



[bookmark: _Toc510037107][bookmark: _Toc18684344]Actions to address risks and opportunities
[bookmark: _Toc18684345]General 
While planning the QMS, BENEM considers the context of the organization, needs and expectations of interested parties, and the scope of the QMS.
BENEM determines risks and opportunities related to QMS, compliance obligations, context of the organization, and needs and expectations of interested parties in order to give assurance that the QMS can achieve its intended results, prevent undesired effects, and achieve continual improvement.
Risks and opportunities related to QMS hazards are defined in P-QMS-04 Procedure for, Risk and Opportunity. . The outcomes of risk assessments shall then recorded in R-QMS-01 Risk and Opportunity Register. The identification of legal and other requirements for QMS is done initially during identification and evaluation of risks and Identification and Evaluation of Hazards.
Risk and opportunity assessment and determining controls are defined in P-QMS-04 Procedure for Risk and Opportunity. 
[bookmark: _Toc403353930][bookmark: _Toc403356518][bookmark: _Toc18684346]QMS Objectives and planning to achieve them
BENEM has developed a procedure to define measurable and timed QMS objectives for the relevant functions and levels within the organization. The objectives and plans to achieve them are monitored by [job title] in the context of monitoring and measurement and management review.
QMS objectives are consistent with the QMS Policy and prescribed to all levels and functions in BENEM, including commitment to prevention of injuries and impairment of health, compliance with requirements of the law and regulations and continual improvement.
The program for realization is made for each defined QMS objective.
Activities in programs’ realization, responsibilities, deadlines, and resources for the realization of the objectives are defined and documented in P-QMS-02 QMS Objectives. Plans for achieving the objectives are regularly reviewed by [job title] in order to monitor realization and to include new or modified situations, or at least during regular management review.
[bookmark: _Toc18684347]Planning of changes
Changes to the quality management system and its processes are carried out in a planned manner per the procedure P-QMS-16 Procedure for Management of Change
[bookmark: _Toc18684348]Support
[bookmark: _Toc18684349]Resources
[bookmark: _Toc403353933][bookmark: _Toc403356521]BENEM determines and provides the resources needed: 
· to implement and maintain the management system and continually improve its effectiveness
· to enhance customer satisfaction by meeting customer requirements
Resource allocation is done with consideration of the capability and constraints on existing internal resources, as well as needs related to supplier expectations.
[bookmark: _Toc18684350]People
Senior management ensures that it provides sufficient staffing for the effective operation of the management system, as well its identified processes.
[bookmark: _Toc457398228][bookmark: _Toc18684351]Infrastructure
BENEM determines, provides and maintains the infrastructure needed to achieve conformity to product requirements.  Infrastructure includes, as applicable:
· buildings, workspace and associated facilities; 
· process equipment, hardware and software; 
· supporting services such as transport;
· information and communication technology.
[bookmark: _Toc18684352]Environment for the Operation of Processes
BENEM provides a clean, safe and well-lit working environment.  BENEM manages the work environment needed to achieve conformity to product requirements.  Specific environmental requirements for products are determined during quality planning and are documented in subordinate procedures, work instructions, or job documentation. Where special work environments have been implemented, these shall also be maintained per 6.3 above.
· Human factors are considered to the extent that they directly impact on the quality of [Products or Services]
[bookmark: _Toc457398230][bookmark: _Toc18684353]Monitoring and Measuring Resources
Where equipment is used for critical measurement activities, such as inspection and testing, these shall be subject to control and either calibration or verification; see the procedure P-QMS-09 Procedure for Calibration
[bookmark: _Toc18684354]Organizational Knowledge
BENEM also determines the knowledge necessary for the operation of its processes and to achieve conformity of products and services. This may include knowledge and information obtained from:
· internal sources, such as lessons learned, feedback from subject matter experts, and/or intellectual property;
· external sources such as standards, academia, conferences, and/or information gathered from customers or suppliers.
This knowledge shall be maintained, and made available to the extent necessary. When addressing changing needs and trends, BENEM shall consider its current knowledge and determine how to acquire or access the necessary additional knowledge.
[bookmark: _Toc18684355]Competence
Heads of departments are responsible for identifying the needs and conducting professional training of employees who carry out activities that may have an impact on Quality of product and services.
Each organizational part manager /process owner is responsible for suitable competency of his workers, on the basis of education, training, and/or work experience, in accordance with the requirements of their work.
The method of ensuring the necessary competencies for roles, responsibilities, and authorities for implementation and control activities within the QMS was established in accordance with the P-QMS-06 Competence, Training and Awareness Procedure. Records of completed training and training effectiveness are kept by the management representative.
[bookmark: _Toc425972336][bookmark: _Toc18684356]Awareness
BENEM ensures that persons doing work under its control are aware of the QMS Policy, QMS risks and opportunities, their contribution to the effectiveness of the QMS, and implications of nonconformance with the QMS requirements.
[bookmark: _Toc425972337][bookmark: _Toc18684357]Communication
BENEM uses different forms and methods of internal and external communications, as well as communication to legislative and other interested parties, all in accordance with the P-QMS-03 QMS Communication, Participation and Consultation Procedure.
Managing Director makes the decision for communicating confidential information and data from the QMS scope to the external parties.
[bookmark: _Toc510037121][bookmark: _Toc510037122][bookmark: _Toc510037123][bookmark: _Toc18684358]Documented information
Documentation of the QMS is carried out through the following documents:
· QMS Policy
· QMS Objectives 
· QMS Manual
· Documents, including records, required by ISO 45001 are given in the R-QMS-08 Document Master Register 
· Documents of external control are maintained in R-QMS-04 External Document Register
[bookmark: _Toc403353937][bookmark: _Toc403356525][bookmark: _Toc18684359]Operational control
[bookmark: _Toc18684360]Operational planning and control
In accordance with the Policy, QMS objectives for all operations and activities of BENEM that are estimated to be associated with the identified significant QMS hazards are treated in accordance with the P-QMS-08 Procedure for Control of Operation and SOPs (Standard Operating Procedures).
[bookmark: _Toc18684361]Requirements for Products and Services
[bookmark: _Toc18684362]Customer Communication
[Organizataion Name] has implemented effective communication with customers in relation to: 
· providing information relating to [Products or Services Plur.];
· handling enquiries, contracts or orders, including changes;
· obtaining customer feedback relating to products and services, including customer complaints;
· handling or controlling customer property;
· establishing specific requirements for contingency actions, when relevant.
[bookmark: _Toc18684363]Determining the Requirements Related to Products and Services
During the intake of new business BENEM captures:
· requirements specified by the customer, including the requirements for delivery and post-delivery activities;
· requirements not stated by the customer but necessary for specified or intended use, where known
· statutory and regulatory requirements related to all Services;
· any additional requirements determined by BENEM.
[bookmark: _Toc457398241][bookmark: _Toc18684364]Review of Requirements Related to Products and Services
Once requirements are captured, BENEM reviews the requirements prior to its commitment to supply the [Product or Services.] This review ensures that BENEM has the capability and capacity to: 
· meet all requirements specified by the customer, including requirements for delivery and post-delivery activities;
· meet any requirements not stated by the customer, but which BENEM knows as being necessary;
· meet all requirements determined necessary by BENEM itself;
· meet all related statutory and regulatory requirements;
· meet any contract or order requirements differing from those previously expressed (i.e., from a previous BENEM quote).
[bookmark: _Toc457398242][bookmark: _Toc18684365]Changes to Requirements for Products and Services
BENEM updates all relevant requirements and documents when the requirements are changed, and ensures that all appropriate staff are notified.
[bookmark: _Toc18684366]Design and Development of Products and Services
For new designs and for significant design changes, BENEM ensures the translation of customer needs and requirements into detailed design outputs. These address performance, reliability, maintainability, testability, and safety issues, as well as regulatory and statutory requirements.
This process ensures:
· Design planning is conducted
· Design inputs (requirements) are captured
· Design outputs are created under controlled conditions
· Design reviews, verification and validation are conducted
· Design changes are made in a controlled manner.
These activities are further defined in the document P-QMS-20 Procedure for  Design and development
[bookmark: _Toc457398244][bookmark: _Toc18684367]Control of Externally Provided Processes, Products and Services
BENEM ensures that purchased [Product or Service] conform to specified purchase requirements. The type and extent of control applied to the supplier and the purchased products or services are dependent on the effect on subsequent [Product or Service Sing.] realization or the final product.
BENEM evaluates and selects suppliers based on their ability to supply products and services in accordance with the organization's requirements. Criteria for selection, evaluation and re-evaluation are established.   
Purchases are made via the release of formal purchase orders and/or contracts which clearly describe what is being purchased. Received products or services are then verified against requirements to ensure satisfaction of requirements. Suppliers who do not providing conforming products or services may be requested to conduct formal corrective action.
[bookmark: _Toc457398245][bookmark: _Toc18684368]Production and Service Provision
[bookmark: _Toc457398246][bookmark: _Toc18684369]Control of Production and Service Provision
To control its provision of [Products or Services ], BENEM considers, as applicable, the following:
· the availability of documents or records that define the characteristics of the [Products or Services] as well as the results to be achieved;
· the availability and use of suitable monitoring and measuring resources;
· the implementation of monitoring and measurement activities;
· the use of suitable infrastructure and environment;
· the appointment of competent persons, including any required qualifications;
· the validation and revalidation of special processes if applicable (see below);
· the implementation of actions to prevent human error;
· the implementation of release, delivery and post-delivery activities.
[bookmark: _Toc18684370]Identification and Traceability
Where appropriate, BENEM identifies its [Product or Service] or other critical process outputs by suitable means. Such identification includes the status of the [Product or Service] with respect to monitoring and measurement requirements. Unless otherwise indicated as nonconforming, pending inspection or disposition, or some other similar identifier, all [Product or Service Sing.] shall be considered conforming and suitable for use.
If unique traceability is required by contract, regulatory, or other established requirement, Client controls and records the unique identification of the service
The documented procedure P-QMS-18 Procedure for  Product Identification & Traceability defines these methods in detail.
[bookmark: _Toc457398248][bookmark: _Toc18684371]Property Belonging to Customers or External Providers
BENEM exercises care with customer or supplier property while it is under the organization’s control or being used by the organization.  Upon receipt, such property is identified, verified, protected and safeguarded.   If any such property is lost, damaged or otherwise found to be unsuitable for use, this is reported to the customer or supplier and records maintained. 
For customer intellectual property, including customer furnished data used for design, production and / or inspection, this is identified by customer and maintained and preserved to prevent accidental loss, damage or inappropriate use. 
This activity is defined in greater detail in the document P-QMS-23 Procedure for Control of Third Party Property
[bookmark: _Toc457398249][bookmark: _Toc18684372]Preservation
BENEM preserves conformity of product or other process outputs during internal processing and delivery.  This preservation includes identification, handling, packaging, storage, and protection. Preservation also applies to the constituent parts of a product.
The documented procedure P-QMS-21 Procedure for Preservation defines the methods for preservation of product.
[bookmark: _Toc457398250][bookmark: _Toc18684373]Post-Delivery Activities
As applicable, BENEM conducts the following activities which are considered “post-delivery activities”:
Completion of Client satisfaction report
Perform extensive consultation services for 1 month after service/product delivery Here

Post-delivery activities are conducted in compliance with the management system defined herein. In determining the extent of post-delivery activities that are required, BENEM considers:
· statutory and regulatory requirements;
· the potential undesired consequences associated with Products or Services;
· the nature, use and intended lifetime of its of [Products or Services];
· customer requirements;
· customer feedback.

[bookmark: _Toc18684374]Control of Changes
BENEM reviews and controls both planned and unplanned changes to processes to the extent necessary to ensure continuing conformity with all requirements.Process change management is defined in the document P-QMS-16 Procedure for Management of Change.
[bookmark: _Toc457398252][bookmark: _Toc18684375]Release of Products and Services
Acceptance criteria for [Products or Services]are defined in appropriate subordinate documentation. Reviews, inspections and tests are conducted at appropriate stages to verify that the requirements have been met. This is done before [Products or Services Plur.] are released or services are delivered.
Each process utilizes different methods for measuring and releasing [Products or Services Plur]
[bookmark: _Toc457398253][bookmark: _Toc18684376]Control of Nonconforming Outputs
BENEM ensures that [Products or Services] or other process outputs that do not conform to their requirements are identified and controlled to prevent their unintended use or delivery.
The controls for such nonconformances are defined in P-QMS-14 Procedure for Non Conformity Reporting and Corrective action
[bookmark: _Toc18684377]Performance evaluation
[bookmark: _Toc18684378]Monitoring, measurement, analysis and performance evaluation
Activities of monitoring and measurement refer to the qualitative and quantitative measurements that correspond to the needs of BENEM. Measuring and monitoring should determine the level of fulfillment of QMS Objectives and QMS effectiveness, compliance with QMS programs, number of incidents (including “near misses”), and other data on QMS effectiveness.
[Job title] is responsible for recording data and measuring and monitoring results that facilitate analysis of corrective and preventive actions that follow.
Activities of measurement of significant QMS risk that are regulated and prescribed by legislation are carried out through external measuring, which, according to the monitoring plan, carries an authorized institution.
[bookmark: _Toc457398257][bookmark: _Toc18684379]Customer Satisfaction
As one of the measurements of the performance of the management system, BENEM monitors information relating to customer perception as to whether the organization has met customer requirements. The methods for obtaining and using this information include:
recording customer complaints
product rejections or returns
repeat orders for product
changing volume of orders for product
trends in on-time delivery
obtain customer scorecards from certain customers
submittal of customer satisfaction surveys
The corrective action system shall be used to develop and implement plans for customer satisfaction improvement that address deficiencies identified by these evaluations, and assess the effectiveness of the results.

[bookmark: _Toc18684380]Analysis and Evaluation of compliance
BENEM analyzes and evaluates the data and information arising from monitoring and measurement in order to evaluate:
· conformity of [Products or Services Plur.];
· the degree of customer satisfaction;
· the performance and effectiveness of the quality management system;
· if planning has been implemented effectively;
· the effectiveness of actions taken to address risks and opportunities;
· the performance of external providers;
· the need for improvements to the quality management system.
Statistical techniques used may be defined in appropriate documented procedures; in all cases, the methods are based on established standards or are otherwise determined to be statistically valid.
An activity of evaluation of compliance with legal and other requirements, with which the organization has agreed, is conducted periodically. [Job title] evaluates and keeps adequate records and informs top management about the evaluation of compliance with legal requirements and other requirements to which the organization has agreed, as it is regulated by the P-QMS-11 Procedure for Performance Monitoring and Evaluation of Compliance
[bookmark: _Toc18684381]Internal Audits
QMS internal audits in BENEM are conducted at planned intervals according to the methodology prescribed in the P-QMS-12 Procedure for Internal Audit.
[bookmark: _Toc18684382]Management review
The top management of BENEM reviews the QMS at least once a year to ensure its permanent adequacy, appropriateness, and effectiveness. At the QMS management review meeting, review inputs are analyzed. The management review process is described in the P-QMS-13 Procedure for Management Review.
[bookmark: _Toc18684383] Improvement
[bookmark: _Toc18684384]General
BENEM determines opportunities for improvement and implements necessary actions to achieve the intended outcomes of the QMS.
[bookmark: _Toc510037135][bookmark: _Toc403353942][bookmark: _Toc403356530][bookmark: _Toc18684385]Nonconformity and corrective Actions
BENEM takes corrective action to eliminate the cause of nonconformity in order to prevent recurrence.  Likewise, the company takes preventive action to eliminate the causes of potential nonconformities in order to prevent their occurrence.
 [Job title] is responsible for investigation, recording, and analysis of non-conformities, correction and corrective action according to the P-QMS-14 Procedure for Non Conformity Reporting and Corrective 
Correction and Correction action are conducted according to the P-QMS-14 Procedure for Non Conformity Reporting and Corrective at the places where it is detected that current actions and managing mechanisms are not adequate for maintaining the required level of QMS effectiveness.
[bookmark: _Toc510037137][bookmark: _Toc510037138][bookmark: _Toc403353944][bookmark: _Toc403356532][bookmark: _Toc18684386]Continual improvement
BENEM continually improves the suitability, adequacy, and effectiveness of the QMS to enhance QMS performance according to the Procedure for Continual Improvement.
[bookmark: _GoBack]
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