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Abstract

This project involves an investigation into the lifyamanagement system
used at Lockyer Valley Regional Council (LVRC) fibe construction and
maintenance of civil infrastructure, which includesads, drainage

structures and bridges.

The aim of the project is to investigate the gqyalitanagement system used
at Lockyer Valley Regional Council and make recomdsions for
improvements to the system. The improvements to system will be
achieved by conducting a comparative review of &esting quality
management systems and ensuring that all qualligig® and management
plans are in accordance with AS/NZS ISO 9001:2@@@irements.

After conducting a literature review, it was foutitat the current quality
management systems, which are in practice todaytharresult of extensive
work within the field of quality, which began wittWalter Shewart, who
introduced the term quality assurance to improvaityuthrough the use of
statistical control methods’ (Russell & Taylor, 200 Over time, these
processes were eventually developed into a serfestandards and
requirements that were necessary for an organizaticachieve effective

guality management.

The ISO series of standards are developed by teenktional Organisation
for Standardisation. The ISO 9000 series of qualihanagement
requirements and in particular ISO 9001 are usealutihout the world as
the required quality management standard and hés@ l@een wholly
adopted by the Australian and New Zealand Standards

According to AS/NZS ISO 9001:2008, the quality mgeraent system
documentation shall include a quality policy andaldy objectives, a
qguality manual, documented procedures and recorfdsquality and

documents, including records, determined by theammstion to be



necessary to ensure the effective planning, operatind control of its

processes.

A comparative review of the existing quality managat system at
Lockyer Valley Regional Council was undertaken aggiother Council’s
quality management system as well as the requirenoérother government
departments such as the Queensland Department of Reads. The
existing quality management system at Lockyer \yaRegional Council
was also reviewed against AS/NZS ISO 9001:2008 rieure that it

complies with the requirements specified within skendard.

After conducting a review of the existing systemstree former Laidley
Shire Council and Gatton Shire Council, it was fdahat some sections of
the existing systems were compliant, while othersrewin need of
improvement or were non-compliant. Recommendatfonsmprovements
to the existing systems were then determined f& #neas where a
deficiency occurs. The main areas where recommiemsat for

improvements can be made include: documenting iegisinternal

processes; improving procedures for conducting tauaind management
reviews; identifying the competency of the work®rand future training
needs; and improving communication processes betv@mincil and its
customers to ensure their requirements are mettatdthey are satisfied

with the outcomes.
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Glossary of Terms

Quality

Requirement

Customer
Satisfaction

Capability

Competence
Quality
Management

System
Quality Policy

Quality Objective

Quality
Management

Quality Planning

Quality Control

degree to which a set of inherent characteristifgds
requirements.

Note: The term “quality” can be used with adjective
such as poor, good or excellent.

need or expectation that is stated, generally ialpdr
obligatory.

customer's perception of the degree to which the
customer's requirements have been fulfilled.

ability of an organization, system or process tlize
a product that will fulfil the requirements for tha
product.

demonstrated ability to apply knowledge and skills.
and control an

management system to direct
organization with regard to quality.

overall intentions and direction of an organization
related to quality as formally expressed by top
management.

something sought, or aimed for, related to quality.

coordinated activities to direct and control an
organization with regard to quality.

NOTE: Direction and control with regard to quality
generally includes establishment of the qualityigyol
and quality objectives, quality planning, quality
control, quality assurance and quality improvement.

part of quality management focused on setting guali
objectives and specifying necessary operational
processes and related resources to fulfil the tyuali
objectives.

part of quality management focused on setting tuali
objectives and specifying necessary operational
processes and related resources to fulfil the tyuali
objectives.



Quality
Improvement

Quality
Assurance

Continual
Improvement

Effectiveness

Efficiency

Process

Product

Project

Procedure

Traceability

Conformity
Non-conformity
Defect
Preventative
Action

Corrective Action

Correction

Quality Manual

part of quality management focused on increasieg th
ability to fulfil quality requirements.

part of quality management focused on providing
confidence that quality requirements will be fuéfd.

recurring activity to increase the ability to fulfi
requirements.

extent to which planned activities are realized and
planned results achieved.

relationship between the result achieved and the
resources used.

set of interrelated or interacting activities which
transform inputs into outputs.

result of a process.

unique process, consisting of a set of coordinatet|
controlled activities with start and finish dates,
undertaken to achieve an objective conforming to
specific requirements, including the constraints of
time, cost and resources.

specified way to carry out an activity or a process

ability to trace the history, application or loaatiof
that which is under consideration.

fulfilment of a requirement.
non-fulfilment of a requirement.

non-fulfilment of a requirement related to an irted
or specified use.

action to eliminate the cause of a potential
nonconformity or other undesirable potential situat

action to eliminate the cause of a detected
nonconformity or other undesirable situation.

action to eliminate a detected nonconformity.

document specifying the quality management system
of an organization.
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Quality Plan

Record

Inspection

Test

Verification

Review

Audit

Auditor

document specifying which procedures and associated
resources shall be applied by whom and when to a
specific project, product, process or contract.

document stating results achieved or providing
evidence of activities performed.

conformity evaluation by observation and judgement
accompanied as appropriate by measurement, testing
or gauging.

determination of one or more characteristics adgongrd
to a procedure.

confirmation, through the provision of objective
evidence, that specified requirements have been
fulfilled.

activity undertaken to determine the suitability,
adequacy and effectiveness of the subject matter to
achieve established objectives.

systematic, independent and documented process for
obtaining audit evidence and evaluating it objestiv

to determine the extent to which audit criteria are
fulfilled.

person with the demonstrated personal attributels an
competence to conduct an audit.
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Chapter 1  Introduction

1.1 Introduction

This project involves an investigation into the lifjyamanagement system
used at Lockyer Valley Regional Council (LVRC) fibe construction and
maintenance of civil infrastructure. This includesads, drainage structures
and bridges. This quality management system is bgetockyer Valley
Regional Council for the construction and mainte&eanof its own works
and for other government departments, such as #maiment of Main

Roads, as well as for private works, such as sigidivdevelopment.

This dissertation provides an introduction to thiejgct, a comprehensive
review of the literature on quality management eayst, the methodology
for conducting a comparative review and gap anslysi the existing

systems and an analysis and discussion of thetsesthis chapter will

provide a background to the organisation, an intctidn to the problem,
and the aim and objectives for conducting the mebea

1.2 Organization Overview

Lockyer Valley Regional Council is a medium sizextdl government
situated in South East Queensland. The newly for@eahcil is the result
of the amalgamations of local governments, whicbuoed state-wide in
Queensland in March 2008. Lockyer Valley Regid@alncil is made up
of the former Laidley Shire Council and Gatton $Houncil.

The Council covers an area of 2273 %and provides services for a
population of approximately 36,000 people. The Lyarkvalley is bounded
by Toowoomba, Ipswich and Somerset regions. Thensbyp of Gatton,

which has a population of around 6,500 peoplehésnhain business centre



of the region and also serves as the sub-regioewires of the Lockyer
Valley. The smaller towns of Laidley, Forest Hiiyantham, Helidon and
Withcott are also found within the boundaries otkyer Valley Regional
Council. As it is located within the western coaticand on the urban fringe
of Brisbane, Ipswich and Toowoomba, it is rapidipwging with both rural
residential allotments and urban expansion of atsnt centres. (Lockyer

Valley Regional Council 2009)

Lockyer Valley Regional Council’s roadworks andidesge section, which
carries out both construction and maintenance,istnsf eight gangs and
three smaller crews. Therefore, there is potefdialip to eleven projects to
be in construction at any one time, which requitgliy management
procedures to be in place and functioning effettiv€ouncil’s 2009-2010
budget for roads and drainage is $19.4 milliondapital expenditure and
$14.6 million for operational expenditure. This diimg allows Council’s to

maintain its 1,300 kilometre road network.

Council’s road construction and maintenance gafsgsaarry out additional
works for other organisations. Council conducts kgdior the Department
of Main Roads and Transport, which includes capit@dd upgrades.
Council also has a road maintenance contract \WwehDepartment of Main
Roads and Transport, which involves maintenancéhefstate controlled
road network within the Lockyer Valley Regional @ou area. Other
works undertaken by Council include subdivision ksomundertaken for

developers.

1.3 The Problem

As a result of the amalgamations of the two forr@euncils, the new
Council now has two outdated quality managemertesys that need to be
either joined or a new system to be put into platsther of the two former
systems were functioning as effectively as needdok major problems

encountered with the former systems, is the lacklafning in relation to



quality assurance and the poor record keeping eawbdbility of quality
documents. The poor planning and record keepingilteesin poor
communication and this reflects badly on Councilitashows a lack of
process. A negative image results in a lack ofidentce from both clients,
who include developers and government departmeamsl Council’'s

“shareholders”, who are the community itself.

1.4 Project Aim

The aim of the research project is to investigdie former quality

management systems used at Laidley Shire Coundl @atton Shire

Council and make recommendations for the joininghef two systems, as
well as making improvements to the new system. iffprovements to the
system will be achieved by conducting a comparatigeiew of the

organisations quality management systems and agstiiat all quality

policies and management plans are in accordant¢equility management
standards such as, AS/NZS I1SO 9001:2008 — Qualdagddement Systems
- Requirements and the Queensland Department o MRoads and
Transport specifications. This will be achieved bgdertaking a gap
analysis to identify any deficiencies between theisteng quality

management systems and the AS/NZS ISO 9001:2008asth

1.5 Research Objectives

The following list identifies the specific objectis that were deemed
necessary to conduct an investigation into theityualanagement system
used for construction at Lockyer Valley Regionalu@al. The research

objectives are:

1. Research the background information relating tdityuassurance
systems and the requirements defined in AS/NZ 18Q0%amily

of Australian Standards for quality management.



2. Research the Quality Assurance systems used byr othe
governments and the requirements of state depat¢mnsanh as the

Department of Main Roads and Transport.

3. Conduct a comparative review of the existing systeised for the

construction and maintenance of civil infrastruetur
4. Analyse the current system against AS/NZ ISO 9@0is.

5. Make recommendations for improvements to the cusgstem.

1.6 Conclusions

This dissertation aims to analyse and review thieeati quality management
systems in place and make recommendations for wepments to the new
Lockyer Valley Regional Council quality managemsystem. This will be
achieved by undertaking a gap analysis to idewl#fyciencies between the
existing systems and the ISO 9001:2008 standare.olitcomes from this
research are expected to result in the exposusahstandard procedures or
processes, within the existing systems. The recamdatens for
improvements to the system are expected to resufhprovements in the
efficiency of the new system and greater confidencehe quality of
Council’s product for the customer.

This chapter has given a brief overview of why tfesearch project has
been undertaken. It has provided a backgrounddawmthanisation and the
problems encountered within the current quality aggment system,
namely the fact that there are currently two owdatystems in place. The
aim and objectives of the project, which set ou¢ thuidelines for

undertaking this research project, have also beeourdented. The

following chapter contains the literature reviewatthwas conducted to
provide an insight into the current literature ofig on the subject matter

and the associated quality management standardexisa



Chapter 2  Literature Review

2.1 Introduction

This chapter provides a review of the literaturat ttean be found on quality
management systems and how to implement and impim&e systems.
The review centres on the standards that have beeeloped by the
International Organisation for Standardisation,alhis the ISO 9000 series
for quality management systems. It has been fohat there is extensive
literature available on the subject matter howeitenas been found that a
majority of this literature focuses on how to ipet and understand the
ISO 9000 standards and how to implement these atdsdso that your
guality management system complies.

2.2 Early History of Quality Management

Quality management systems have been around faurées In the days of
the Egyptian Pharaohs, there was an extensivelyrdented quality system
relating to the burial of the nobility, which wasdwn as theBook of the

Dead (Durant in Stamatis 1995). Quality management walgs found in

early Chinese history as well. According to Dur@intStamatis 1995), ‘the
first Emperor of China, Qin Shi Huangdi, who wasp@nsible for the vast,
underground, terra-cotta army at Mount Li, decrded all goods supplied
for use in the imperial household should carry aknthat identified the

maker so that if an item proved faulty he coulddentified and punished’.
The same technique was also found later in stomep€an buildings, where
stone masons would use a registered mark to igethtdir work and the

quality of the product used (Allcock and UnsworthStamatis 1995).

Quality management principles were also used inRbaan era and the

Byzantine Empire. Both governing bodies had exieaodlitors that were



appointed by the local governors. Their role wasegulate the procedures
and inspect the quality of the works and the ojpmnatperformed. (Corns
1968; Guerdan 1956).

Therefore, it can be seen from the above examplsuality management
has been a part of many societies for centurieslslb shows that the
principles used in these early days are still hevn today’s society. The
above examples identify that proper quality proceduidentification and
traceability and conducting inspections and auditsthe works are all

required to ensure that quality is maintained.

2.3 History of Current Quality Management Systems

Although quality management systems can be foundanty history, the
current quality management systems, which are actjme today, are the
result of the extensive work within the field ofaiy, which began with
Walter Shewart while he was working at Bell Laborggs in the 1920s.
According to Russell & Taylor (2007), Walter Shetvateveloped the
technical tools such as control charts that forrttesl basis of statistical
quality control; he and his colleagues at Bell Labsoduced the term
quality assurance for their program to improve iyahrough the use of

statistical control methods’.

However, it has been the work of W. Edward Demmimigo was a disciple
of Walter Shewart, which has been the most promin&@emming
introduced the use of statistical process contrahbnitor the operation of
punching data from census questionnaires onto angliof punch cards.
However, it was his work during World War 1l, whigave Demming his
international reputation. Demming taught his st quality control
techniques to over 10,000 engineers and execubivaslitary suppliers of

the American and Allied forces. (Russel & TayloOZ)



Other notable figures, who have contributed toithprovement in quality
management systems over the years, are: Joseplurish, JArmand V.
Feigenbaum, Philip Crosby and Kaoru Ishikawa. Joshpan focused on
strategic quality planning within an annual qualpyogram. Armand
Feigenbaum introduced the concept of total qualigtrol and continuous
quality improvement as a companywide strategic cdament. Philip
Crosby emphasized that the cost of poor qualitytrobrar outweighs the
cost of preventing poor quality. Kaoru Ishikawa eleped the “fishbone”
(cause and effect) diagram to diagnose quality Iprob. (Russell & Taylor
2007)

2.4 Quality Management Standards and Specifications

This project requires a review of the quality masragnt system at Lockyer
Valley Regional Council and the main component leé teview is an
analysis of the quality management system agdmesspecified standards.
The most common standards are the ISO 9000 sdrgpgabty management
requirements and in particular ISO 9001, whichhe standard that an
organisation gains certification for. The I1ISO serad standards have been
developed by the International Organisation forn8g&adisation, which is
based in Geneva, Switzerland and was founded irv {2dmprecht in
Bellamy et al 2001). The standard, ISO 9000, west fublished in 1987,
and was based on BS5750, which was developed b@rtish Standards
Institution (Moatazed-Keivani et al 1998). Sincatthirst publication, the
standards have had a number to reviews and nowstaigshe following

quality standards:

= |[SO 9000:2006 — Quality management systems — Fuentais and
vocabulary.

=[SO 9001:2008 — Quality management systems — Rageints.

=[SO 9004:2000 — Quality management systems — Guoaelfor

performance improvements.



=[SO 10001:2007 — Quality management systems — @usto
satisfaction — Guidelines for codes of conductoi@anizations.

=[SO 10002:2004 - Quality management systems — @usto
satisfaction — Guidelines for complaints handlingprganizations.

=[SO 10003:2007 — Quality management systems — @usto
satisfaction — Guidelines for dispute resolutionteexal to
organizations.

=[SO 10005:2006 — Quality management systems — Guadefor
quality plans.

=[SO 10006:2003 — Quality management systems — Guoedefor
quality management systems in projects.

=[SO 10007:2003 — Quality management systems — Guogdefor
configuration management.

=|SO 10012:2003 - Measurement management systems -
Requirements for measurement processes and meaasurin
equipment.

»[SO/TR 10013 - Guidelines for quality managemenstey
documentation.

=[SO 10014:2006 — Quality management systems — Guogdefor
realizing financial and economic benefits.

=[SO 10015:1999 — Quality management — Guidelinegr&ining.

* [SO/TR 10017:2003 Guidance on statistical techrsqte 1SO
9001:2000

=[SO 19011:2003 — Guidelines for quality and/or emwmental

management systems auditing.

As can be seen above there are a number of quadihagement standards
that exist. The abovementioned standards have ety adopted by
Standards Australia and Standards New Zealand,hwdmie the governing
councils for standards here in Australia and Newl&i®d. The Department
of Main Roads, Queensland also has a specificatiotne requirements for
guality management systems, which is MRS11.50 —ci$peQuality

System Requirements. However, the auditing probgsslain Roads still



refers to ISO 9001 as the standard for which quatihnagement systems

are assessed against.

2.5 Quality Management Systems — General Requirements

The first step in reviewing the literature of gtylmanagement systems is
to first define what a quality management systeniccording to AS/NZS
ISO 9000:2008, a quality management system is theagement system
used ‘to direct and control an organisation witbarel to quality’ and the
‘direction and control with regard to quality gealdy includes
establishment of the quality policy and qualityesftjves, quality planning,

quality control, quality assurance and quality ioy@ment’.

Kanter (1994) describes a quality management syateithe organisational
structure, responsibilities, procedures, processed, resources needed to
implement quality management’. Therefore, Kantescdbes the quality
management system as a scheme that encompassesalleeorganisation.
This is also shown in the following figure from Cunsland Transport,
which tries to illustrate how a quality managem&ygtem encompasses the
whole organisation and includes the attitudes amtuie as well as the

documents and procedures:



Figure 2.1 — Total Quality Management System Diagna

TOTAL QUALITY MANAGEMENT

QUALITY MANAGEMENT

QUALITY ASSURANCE

QUALITY
CONTROL

Measurement

Documented Systems

Plan, Investigate Process
Implement Improvements

Education, Attitudes, Participation
Management style
Continuous Improvement

(Source Queensland Transport, 1994)

The above definitions illustrate what a quality mgement system is,
whereas Pheng (1993) states why it is implemenyedalying that ‘QA is
basically a management process implemented to eaheonfidence in a
product or service by consistently achieving praslg stated quality

objectives set out in writing'.

2.6 Quality Management Systems — Documentation

Requirements

There are a range of documents that make up thityguaanagement
system. According to AS/NZS I1SO 9001:2008, ‘the Iqpananagement
system documentation shall include:

a) documented statements of a quality policy and guabjectives,

b) a quality manual,
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c) documented procedures and records required by this
International Standard, and

d) documents, including records, determined by themsation to
be necessary to ensure the effective planning,atipar and

control of its processes’.

These documents are also identified as the negesle@mumentation for
guality management by Clements (1993), who brebhksdbcuments into
three separate levels. The levels are: Level rat&jic Documents; Level Il

— Tactical Documents; and Level Il — OperationalcDments.

The Level | documents are identified as the stratetpcuments and
includes the policy statements and objectives requio accomplish a

specific goal, which is issued by management.

Level II documents are described as tactical docuspewhich are
considered to be the quality manual or plan, aedtfae procedures that are

written to carry out the stated policies.

Level Ill documents are the operational documenwtsich are the written
work instructions that are issued in order to caowyt the Level Il
procedures as well as the records of previous g@hemented procedure or

corrective action checklist.
The above sets of documents are also describedsimifar manner in

Kanter (1994), and shown in the following figurehieh can be found in
ISO10005:2005
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Figure 2.2 - Typical Quality Management System Doauent Hierarchy

Dacumnent contants

Qualky

A Describes e quallty management
M amral

5ysiem In accordance whn the sated
qualty pollcy and objeclves (see 4.3
and 4.4)

(Lenval &)

Quallty managarment
SYSRIETM procetures

B Describee Te Indemelated pro-

ceEEes  and  acivities required W

[Lavel B) mplement Me gualky management
EYEiEm

‘Work Instructlons and other documenis

for gual |ty mansgemen sysiem S = ECLREE L,

ments.

(Level C)
MOTE 1 The numcer of Lvels may e 3:JLEtEﬂ o mest the angjanizat an's nesds.
MWOTE 2 Forms may be applicable &t all levels of ine hierarcy.

(Source:1ISO 10005:2005 Quality Management Systems — Guieglifor
Quality Plans)

2.6.1 Quality Policy

As described above a quality policy is consideretrategic document and
should be used as an equal and consistent part ofganisation’s overall
policies and strategy. AS/NZS 1SO 9004:2000 stdiast ‘top management
should use the quality policy as a means of leathegorganisation toward
improvement of its performance’. This is also etiaby Stamatis (1995),
who describes a quality policy as ‘the overall gyaintentions and

direction of an organisation as regards to quadis/formally expressed by

top management’ and ‘is only one element of theaa@te policy'.

The requirements of AS/NZS 1SO 9001:2008 statet ttugp management
shall ensure that the quality policy:
a) is appropriate to the purpose to the organisation,
b) includes a commitment to comply with requirementsd a
continually improve the effectiveness of the qyafitanagement

system,
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c) provides a framework for establishing and reviewingality
objectives,
d) is communicated and understood within the orgaioisaand

e) is reviewed for continuing suitability’.

2.6.2 Quality Manual and Quality Procedures

The Quality manual is the second document thaéasiired as part of the
guality management system and as described by K&rf64) is a tactical
document. AS/NZS 1SO 9001:2008 states that, ‘thgamisation shall
establish and maintain a quality manual that inetud
a) the scope of the quality management system, inatpdetails of
and justification for and exclusions,
b) the documented procedures established for the tguali
management system, or reference to them, and
c) a description of the interaction between the preegsof the
quality management system’.

AS/NZS 1SO 10005:2006 goes into further detail be tequirements and
content to be included in a quality plan. The failog list indicates the
content required by this standard, which will bedifor the development of

a quality manual for Lockyer Valley Regional Counci

= Scope

» Management Responsibility

» Competence, Awareness and Training
= Infrastructure

= Work Environment

» Planning of Product Realisation

» Customer Related Processes

» Design and Development

= Purchasing

= Production and Service Provision
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= [dentification and Traceability

= Customer Property

= Preservation of Product

= Calibration of Monitoring and Measuring Devices
» Customer Satisfaction

» Monitoring and Measurement of Processes

= Monitoring and Measurement of Product

= Analysis of Data

= Continual Improvement

There are also a number of the items that may deded in the quality
manual or developed as separate quality procedud&ENZS SO
9001:2008 states that there must be a documentezkgqure within the

organisation for the items listed below:

= Control of documents and data

= Control of records

= Control of a non conforming product

= Internal audits

» Improvements through corrective action

» Improvements through preventative action

2.7 Conclusion

The central focus on writing this literature review the subject matter was
the identification of the quality standards thatsexand how they are
applied. It can be reasonable to state that tisemdarge amount of literature
available on quality management and within thagréiture there is a
significant amount that refers to the ISO qualitgmagement standards. The
following chapter outlines the methodology use@debieve the project aim

and objectives.
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Chapter 3 Research Methodology

3.1 Introduction

This chapter outlines the research methodology,clivhis used in this
research project to improve the quality managensystem at Lockyer
Valley Regional Council. After developing the spiecobjectives for this
research project; researching the relevant AuatralStandards and
background information on quality management systeand conducting a
literature review on the subject matter, the follogvmethodology has been
developed in order to complete the broad aim aegdifip objectives of this

research project.

The objective is to establish whether any defideme@xist in the former
quality management systems and where deficienaies with the AS/NZS
ISO 9001:2008, make recommendations for improvesnémtthe system.
This has been achieved by reviewing the former iguahanagement
systems used at Laidley and Gatton Shire Councits @so the quality
management systems at other local governments rendetjuirements of
state departments and comparing each of their ragstajainst each other.
After conducting a comparative review of the systemmey will then be
reviewed against the quality management standamdsspecifications to
identify any gaps and deficiencies. The final stegs to then use the results
obtained from the comparative review and gap amalyad make

recommendations for improvements to the system.

3.2 Overview of Quality Management Systems

The first step was to describe and define the forquality management
systems that were in place at Laidley Shire Couacdl Gatton Shire

Council. This step involved obtaining access to dieeumentation of the
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two former systems, which was readily accessiblee $econd step was to
then research the quality management systems ef @dbal government
departments. The quality management system of Gaormt Regional
Council was obtained for this purpose.

3.3 Gap Analysis

A gap analysis is an examination of an existingtesys that is then
compared to a specified standard in order to iflemtny deficiencies or
gaps between the existing situation and the stdndérerefore, for this
project, a gap analysis has been performed by exagiihe existing quality
management systems against AS/NZS 1SO 9001:2008tM@nagement

Systems — Requirements.

After conducting the literature review on the sebjmatter, it was found
that there were a number of checklists availaldenfwarious organisations
that could be used to perform a gap analysis. Emghanalysis checklist
was based upon AS/NZS ISO 9001:2000 Quality ManagerSystems —
Requirements, which is not the current standardwé¥er, there are no
differences between the structure of the 2000 ad@d82standard. The
objective of the 2008 revision of the standard vi@simproved clarity.

Therefore, gap analysis checklists of the outdattghdard were still
relevant. Gap analysis checklists were obtainednfrthe following

organisations:

» The ISO 9000 Store Website
» The Queensland Department of Main Roads
» The Queensland Department of Public Works

» The New South Wales Department of Commerce
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As there are four gap analysis checklists and was only suitable to use
one, a review of each of the checklists was unkentao determine the

most appropriate.

The 1SO 9000 Store’s checklist was found to be tkailed than the other
checklists and was therefore discarded. The remgithiree checklists were
obtained from state government departments in (al@et and New South
Wales and all related to the construction indusél.three gap analysis
checklists were developed by these departmentsetp their service

providers develop appropriate quality managemestegy in accordance
with 1ISO 9001. It was found that all three chedklisvere similar in

structure and relevance with ISO 9001. It was deitezd that the checklist
developed by the Queensland Department of Main Reanlld be used.
This is because Lockyer Valley Regional Councilvilles services to the
Queensland Department of Main Roads and is requodshve a quality
management system that is approved by the Departmen

When conducting the gap analysis on the existilstesys, the systems were
reviewed and identified as either compliant (Cedenprovement (NI), or
non-compliant (NC).

3.4 Comparative Review

The next step was to then conduct a comparativeeweof the quality

management systems of the government departmentsoimparing and
contrasting the results of the gap analysis. Thiktiaen be used to obtain
an overall insight into the areas of compliance amal-compliance or where

improvements can be made.
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3.5 Analysis and Discussion of Results

An examination of the results obtained from the gaplysis will then be
undertaken to identify the main areas where a gatvden the existing
systems and the ISO 9001:2008 standard occurs.niteendations will
then be made for improvements to the current systmmsed on the analysis
undertaken and where the deficiencies occur. Thallestges of
implementing these changes to the quality managesystem at Lockyer
Valley Regional Council will also be highlightedhi$ will be carried out by
looking into the potential impacts that these clesngnay have on the

organisation and the workforce.

3.6 Conclusion

This chapter has identified the research methogalogt has been followed
so that improvements to the quality managemenesysit Lockyer Valley
Regional Council can be achieved. A comparativeierevhas been
undertaken along with a gap analysis. The resuitscantained within the
following chapter with a discussion and the recomdations for

improvements to the system contained within thessgbent chapter.
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Chapter 4  Results

4.1 Introduction

This chapter presents the results obtained frondweting the gap analysis
and comparative review of the local government ipananagement
documents. The gap analysis and comparative relvéai@ been undertaken
in accordance with the methodology outlined in Gaaf. The first step in
the process is to provide an overview of the gquahanagement systems

that will be used in conducting the gap analysi @mparative review.

4.2 Overview of the Quality Management Systems

An overview of the quality management systems frim following
Councils are shown below:

= Laidley Shire Council;

» Gatton Shire Council; and

» Goondiwindi Regional Council.

A quality management system was also developetidy\orkplace Health
and Safety department of Lockyer Valley Regionali@ml, however upon
closer review; it was found to be similar to thenfier Gatton system and

was therefore discarded as these same results Wwauddbeen achieved.

4.2.1 Laidley Shire Council

Laidley Shire Council's quality management systemmich is used for
construction and maintenance, can be categorisiedtive three general

levels of documentation, which were discussed énliterature review.
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At the top of the quality management system therequality policy, which

contains a mission statement and a policy statearahbbjectives. Beneath
the quality policy there is a quality manual. Thelity manual provides an
overview of the system and details Laidley Shireui@il’s standard of

commitment in pursuing an acceptable level of quédir services delivered
to the customer. The quality manual also makeserées to the quality
procedures, which are shown as separate documeititén eaidley’s

guality management system.

The quality system also has a set of operationaliments, which includes
a construction workplace plan that is used for tehpupgrades of
infrastructure and a road maintenance project fidarcarrying out routine
maintenance. Each operational document then haso@mie works

procedures and inspection and test plans for tlspective works. A

diagram of the Laidley Shire Council quality managat system is shown
in Figure 4.1 below:
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Figure 4.1 - Laidley Shire Council Quality Managemeat System

Quality Policy
Level 1 v
Quality Manual *
E— Quality Procedures
» Control of Documents
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Product
» Corrective Action
* Preventive Action
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Level 3
v \ 4
Work Procedures / Work Procedures /
ITPs ITPs

4.2.2 Gatton Shire Council

Gatton Shire Council’'s quality management systerhjciv is used for
construction and maintenance, can also be categoinso the three general
levels of documentation. However, the levels ofuwloentation are not as

clearly defined as they were for Laidley’s quahtanagement system.

At the head of the quality management system trer@ quality policy,

which contains a mission statement and statemér@ston’s commitment
to quality. Underneath the quality policy thereaigquality manual. The
quality manual is broken up into three small qyadgstem manuals, which
are an administration manual, purchasing manual andoperational
manual. The administration manual details how raa#e/projects are to be

managed to ensure quality is achieved. The punspasanual describes the

-21 -



procedures that were adopted by Council to enshat &ll products
purchased for construction activities met Councilequirements. The
operational manual covers the actual working amarents and procedures
to ensure Council meets its customer’s requiremeittsregards to quality.
Each manual contains its own set of quality procesluwhich are not as

clearly defined as Laidley Shire Council’s procestuwere.

The quality system also has a set of operationaliments, which includes
a quality project plan that is used for capital igalgs of infrastructure and a
road maintenance plan for carrying out routine resmance. Each
operational document then has appropriate worksepiares and inspection
and test plans for the respective works. A diag@nthe Gatton Shire

Council quality management system is shown in Fegu2 below:
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Figure 4.2 - Gatton Shire Council Quality ManagemehSystem
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4.2.3 Goondiwindi Regional Council

Goondiwindi Regional Council’'s quality managemepstem that is used

for construction and maintenance can be categomgedhe three general

levels of documentation, which were discussed énliterature review.

At the top of the quality management system thera guality policy and

beneath the quality policy there is a quality manGaondiwindi’s quality

management system also has a schedule of managgmua@dures in

place.
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The quality system has a set of operational doctsnevhich includes a
project quality plan and a road maintenance qualign for carrying out
routine maintenance. Each operational documenthberappropriate works
procedures and inspection and test plans for tlspentive works. A
diagram of the Goondiwindi Regional Council qualihpanagement system

is shown in Figure 4.3 below:

Figure 4. 3 - Goondiwindi Regional Council QualityManagement System
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4.3 Comparative Review of the Systems

As can be seen is the descriptions of the abovetiomen quality
management systems of Laidley Shire Council, GaBbime Council and
Goondiwindi Regional Council all three systems galye have a three
tiered structure of quality management documerashEsystem contains a
guality policy and quality manual.

The Laidley and Goondiwindi systems have a simdad well defined
structure, with the use of quality management pfaces located within
separate documents. The Gatton system is somevitegiedt due to its use
of three separate quality systems manuals, whiehf@r administration,
purchasing, and operations. This does result inesdaplication of areas
within documents for procedures such as contralaguments and control
of records. The Gatton system also does not haset af documented
procedures, which is a requirement for specifictises of the ISO
9001:2008 standard.

Each system also has a set of level three or apeahdocuments. All three
systems have separate project plans in place fdr bonstruction and
maintenance. Furthermore, they all have a set aksvprocedures and
inspection and test plans for the various constncand maintenance

activities that are carried out.
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4.4 Gap Analysis

A gap analysis has been performed using the melbggooutlined in
Chapter 3. The Queensland Department of Main Rd@dality Audit
Checklist has been broken down into the individsettions of the 1ISO
9001:2008 standard and the results of the gap sisafiown in each table.
The systems were reviewed and identified as eitioenpliant (C), need
improvement (NI), or non-compliant (NC). A comparat review of the
performance of each quality management system sigdia standard was

then undertaken.

4.4.1 Quality Manual

The quality manual is simply a document that déssithe quality
management system and is usually the main docuthanall other quality
management documents and procedures fall underréiherements of a
quality manual are specified in Clause 4.2.2 of D1:2008. The results
of the gap analysis performed on the quality maramal shown below in
Table 4.1:

Table 4.1 - Gap Analysis: Quality Manual

Clause 4.2.2 Quality Manual

Item Laidley Shire | Gatton Shire | Goondiwindi
Council Council Regional
Council

Quality Manual: - - -

» Scope of system
(any exclusions to be NI NC NI
stated)

* Documented
procedures
established or make c
reference

(a table, in-text

reference)

NI NI

« Description —
interaction of the
system(overview of
how the services
sequence, diagram
of interface)

NI NI NI
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As shown in the above table the quality manual bidley Shire Council
does contain a scope of the system, however it doesake reference to
any exclusions within the document. This was sintivethe scope provided
by Goondiwindi’'s manual. On the other hand, thepscprovided by Gatton
Shire Council’s manual was only one sentence adahdi fully explain the

scope of the system.

Laidley’'s manual does make reference to its doctecerprocedures
whereas Gatton’s manual does not have specific rdented procedures
although it does make reference to its three systemanuals and the
contents of each. Goondiwindi’s plan does not maikg reference to its
procedure within the manual but are shown as & talthin an appendix.

Each manual does provide an overview of their guatianagement system
however; they could be better described through ube of a sequence
diagram or flow chatrt.

4.4.2 Control of Documents

Any quality management system needs to ensure ahadocuments
managed by the system are controlled to some eatahta procedure for
controlling documents needs to be established. rEéqeirements for the
control of documents procedure are specified inu§#a4.2.3 of I1ISO
9001:2008. The results of the gap analysis perfdrmie the control of
documents procedure are shown below in Table 4.2:

- 27 -



Table 4.2 - Gap Analysis: Control of Documents

Clause 4.2.3 Control of Documents

Item Laidley Shire | Gatton Shire | Goondiwindi
Council Council Regional
Council
Documented procedure C NC C
» Approval of c NC c
document
* Review and update
as necessary and ref C NC C
approve
» Changes and current
revision status of C NC C
documents are
identified
« Applicable
docpments are c NC c
available at points of

use

Documents remain
legible and readily
|dent_|f|able(m|n c c c
requirements: doc
name and date of

issue)

Documents of
external origin are
identified and
distribution
controlled NI NI NI
(Aust Stds, MR
Manuals, Council
Regs, Acts of
Parliament)

* Obsolete documents
Apply suitable C NC C
identification — if
retained

» Data backups NI NC C

It can be seen from the above table that the Lpidled Goondiwindi
quality management systems do have a documenteckquee for the
control of documents whereas the Gatton system doésEach system
needs to improve its identification of documentserfernal origin, such as

Australian Standards and engineering manuals.
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4.4.3 Control of Records

Quality management systems also need to ensuralthatords required by
the system are managed and controlled to someteaseina procedure for
controlling records needs to be established. Theirements for the control
of records procedure are specified in Clause 420 9001:2008. The
results of the gap analysis performed on the cbofreecords procedure are

shown below in Table 4.3:

Table 4.3 - Gap Analysis: Control of Records

Clause 4.2.4 Control of Records

Item Laidley Shire | Gatton Shire | Goondiwindi
Council Council Regional
Council
Document?d C NC C
procedure:

Identification, storage,
protection, retrieval,
retention time &
disposition of records.
(Dataworks record
management system)

The Laidley and Goondiwindi quality management eayst do have a
procedure for the identification, storage, prot@ctiretrieval, retention time
& disposition of records. The Gatton system doeshave a documented
procedure for the control of records however; ieslanake reference to
record keeping throughout its quality manual. Sghsetly, it would be

better described through the use of a single dontedegorocedure.

4.4.4 Management Responsibility

Management commitment recognizes that, withoutblesiand sustained
leadership from the organisation’s senior managémeyam, any
management strategy will have limited success, ak fTherefore, a
successful quality management system must detail rédguirements of
management’s responsibilities. The requirements foranagement
responsibility are specified in Clause 5 of ISO B2008. The results of the
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gap analysis performed on management responsibiigyshown below i

Table 4.4:

Table 4.4 - Gap Analysis: Management Responsibility

n

Clause 5 Management Responsibility

Item

Laidley
Council

Shire

Gatton
Council

Shire

Goondiwindi
Regional
Council

* Management
commitment

NI

C

 Quality Policy

+«+ Appropriate to

purpose of org.

Commitment to
continual improve

O] 0O |0 O

NC

C
C
C

Provides a
framework for
establishing &
reviewing quality
objectives

NI

NI

o

Communicated
and understood

NI

NC

NI

 Quality Objectives
established

NC

®,
0.0

Measurable

NC

NC

NC

7
0.0

policy

(Corporate Plan,
Operations- Business
Plan, Works budget)

Consistent with

NI

NC

NI

» Responsibility &
Authority

B3

Defined and
communicated

NI

NI

°oe

Management
Representative

NI

NI

* Internal Communication
(team meetings,
briefings, email, toolbox

talks,

newsletters)

NC

NC

* Management Reviews

3

Planned intervals

NC

NI

*
7
0.0

Review for
improvement,
Policy &
Objectives

NC

NC

B3

¢

Records

NC

NC

B3

¢

Inputs (5.6.2)

NC

NC

4

0.0

including Action
(Council meetings,
CEO-Director
meetings, monthly
reports up to Council,
Team meetings,
toolbox talks)

Outputs (5.6.3)

NC

NC
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* Resource needs NC NC

¢ Customer focus NC NC C

It can be seen from the above table that managerasponsibility is not

compliant in either Laidley or Gatton’s quality nagement system
documentation and a lot of improvements are redquiBnth systems do
however contain a quality policy. Laidley’s poligycompliant with regards
to being appropriate to the purpose of the orgéoisa having a

commitment to continually improve; and establishiagframework for

establishing the quality objectives. Gatton’s pplidoes however need
improvement as it only complies with being appraf@ito the purpose of
the organisation. Goondiwindi’'s system does idgntiie management
responsibilities and authorities of its senior ngemaent, as well as having a

documented procedure for conducting managemergwsvi

4.4.5 Competence, Awareness and Training

Competence refers to the demonstrated ability tsistently perform work

to a required standard and awareness recognizesahaeople to produce
to required quality of their work, they need to arstand what they are
required to do and the importance of it. The rezuents for competence,
awareness and training are specified in Claus@ 2SO 9001:2008. The
results of the gap analysis performed on compeleveareness and training

are shown below in Table 4.5:
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Table 4.5 - Gap Analysis: Competence, Awareness afdaining

Clause 6.2.2 Competence, Awareness and Training

Item Laidley Shire | Gatton Shire | Goondiwindi
Council Council Regional
Council
» Determine the
necessary
competence for NC NC C
personne(PPR
sessions)
* Provide training NC NC C

Evaluate the
effectivenesgon-job
assessment py NC NC C
workplace trainer-
assessor, provider
assessment)

Ensure personnel
aware of their
contribution to the
achievement of the NC NC C
quality objectives
(Performance
planning sessions)

Maintain appropriate
records of education
training, skills and
experience
(induction training =

new staff; WH&S; NC NI c
site-inductions. HR or
WHS Rep may hold
any/all these/
personnel files)

Competence, awareness and training is not idettifieether Laidley or
Gatton’s quality manual or procedures and is tleeeesfnon compliant.
Gatton’s quality manual does make reference to itlemtification and
provision of training however, improvement is nedéoondiwindi on the
other hand does have a documented management precéor the

provision of training.

4.4.6 Infrastructure

In order for a person to perform work to the bdstheir ability, they need
the appropriate infrastructure and equipment. Tbese appropriate
planning of the infrastructure is a necessary paany quality management
system. The requirements for infrastructure arecifipd in Clause 6.3 of
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ISO 9001:2008. The results of the gap analysisopmed on infrastructure

are shown below in Table 4.6:

Table 4.6 - Gap Analysis: Infrastructure

Clause 6.3 Infrastructure

Item Laidley Shire | Gatton Shire | Goondiwindi
Council Council Regional
Council

Provide: - -

« Buildings, workspace
and associated NC NC NC
facilities

 Process equipment
(both hardware and NC NC NC
software)

 Supporting services
(e.g. Transportation
or communication) NC NC NC

(Safeplan audits, other

Agency audits)

As shown above none of the quality management mgstmake any
reference to infrastructure planning. Although tinganisations themselves
have procedures in place to plan their infrastmgctequirements, such as
safeplan audits and plant committees, they areidesttified within their

quality management system.

4.4.7 Work Environment

Work environment is similar to the infrastructusgjuirements specified in
Clause 6.3 of ISO 9001:2008, however work enviramnrelates to the
indirect environment, which may includes weathight, comfort and space.
The requirements for work environment are specifie€lause 6.4 of 1ISO
9001:2008. The results of the gap analysis perfdrarework environment

are shown below in Table 4.7:
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Table 4.7 - Gap Analysis: Work Environment

Clause 6.4 Work Environment

Item Laidley Shire | Gatton Shire | Goondiwindi
Council Council Regional
Council

» Suitable work
environment

(Safeplan audits,

OH&S audits)

NC NC NC

As shown above none of the quality management mgsteake any
reference to work environment. Although the orgatisms themselves have
procedures in place to plan their work environmegfuirements, such as
OH&S audits, work method statements and risk ass&s$ts, they are again
not identified within their quality management gyst

4.4.8 Planning of Product Realisation

Product realisation is the term used to descrileeptiocess required to get
the work done. It is necessary for works proceduoebe developed for
each product, which describes the objectives toctwmpleted and the
resources necessary to conduct the work. The mgeints for product
realisation are specified in Clause 7.1 of ISO 9P0Q8. The results of the

gap analysis performed on product realisation laosva below in Table 4.8:
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Table 4.8 - Gap Analysis: Planning of Product Readation

Clause 7.1 Planning of Product Realisation

Item Laidley Shire | Gatton Shire | Goondiwindi
Council Council Regional
Council
Determine the
following: ) )
* Quality objectives
and requirements of C NC C

the product

The need to establish
processes,
docu_ments, and NI NI C
provide resources
specific to the
product

Required
verification,
validation,
monitoring,
inspection, and test NI NI C
activities specific to
the product and the
criteria for product
performance

RecordgProject
plans, Pre-start,
construction, post-
construction
meetings, budget NT NI C
reviews, planning
meetings, MR
Annual
Performance
Reports)

Product realisation is covered in the quality systeof Laidley, Gatton and
Goondiwindi. Works processes and inspection anthteplans of activities

are provided however, the realisation from planrmthe final handover of
products through pre and post-construction meetingdget meetings and
performance reports are not readily identified witthe Laidley and Gatton

quality systems but are within Goondiwindi’s system

4.49 Customer Related Processes

Customer related processes require that an eféecfiality management
system has processes in place to ensure that psodrecto the customer’'s

requirements and expectations. The requirementscémtomer related
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processes are specified in Clause 7.2 of ISO 9008:2The results of the
gap analysis performed on customer related prosemseshown below in
Table 4.9:

Table 4.9 - Gap Analysis: Customer Related Processe

Clause 7.2 Customer Related Processes

Item Laidley Shire | Gatton Shire | Goondiwindi
Council Council Regional
Council

Determination af - - -

* Requirements

specified by the NC NI NI
customer

* Requirements not
stated by customer NC NC NC

but necessary.

« Statutory and

regulatory NC NC NC
requirements related

to the product

< Any additional
requirements
determined by the NC NC NC
organisation

Review of requirement
to include

2

* Review prior to
commitment to NC NC NC

supply

* Requirements are

defined NC NC NC

« Differing

. NC NC NC
requirements resolved

. Ab|I|t_y to meet NC NC NC
requirements

» Records kept NC NC NC

« Amendments to NC NC NC
documents

« Changes advised to

NC NC NC
relevant personnel

Effective Customer
Communication

* Product information NC NC NC

* Enquiries, contracts NC NC NC
and amendments

» Customer feedback
(Pre-start,
construction, post-
construction meetings,
budget reviews, NC NC NC
planning meetings,
MR Annual
Performance Reports)
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As shown above none of the quality management mgstmake any

documented reference to customer related processes.

4.4.10 Design and Development

Design and development planning requires that dectefe quality

management system has processes in place to ghatigesign processes,
such as reviewing and approving designs, are adherel'he requirements
for design and development processes are spedcifi€lause 7.3 of ISO
9001:2008. The results of the gap analysis perfdrroa design and

development related processes are shown belowtle Aalo:

Table 4.10 - Gap Analysis: Design and Development

Clause 7.3 Design and Development

Item Laidley Shire | Gatton Shire | Goondiwindi
Council Council Regional
Council

Design and

Development Planning - - -

Determine:

e Design and NC C NC
development stages

. Rewew_, ve_r|f|cat|on NC C NG
and validation

« Responsibilities NC C NC

Design and

Development Inputs - - -

To include:

*  Functional and
performance NC NI NC
requirements

. Stat_and Regulatory, NC NC NC
requirements

. Infor_mat|0n from NC NC NC
previous designs

»  Other as required. NC NI NC

Design and

Development Outputs - - -

To:

¢ Meet input NC NI NC

requirements

e Provide appro info
for provision of NC NI NC
service / product

e Contain/ ref.

Acceptance criteria NC NI NC

e Specify product

characteristics NC NI NC
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Item Laidley Shire | Gatton Shire | Goondiwindi
Council Council Regional
Councll

Design and ) i i

Development Review

e Undertake as NC NI NC
planned

« Evaluate gbll|ty to NC NI NC
meet requirements

e ldentify p_roblems NC NI NC
and solutions

» Records maintained NC NI NC

Design and

Development - - -

Verification

e Undertake as NC NI NC
planned

. _Outputs m_eetlng NC NI NC
input requirements

* Records Maintained NC NI NC

Design and

Development - -

Validation

e Undertake as NC NI NC
planned

. Prod_uct meeting NC NI NC
required application

» Records maintained NC NI NC

Control of Design and ) i i

Development Changes

« Changes identified,
recorded, reviewed
and passed through NC NC NC
same process.

It can be seen from the above table that LaidleyeSEouncil’s and

Goondiwindi Regional Council’'s quality systems dmt make reference to
the design and development of the products beingstoacted. Gatton’s
guality manual does identify some design contnathsas the identification
of design stages and responsibilities. Howeverptioeesses for reviewing,

verifying and validating the process are not define

4.4.11 Purchasing

Managing the risk of purchasing requires that anmda approach is
undertaken when selecting suppliers, specifyingiireqnents and verifying

purchases. The requirements for purchasing ardfiggetn Clause 7.4 of
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ISO 9001:2008. The results of the gap analysisop@d on purchasing are

shown below in Table 4.11:

Table 4.11 - Gap Analysis: Purchasing

Clause 7.4 Purchasin

Item Laidley Shire | Gatton Shire | Goondiwindi
Council Council Regional
Council

* Evaluate and select

) NC C C
suppliers

» Are records of
evaluations NC C C
maintained

Adequate descriptio
of product being NC C C
purchased

Appropriate
verification of
purchased product
undertaken. Where
performed at
supplier’s premises.
This is stated in
purchasing
information
(financial audit,
internal reviews, may
refer to local
government
Purchasing Policy)

NC NI C

Laidley Shire Council quality manual does not idignthe procedure for
purchasing products whereas Gatton Shire Coungytéem does. In spite
of this each former Council had a purchasing polidych identified each
Council’s requirements and specifications for pasihg. Therefore, it
would be made better that a reference to the pamggolicy was made
rather than duplicating the requirements and cotigtareviewing the

documents to ensure they contain the same infoomaGoondiwindi does

have a quality management procedure for purchasing.

4.4.12 Production and Service Provision

Production and service provision requires that egamisation control its
work processes, so that consistent results arehi The requirements for

production and service provision are specified ilau€e 7.5 of ISO
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9001:2008. The results of the gap analysis perfdrime production and

service provision are shown below in Table 4.12:

Table 4.12 - Gap Analysis: Production and ServicerBvision

Clause 7.5 Production & Service Provision

Item

Laidley
Council

Shire

Gatton
Council

Shire

Goondiwindi
Regional
Council

Control of Production &
Service Provision:

« Availability of

information on product
(Project plans- Quality/
Environment/ Safety/
Traffic Control)

NI

« Availability of work
instructions

NI

* Use of suitable
equipment

(plant / equipment

maintenance records —

workshop,

registrations//inspections

by Machinery Inspectors)

NI

* Use of monitoring and
measuring devices

NI

« Implementation of
monitoring and
measuring

NI

« Implementation of

release, delivery and po$

delivery activities

—

NI

Validation of Processes fo
Production & Service
Provision (as required.)

» Defined criteria  for
review and approval o
processes

NI

« Approval of equipmen
and qualification  of
personnel

NC

» Use of specific method
and procedures

NI

« Requirement of records

NI

« Revalidation

NI

Overall each of the quality management systemsaudieéy Shire Council
and Goondiwindi Regional Council are compliant véhas Gatton needs to
make improvements to their documented referenceprtmuction and
service provision. Laidley and Goondiwindi both Bavorks procedures in

place that are used to control production and sergrovision. Gatton only
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has inspection and test plans, which do not prgpaddress the works

processes.
4.4.13 Identification and Traceability

Identification means understanding and being abEhbw what a particular
product is. Traceability is knowing where the prodhas come from or
where it was used. The requirements for identificaind traceability are
specified in Clause 7.5.3 of ISO 9001:2008. Thelteof the gap analysis
performed on identification and traceability arewh below in Table 4.13:

Table 4.13 - Gap Analysis: Identification and Tracability

Clause 7..5.3 Identification and Traceability

Item Laidley Shire Gatton Shire Goondiwindi
Council Council Regional
Councll
* Product identified C NI C
« Identify the product NI NI C
status

« Where traceability
required, control and
_recor_d_ thg unique NI NI C
identification.

(Dataworks system

referencing)

As shown above both of the quality management systay Laidley Shire
Council and Gatton Shire Council need to make imgneents to their
documented reference to identification and trad#gb{Goondiwindi does

have a management procedure for identificationteabability.

4.4.14 Customer Property

Managing customer property requires that an org#iois takes appropriate
care of any property of the customer that is unidercontrol or being used
by the organisation. The requirements for custgoneperty are specified in
Clause 7.5.4 of 1ISO 9001:2008. The results of tie analysis performed

on customer property are shown below in Table 4.14:
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Table 4.14 - Gap Analysis: Customer Property

Clause 7.5.4 Customer Property

Item Laidley Shire Gatton Shire Goondiwindi
Council Council Regional Council

Identify, verify,
protect and safeguard
customer property NC C C
(can include
intellectual property).

It can be seen that Gatton’s quality system doege he process for
identifying, verifying, protecting and safeguardingstomer property, and
so does Goondiwindi’'s system in the form of a managnt procedure.

Laidley’s system on the other hand does not maleefierence to customer

property.

4.4.15 Preservation of Product

Preservation of product ensures that none of thigitaes carried out will

adversely affect the product or service that isndpeprovided. The
requirements for preservation of product are sptiin Clause 7.5.5 of
ISO 9001:2008. The results of the gap analysisopeed on preservation
of product are shown below in Table 4.15:

Table 4.15 - Gap Analysis: Preservation of Product

Clause 7.5.5 Preservation of Product

Item Laidley Shire Gatton Shire Goondiwindi
Council Council Regional
Council
« Identification
« Handling
» Storage NC NI c

(MSDS info, Safeplan
results, stocktake
results)

No mention is made to the preservation of produithiov Laidley Shire
Council’'s quality management system and only a knaahount of
references are made within Gatton’s system. Hagdhnd storage is

identified in a management procedure within Goomualilts system.
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4.4.16 Calibration of Monitoring and Measuring Devices

Calibration of monitoring and measuring equipmesedi in inspecting
qguality is required to be tested itself to ensune taccuracy of the
equipment. The requirements for calibration of nmmmg and measuring
equipment are specified in Clause 7.6 of ISO 90182 The results of the
gap analysis performed on calibration of monitoriagd measuring

equipment are shown below in Table 4.16:

Table 4.16 - Gap Analysis: Calibration of Monitoring and Measuring Devices

Clause 7.6 Calibration of Monitoring and MeasuringDevices

Item Laidley Shire Gatton Shire Goondiwindi
Council Council Regional
Council

» Determine devices
and processes
required.
Equipment:
Calibrated at
specified intervals
Identified to enable
calibration status to
be determined
Safeguarded from
adjustments that
would invalidate the
measurement result
Protected from
damage and
deterioration during
handling,
maintenance and NC C C
storage

Assess validity of
previous results
Take appropriate
action on equipment
and any product
affected.

Records maintained
Ability of computer
software to satisfy
intended application
confirmed.
(Calibration
spreadsheet, service
records, diary notes
for 2-peg test, asset
numbers)
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It can be seen that both Gatton’s and Goondiwinduslity systems do
have a process for identifying and calibrating nammg and measuring
equipment, whereas Laidley’s system did not makeramarks in regards

to monitoring and measuring equipments.

4.4.17 Customer Satisfaction

An effective quality management system must monitwstomer
satisfaction. The organisation is required to meage performance and the
customer perceives it to be. The requirements distarner satisfaction are
specified in Clause 8.2.1 of ISO 9001:2008. Thelltef the gap analysis
performed on customer satisfaction are shown beilolable 4.17:

Table 4.17 - Gap Analysis: Customer Satisfaction

Clause 8.2.1 Customer Satisfaction

Item Laidley Shire Gatton Shire Goondiwindi
Council Council Regional
Council

» Monitor information
about customer
perception as to
whether the
organisation has meg
customer
requirements NC NC NI

('survey results,

feedback, complaints

received, phone
contacts made, MR

Performance Reports,

Post-construction

meetings)

As shown above none of the quality management mgstmake any
documented reference to identifying customer satigin except for

Goondiwindi, which makes a minor reference.

-44 -



4.4.18 Internal Audit

An audit involves an independent audit of how wprkcesses are being
performed, or have been performed. The procesarfanternal audit must
be a documented procedure. The requirements farngt audits are
specified in Clause 8.2.2 of ISO 9001:2008. Thelltef the gap analysis

performed on internal audits are shown below inlddhl8:

Table 4.18 - Gap Analysis: Internal Audit

Clause 8.2.2 Internal Audit
Item Laidley Shire Gatton Shire Goondiwindi
Council Council Regional
Council
Documented C NC C
procedure
¢ Manage system
gffecuvely, C NC C
implemented and
maintained
* Planned intervals —
Status and
importance of areas, C NC C
resourcing, previous
audits
» Reporting results NI NC C
. Actlons taken NC NC c
timely
* Follow up activities NC NC C

It can be seen that Laidley’s quality system andr@owvindi’'s quality
system do have a procedures for conducting anniateaudit; however
Laidley’s procedure does need some improvement getnthe ISO
9001:2008 standard. Gatton’s system did not makenaention in regards

to conducting an internal audit.

4.4.19 Monitoring and Measurement of Processes

Monitoring and controlling a process is the mos$¢@fve way of ensuring
the quality of the output or product. The requiretsefor monitoring and

measuring processes are specified in Clause 8f28(» 9001:2008. The
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results of the gap analysis performed on monitoraogd measuring

processes are shown below in Table 4.19:

Table 4.19 - Gap Analysis: Monitoring and Measuremet of Processes

Clause 8.2.3 Monitoring and measurement of Process

Item Laidley Shire Gatton Shire Goondiwindi
Council Council Regional
Council
« Suitable methods for
monitoring and C NI C
measurement of
system

« If planned results not
achieved, correction
and corrective action
shall be taken

As shown in the table above both Laidley’'s and Glbemdi’'s systems do
have a compliant system of procedures for monigoramd measuring
process. These are in the form of works procedamesinspection and test
plans, which identify the processes for each typeaativity. The works
procedures and inspection and test plans foundirwi@atton’s quality
system do not properly identify the processes frheactivity and need

improvement.

4.4.20 Monitoring and Measurement of Product

Monitoring and measurement of product is concermigdal verifying that the
customer’s requirements have been met at apprepsiaiges and before
handover of the product. The requirements for noomg and measuring
products are specified in Clause 8.2.4 of ISO 92008. The results of the
gap analysis performed on monitoring and measupnoglucts are shown
below in Table 4.20:
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Table 4.20 - Gap Analysis: Monitoring and Measuremet of Product

Clause 8.2.4 Monitoring and Measurement of Product

Item Laidley Shire Gatton Shire Goondiwindi
Council Council Regional
Council

Monitor and measure
the product to verify C C C
requirements met:

")

(@]
(@)
(@]

+ At appropriate stage

» Evidence of

. C C C
conformity
» Records to indicate
the person(s)
authorising the C C C

release of product
(Lot Test results,
client feedback)

The works procedures and inspection and test ftarnsach quality system
do identify the requirements for monitoring and swag the products and

are therefore compliant.

4.4.21 Control of Non-Conforming Product

A non-conforming product is any product or servicat does not meet the
specified requirements and it needs to be cleddwtified and controlled to
prevent further usage. A documented procedure brigh place to control
any non-conforming product. The requirements fonte® of a non-
conforming product are specified in Clause 8.3 $019001:2008. The
results of the gap analysis performed on controlaohon-conforming

product are shown below in Table 4.21:
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Table 4.21 - Gap Analysis: Control of Non-Conformiig Product

Clause 8.3 Control of Nonconforming Product

Item Laidley Shire Gatton Shire Goondiwindi
Council Council Regional
Council

e Documented
procedure  noting
responsibilities &
authorities

C NC C

e Take action to
eliminate C NI C
nonconformity

« Use under
concession

* Records maintained C NI C

« Reverification to
demonstrate
conformity to the
requirements

« If N/C Product
detected afte
delivery or use, take
action appropriate C C C
to the effects of
potential effects, of
the nonconformity.

The table above identifies that Laidley’s systerd @oondiwindi’'s system
do have a documented and compliant procedure #rctmtrol of a non-
conforming product. On the other hand, Gatton’desysdoes not have a
documented procedure but it does make some retetenthe control of a

non-conforming product.

4.4.22 Analysis of Data

As a result of measuring and monitoring activigesl products, there will
be a considerable amount of data collected. Ihesefore appropriate to
analyse the data to assess the effectiveness ofjubkty management
system or to identify any improvements that could made. The
requirements for analysis of data are specifiedCiause 8.4 of 1SO
9001:2008. The results of the gap analysis perfdrameanalysis of data are

shown below in Table 4.22:

-48 -



Table 4.22 - Gap Analysis: Analysis of Data

Clause 8.4 Analysis of Data

Item Laidley Shire Gatton Shire Goondiwindi
Council Council Regional
Council

To provide information
relating to:

« Effectiveness of QMS
& its continual NC NC NC
improvement

* Customer satisfaction

(see 8.2.1) NC NC NC

« Conformance to
customer
requirements (see
7.2.1)

NC NC NC

* Characteristics and
trends of processes
and products
including
opportunities for
preventive action

NC NC NC

» Suppliers
(analysis of survey
results, complaints
handling, phone NC NC NC
contacts, supplier
performance, accident-
incidents)

As shown above none of the quality management mgstemmake any
documented reference to the analysis of data.

4.4.23 Continual Improvement

Continual improvement of a quality management sysie a mandatory
requirement of ISO 9001:2008. The requirements foontinual
improvement are specified in Clause 8.5.1 of ISO192008. The results of
the gap analysis performed on continual improvenagatshown below in
Table 4.23:
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Table 4.23 - Gap Analysis: Continual Improvement

Clause 8.5.1 Continual Improvement

Item Laidley Shire Gatton Shire Goondiwindi
Council Council Regional
Council

 Organisation shall
continually improve the
effectiveness of the
QMS through the use of
quality policy, quality
objectives, audit results
analysis of data,
corrective and
preventive actions and
management review.
(Evidence of
incorporation/analysis of
data into actions to
improve systems —Projeqt
Reviews, Management
Review outcomes for
example: Safeplan
premium reductions,
number of accidents-
incidents, productivity
changes, MR
performance reports to
Council, works budget
performance)

NI NI NI

As shown above each of the quality management mgsteeed to make

improvements to their documented reference to naatimprovement.

4.4 24 Corrective Action

Improvement through corrective action is concerngtth identifying why

things have gone wrong and working out how theyldcde avoided in the
future. Improvement through corrective action issoof the continuous
improvement strategies where a documented procedust be in place.
The requirements for corrective action are spetiireClause 8.5.2 of ISO
9001:2008. The results of the gap analysis perfdrore corrective action

are shown below in Table 4.24:
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Table 4.24 - Gap Analysis: Corrective Action

Clause 8.5.2 Corrective Action

Item Laidley Shire Gatton Shire Goondiwindi
Council Council Regional
Council

Documented procedure

) C NC C
for:

* Reviewing
nonconformities
(including customer
complaints)

Determining causes c

" NC C
of nonconformities

Evaluating action to
ensure that N c NC C
nonconformities do
not recur

Determining and
implementing action

Records of the results
of action taken

Reviewing corrective
action

(Management review
outcomes)

As shown in the table above Laidley’s system daasela documented and
compliant procedure for corrective action and saesddsoondiwindi’s
system. On the other hand, Gatton’s system doedant a documented
procedure and only makes a small remark with regr@orrective action.

4.4.25 Preventive Action

Improvement through preventive action is anothertiooous improvement

strategy where a documented procedure must beageplt is somewhat

more difficult to address than corrective actiocdiese you are required to
anticipate non-conformances, rather than respompdaiolems or errors. The
requirements for preventive action are specifiedCiause 8.5.3 of ISO

9001:2008. The results of the gap analysis perfdrore preventive action

are shown below in Table 4.25:
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Table 4.25 - Gap Analysis: Preventative Action

Clause 8.5.3 Preventive Action

Item Laidley Shire Gatton Shire Goondiwindi
Council Council Regional
Council

Documented procedur
to define:

)

C NC C

» Determining
potential non
conformities and
causes

Evaluating the need
for action to prevent
occurrence of non
conformities

Determining and
implementing action C NC C
needed

» Actions recorded C NC C

* Reviewing
preventive action
taken. C NC C

(Management review

outcomes)

As shown in the table above Laidley Shire Counceid aGoondiwindi
Regional Council do have a documented and complmotedure for
preventive action. Gatton’s system does not hadecamented procedure
and only makes a small remark with regards to prewe action. It is

therefore non compliant.

45 Conclusion

This chapter has presented the results obtained donducting a review of
the former quality management systems at LaidleyeSEouncil and
Gatton Shire Council. The gap analysis has ideatithe areas in which the
systems are compliant with the 1ISO 9001:2008 stahadeed improvement
in order to be compliant; or a non-compliant witle tstandard. The results
that are shown with this chapter can now be dismissid used to identify
deficient areas with the quality management systesn that
recommendations for improvements to the system lwanmade. The
recommendations and also the challenges for impiengethese changes

will be discussed in the following chapter.
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Chapter 5 Discussion and
Recommendations

5.1 Introduction

This chapter will provide a discussion of the réesubtained from the
overview of the system and the gap analysis andpecative review that
was undertaken using the Queensland Departmentanf Hoads Quality
Audit Checklist. Recommendations for improvementshie system will be
identified for the areas that either need improvainog are non-compliant.
Discussion on the challenges of implementing treomemendations will
also be undertaken, along with what the benefitsipfating the quality
management system at Lockyer Valley Regional Cduncensure that it
complies with the requirements of ISO 9001:2008 valily Management

Systems - Requirements.

5.2 Discussion of Gap Analysis and Recommendations

The results obtained from conducting the gap arslgan be found in
chapter 4. After reviewing the results, it was fduhat certain sections
within the system were found to be compliant, so®eded improvement in

order to be compliant and other sections were faanmbt be compliant.

5.2.1 Compliant — Quality Management Systems

The sections of the existing systems, in which estst one system is
compliant with ISO 9001:2008, are:

= Control of Documents
= Control of Records

» Planning of Product Realisation
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» Purchasing

» Production and Service Provision

= Customer Property

= Calibration of Monitoring and Measuring Devices
» Monitoring and Measurement of Process

= Monitoring and Measurement of Product

= Control of a Non-Conforming Product

= Corrective Action

= Preventive Action

It can be seen from the above list that the areaishtave been found to be
compliant are in fact the areas in which Laidleyir&hCouncil and
Goondiwindi Regional Council had specific documenfigrocedures in
place that were required by ISO 9001:2008. Theegf@hen developing the
new documentation for Lockyer Valley Regional Calnthe existing
procedures from Laidley Shire Council will be alidebe used. Although
Goondiwindi also has procedures in place, it wdlrbhore beneficial to use
the procedures developed by the former Laidley iuahanagement
system. This is because the actual processes gedeloy Laidley Shire
Council have not changed a great deal since thégamation of the two

Councils.

There is a need to modify the procedures slightlyider to fit the new
Council’'s system. The main change is in regardeeaontrol of documents
and control of records. This is due to the fact gn@mew electronic record
keeping system, which was not used in the formédlég Shire, is now in
place. Therefore, the new control of documentsracdrds procedures will
need to make reference to the use of this electr@aord keeping system.

The use of an electronic data management systam ilmprovement of the
former system, which used a hard copy system te ste documents and
records. The benefits of an electronic storageegyshclude reducing the
amount of office space required for paper basedrde&eeping; better

searching and analysis of data through electrorgans; and the ability to
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back up data. The current procedure will resuttata being backed up and

recorded weekly within the computer system.

The other section, which is compliant with the 19@1:2008 requirements,
is the monitoring and measuring of devices, praessd products. Each
Council’'s quality management systems were compiiatihese areas. This
iIs because each Council has a functioning set efatipnal documents,
which are the level three documents as describatinvthe literature

review. These are the construction quality planerke procedures and
inspection and testing plans. Therefore, thereoisneed to modify these
documents as the works processes, specificatiodemting requirements
located within the documents have not changed aedsaitable for use

within the new quality management system.

5.2.2 Needs Improvement — Quality Management Systems

The sections that need improvement in order to drapdant with ISO
9001:2008 are:

» Quality Manual

» Management Responsibility

= Design and Development

= [dentification and Traceability

» Preservation of Product

= Internal Audit

= Continual Improvement

Quality Manual

The improvements required in order to make certhiat the quality
manual’s requirements comply with 1ISO 9001:2008. apeimprove the
scope of the system; ensure that references ofildbemented procedures
and standards are established; and to provide eripgsn of how the

documented procedures and processes within thensysteract.
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In order to improve the scope of the system, tlepamot only needs to
identify what is included in the quality managemsystem, but also make
reference to any exclusions to the system as wdll jastification as to why
it is not included. The reason for stating exclasias that the ISO
9001:2008 standard specifies the general requirsmeh a quality

management system for all different types and sizesrganisations.

Therefore, some of the requirements may not baldeitfor your specific
organisation. When a quality management systemdispendently certified,
the certifying body will seek to audit all sectioné the ISO 9001:2008
standard if there is no statement of justificationany exclusions from the
standard itself. Therefore the organisation may the audit if no

justification of exclusions is made.

An exclusion that will be required is the omissafrsome of the design and
development section. This is because the new guahinagement system is
mainly concerned with the construction and maimeea of civil

infrastructure. Even though, Council does carrydrsgign and development
activities, it would be better to have a separatality management system
for the design process. This is due to the sizéhefsystem that would be
necessary to ensure that appropriate stages ofdélsegn process are
controlled. These stages would include: plannimgponsibilities, design

review, verification, and validation and how desa@ranges are managed.

Management Responsibility

The management commitment requirements that amssawy to satisfy the
ISO 9001:2008 requirements need the most improvemanof all of the

sections as some areas are also non-compliant.

The first requirement is for top management to glecommitment to the
development and implementation of the quality managnt system and to
continually improve the effectiveness of the systd@ims commitment can
be achieved through establishing the quality polé&yd objectives and
communicating these objectives within the orgamsatThe policy and

-56 -



objectives should be aligned with Council's otherporate policies and
goals such as Lockyer Valley Regional Council Coap® Plan and
Operational Plan. The quality objectives that neebe established should
be realistic and related to achievable and meakumlicomes. Example of

quality objectives could include:

= Improving documentation of internal business preess

= Improving training in processes and services;

» Meeting specific technical, safety and environmergguirements
for a product of service; and

= Improving the identification and control of non-éormances

through preventive action.

The quality manual is also required to specify tesponsibility and
authority of management within the quality manageinsystem. Therefore,
clarifying who does what within the system is fumdantal. The use of
organisational charts and responsibility statemeilishelp to identify the
interrelationships that exist. As part of the raspbility statements a
management representative needs to be identifigte Thanagement
representative has the overall responsibility ofmigistering the quality

management system and ensuring that the systeontisigally improving.

Establishing an effective internal communicationgasses is also vital to
the improvement of any quality management systéns bften assumed
that people will communicate or find a way to beormed however, a lack
of effort usually means that this isn't true. THere, there is a need to
establish structured communication processes tiiaemcourage informal

communication. Lockyer Valley Regional Council’sggreering department
conducts a regular monthly meeting with all condinn and maintenance
managers and foreman to discuss issues regardiety,sguality, and

updates on projects. This process needs to be dotacth as a

communication process used to improve the qualityauncil’s works.
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Management are also responsible for conducting laegeviews of the
quality management system to ensure its contimaptavement. Although
it is not required by ISO 9001:2008 to be a docuexdprocedure, it is an
important process and would be better establisedhe form of a

procedure. The procedure should identify the follmatems:

= Frequency of reviews;

= Typical review agenda;

= Participants required,;

= Method of documenting and recording review; and

= The method of implementing outcomes of the review.

Design and Development

This quality management system is to be used forstcoction and
maintenance, therefore most parts of the desigrdamdlopment section of
ISO 9001:2008 can be excluded. As stated earlies, ineans that the
exclusion must be stated and justified within tleepe of the quality
manual. This does not mean that Council does red tee develop a quality
management system for design and development bedadses. Council
has a design section within its engineering depamtrthat is responsible for
the designing of civil infrastructure projects suabd roads and drainage
schemes and there is a requirement for a qualityagement system to be

in place to control the design process.

However, some parts of the design process do inneaed to be included
within the construction and maintenance quality v@nThe process for
reviewing the design outputs, which may includegtesketches, drawings,
and specifications need to be input into the opmrat system within the
project plan so that the appropriate project objestand works procedures
can be identified. A process also needs to bermpplace for when design
changes occur during the construction. In contrglldesign changes, the

process needs to ensure that:

- 58 -



= identification, recording, and tracking of the chas occur;

»the impact of the change on other systems suchr@umgment,
schedules and construction is checked,;

»changes are reviewed by the relevant parties, saghclients,
designer or project manager; and

= communication of the change to all parties occurs.

Design validation is also relevant to the constamciprocess as validation
results in checking that the as-constructed worlismeet the documented
requirements and specifications for the projeaivaelt as ensuring customer
satisfaction. Therefore, the design validation pssc needs to be
documented within the construction and maintenanedity management
system. The process needs to identify the procésshecking the built

works against the design drawings and specificafiamhich is usually

achieved by conducting as-constructed surveys arndwing test data.

Identification and Traceability

The identification and traceability section of thexisting quality
management systems at Laidley and Gatton Shire cloneed to be
improved in order to comply with the requirementdR0 9001:2008. The
area, which needs improvement, is the traceabitgguirements. A
reference to the process for controlling tracepbitieeds to be identified
within the system. Traceability needs to be linkedinspection and test

records so that appropriate lot identification @imtained.

Preservation of Product

No mention of preservation of product is identifisdhin Laidley’s quality
system and is only mentioned briefly within Gat®system. Preservation
of product during internal processing includes tdmation, handling,

packaging, storage and protection. Examples ofepvexy products include:

= safety during lifting heavy objects;
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» safe handling and use of hazardous equipment atetiaig; and

= safe identification, labelling and storage of cheais.

The examples provided above are all identified witbouncil’s workplace
health and safety systems through the use of sgiebgedures, risk
assessments and material safety data sheets (M$®@Shazardous
substances. Therefore, there is a need to proviedesence to Council’s
workplace health and safety systems within Counjliality management

system so that the linkage between the two is ifiketht

Internal Audit

The process for conducting an internal audit isimegl to be a documented
procedure as stated within the ISO 9001:2008 reqents. Laidley Shire
Council’s quality management system does have eegige for conducting
an internal audit however the procedure needs iwgonent. The procedure
does not identify the steps to be taken in repgrtive results of audits; how
action is to be taken if a non-conformity is fouadd when and how follow
up activities are to occur in order to verify thattion has been taken.
Therefore, the procedure needs to be amended ier dad satisfy this

requirement.

Continual Improvement

It is a requirement that the organisation shalltioomally improve the

effectiveness of the quality management systenutirahe use of quality
policy, quality objectives, audit results, analysis data, corrective and
preventive actions and management review. In adsfy the requirement
to continually improve, the activities describedad need to be put into
action. No quality management system will be abledntinually improve

without putting these processes into action. Theralso a need to then

record these actions to justify that the systebeiag continually improved.
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The most appropriate method to ensure continuatawgment is to analyse
the existing system and the data obtained fromiqpuevaudits and to then
review the data within management review meetitrgsrder to ensure that

action is taken, formal management reviews nedxgt tionplemented.

5.2.3 Non-Compliant — Quality Management Systems

The sections of the Gatton and Laidley Shire Cduneality systems that
are non-compliant with ISO 9001:2008 are:

» Competence, Awareness and Training

= Infrastructure

= Work Environment

= Customer Related Processes

= Customer Satisfaction

» Analysis of Data

Competence, Awareness and Training

The two former systems of Laidley and Gatton Sl@@uncil are non-
compliant with the requirements of Clause 6.2.2S® 9001:2008, which
relates to competence, awareness and trainingréicherements of Clause

6.2.2 of ISO 9001:2008 Quality Management SystermRgguirements are:

‘The organization shall:

a) determine the necessary competence for personmirimeng
work affecting conformity to product requirements,

b) where applicable, provide training or take othertians to
achieve the necessary competence,

c) evaluate the effectiveness of the actions taken,

d) ensure that its personnel are aware of the releeamnd
importance of their activities and how they conitid to the
achievement of the quality objectives, and

e) maintain appropriate records of education, trainjrgkills and

experience (see 4.2.4).
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The process for determining the necessary competehpersonnel needs
to be included within the quality manual. It is @equirement within the
existing construction quality project plan that leaworker states their
competencies within the safety induction, certiésaand licences register

when they are inducted onto a construction site.

Lockyer Valley Regional Council does maintain appiate records of
education, training, skills and experience of erpés within their personal
files, which are managed by Council’'s human ressmdepartment. This

therefore needs to be justified within Council’satity manual.

A process also needs to be put in place to moti@rexisting skills and
experience of Council’'s employees and plan for fitere needs of the
organisation. There is therefore a need to idewmtiynpetency gaps and the
training needs of the employees. Evaluations ahitrg programs also need
to be developed in order to justify or improve thaning programs. This
can easily be achieved through the use of feedbadkevaluation sheets
that are filled out by the participants of thenirag. Overall these processes
need to be identified and procedures put in pladtinv the quality

management system.

Infrastructure

The two former systems of Laidley and Gatton Sk@@uncil are non-
compliant with the requirements of Clause 6.3 dD18001:2008, which
relates to infrastructure. The requirements of §#a6.3 of ISO 9001:2008

Quality Management Systems — Requirements are:

‘The organization shall determine, provide and nt@m the
infrastructure needed to achieve conformity to prdrequirements.
Infrastructure includes, as applicable,

a) buildings, workspace and associated utilities,

b) process equipment (both hardware and software), and
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C) supporting services (such as transport, commurocator

information systems)'.

This clause requires the organisation to identifg infrastructure
requirements that are necessary to carry out ly éairk activities. Council
currently identifies its infrastructure and equiprheequirements through
the use of a plant committee and workplace heatth safety hazard
inspections of buildings and workspaces. It is d¢f@e necessary to make
reference to these existing processes and docuimemt within the quality

management system.

Work Environment

The two former systems of Laidley and Gatton Sl@@uncil are non-
compliant with the requirements of Clause 6.4 dD18001:2008, which
relates to work environment. The requirements chuSé 6.4 of ISO

9001:2008 Quality Management Systems — Requirenaeats

‘The organization shall determine and manage therkwo

environment needed to achieve conformity to proceguirements’.

Clause 6.4: Work Environment is similar to the poeg Clause 6.3:
Infrastructure. There is currently no mention of rkvcenvironment in

regards to working within and identifying the neeafsa suitable work

environment within the existing quality managemsydtem. A number of
processes currently exist, which a documented proeehas not been
developed. Existing systems in which the work emwment is evaluated
include the use of risk assessments and work metstatements. Some
examples of risks assessments include: working ah donditions and

confined spaces. Works procedures also identify rtbeessary personal
protective equipment (PPE) and procedures for wgrka the sun.
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Customer Related Processes

The two former systems of Laidley and Gatton Sl@@uncil are non-
compliant with the requirements of Clause 7.2 d®18001:2008, which
relates to customer related processes. The reqentsmof Clause 7.2 of ISO

9001:2008 Quality Management Systems — Requirenagats

‘7.2.1 Determination of requirements related to tipeoduct
The organization shall determine
a) requirements specified by the customer, includimg t
requirements for delivery and post-delivery acigt
b) requirements not stated by the customer but nepedsa
specified or intended use, where known,
c) statutory and regulatory requirements applicable tloe
product, and
d) any additional requirements considered necessarythgy

organization.

7.2.2 Review of requirements related to the product
The organization shall review the requirements tedato the
product. This review shall be conducted prior te tirganization's
commitment to supply a product to the customer. @igmission of
tenders, acceptance of contracts or orders, acecegaf changes to
contracts or orders) and shall ensure that

a) product requirements are defined,

b) contract or order requirements differing from those

previously expressed are resolved, and
c) the organization has the ability to meet the define

requirements.

Records of the results of the review and actionsireg from the

review shall be maintained (see 4.2.4).
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Where the customer provides no documented stateroént
requirement, the customer requirements shall bdicoad by the

organization before acceptance.

Where product requirements are changed, the orgaioiz shall
ensure that relevant documents are amended and riédatvant

personnel are made aware of the changed requiresnent

7.2.3 Customer communication
The organization shall determine and implement céffe
arrangements for communicating with customers lati@en to
a) product information,
b) enquiries, contracts or order handling, including
amendments, and

c) customer feedback, including customer complaints’

There is therefore a need to develop a procedureidentifying the
customer related processes within Council. In mastances customer
related process already exist in an informal serseas therefore a
requirement to document the control of these exgsprocesses. There is
also a need to record any discussions that ocaweka Council and the
customer within the project files. These recordsyrba in the form of
meeting minutes, emails, phone conversations andaself there are any
communications that result in changes to the egsproduct or design
requirements, then these changes must be madecordaace with the

design and development process stated earlier.

Customer Satisfaction

The two former systems of Laidley and Gatton Sk@@uncil are non-
compliant with the requirements of Clause 8.2.1S$® 9001:2008, which
relates to customer satisfaction. The requiremehtSlause 8.2.1 of ISO

9001:2008 Quality Management Systems — Requirenaeats
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‘As one of the measurements of the performancehefquality
management system, the organization shall monidorination
relating to customer perception as to whether thganization has
met customer requirements. The methods for obtiaimd using

this information shall be determined’.

As most of the construction and maintenance worrls carried out on
Council’'s assets, there is not a direct client. Tdient is essentially
Council’'s community and its ‘ratepayers’. Therefoessessment of
customer satisfaction can be analysed through tedscin Council’s
customer request/ complaints system. All front ¢eurand phone call
requests are recorded and this system could be tasenitor customer

satisfaction.

The other form of construction and maintenance wdhlat Council carries
out is for external client, such as the DepartmenhtMain Roads and
developers. In most instances customer contaelirly fegular and a close
relationship exists during the construction progras onsite inspections
take place throughout the various stages of coctgtru Therefore

identification of customer satisfaction is a somatvimformal process that
takes place during construction. However, most ttaogon projects will

hold a set of meetings to ensure customer satisfaat the various stages.
These stages include: design review meetings, tpre-ef construction

meetings ad post-constructions meetings. It is hatsé meeting were

customer needs and satisfaction are to be recorded.

Analysis of Data

The two former systems of Laidley and Gatton Sk@@uncil are non-
compliant with the requirements of Clause 8.4 dD18001:2008, which
relates to analysis of data. The requirements afi§d 8.4 of ISO 9001:2008

Quality Management Systems — Requirements are:
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‘The organization shall determine, collect and as& appropriate
data to demonstrate the suitability and effectigsnef the quality
management system and to evaluate where contimpabvement of
the effectiveness of the quality management syséambe made.
This shall include data generated as a result ofnimeoing and

measurement and from other relevant sources.

The analysis of data shall provide information telg to

a) customer satisfaction (see 8.2.1),

b) conformity to product requirements (see 8.2.4),

c) characteristics and trends of processes and prajuct
including opportunities for preventive action (s&€.3 and
8.2.4), and

d) suppliers (see 7.4).

In order to comply with the requirements of Cla8sgé of ISO 9001:2008 it
is recommended that a documented procedure be plde that identifies
the methodology or step involved in conducting aalgsis of the data. As
stated in Clause 8.4, data can be obtained froomaar of areas within the
guality management system. Useful information came from areas such
as: non-conformance and audit reports, commonlyuroit issues of
customer dissatisfaction, employee suggestionsfiwdve work practices,
and financial data of project costs. The outconfethis data should then
form part of the management review agenda so thtapbmes and actions

for continual improvements to the system can beiaidtered.

5.3 Challenges of Implementation

There will always be challenges and setbacks wk#ing up new systems
within an organisation and implementing a qualitgrragement system is
no different. Some of the potential challengesmplementation include:

documenting internal processes; putting into pcactiew processes; the
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requirement for additional paperwork and documémtatand improving

record keeping.

Any new processes that are implemented within theav nquality

management system need to be communicated to fibeteaf employees
within the organisation. This communication mayadlwe training on the
new process to ensure compliance. There will alsednto be follow up
action to ensure that the process has been sugltegsiplemented.

Although additional paperwork and documentation mesult due to the
changes within the system, they are necessary rezgent to ensure
compliance with ISO 9001:2008. On the other hahd,amount of forms
and checklists that result in ‘tick and flicks’ mkseto be minimized. This is
so that work does not become counter productive. arhount of additional
paperwork should be minimal as the main concerh Wié existing system
is the lack of documented processes.

Improving the control of records is also an impottarocess in the quality
management process. This is because records prpustication of the

quality of works and can be used to settle dispisntaining records also
allows for continual improvement by analysing tregadrecorded. The use
of an electronic record system will improve thiogess as data will be

electronically scanned so the possibility of losttaga is minimal.

Implementing the requirements for additional pamekvand control of
records can only be achieved through improved conication with staff to
change the existing culture. Conducting auditsdeniify non-compliance
within this area and following up these issues afi-niompliance will be a
start. Continual improvements can then be madbdasystem over time as

better procedures and advancements in technolagasoftware occur.
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5.4 Benefits

The main reasons for implementing a quality managgnsystem in
accordance with ISO 9001:2008 are externally oateakt That is,
improving the organisational image and respondinguistomer demand for
ISO 9001 certification. In order for Lockyer Valldgegional Council to
carry out works for the Department of Main Roadsuxil needs to have
an approved quality management system in placavilltalso improve
customer confidence for other clients such as twivdevelopers. The
construction and maintenance works carried outdibrer organisations
provide a form of revenue for Council. This therefallows Council to
provide a larger workforce within the community, ieth has employment
benefits, and the profits from these external mtsjean be injected back
into the community assets, which reduce the reveegaired from charging
rates.

The main internal benefits include establishingdyetontrol over business
operations and processes; and providing a foundatow continuous
improvement. Having better control over processesl aontinually
improving these processes will result in improvgzerational efficiency.
The benefits of this is that it can reduce defetts and overall costs and
produce better quality roads, which mean less reaarice expenditure and

potentially longer useful lives.

5.5 Conclusion

This chapter has discussed the results obtainea tihe gap analysis in the
previous chapter and made recommendations for wepnents to the new
quality management system. The recommendations wer@e in areas
where the existing systems needed improvement arevit was non-

compliant with the ISO 9001:2008 standard.
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As can be seen in the above discussion, there ame dunctioning

processes in place within Council however; they aot documented
properly. As a result of these processes not béotymented, customers,
such as the Queensland Department of Main Roadsyrsaware of them
being in place and can only assume that the systess not work

effectively. Another important aspect to considesr,the requirement to
continually improve and without having proper preses in place and
analysing the data obtained within the system eti®no way to gauge the

effectiveness of continual improvement.
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Chapter 6 Conclusion

6.1 Introduction

This research project has proved to be a valuabight into the

requirements for delivering an effective quality magement system. The
aim and objectives of this study was to investigdte former quality

management systems used at Laidley Shire Coundl @atton Shire

Council and make recommendations for the joininghef two systems, as
well as making improvements to the new system. iifrovements to the
system were achieved by conducting a gap analysisnisuring that all

quality policies and management plans were in a@zwe with quality

management standards, which was AS/NZS ISO 900&:200

This dissertation has provided an introduction toe tproject, a
comprehensive review of the literature on qualignagement systems, the
methodology for conducting the comparative review gap analysis of the

existing systems and an analysis and discussitmeakesults.

The results and subsequent analysis have reveésdethere are a number of
areas within the existing systems that are eithempdiant, need
improvement, or non-compliant with ISO 9001:2008c&mmendations for
improvements to the system were identified fordheas within the system
where a gap was identified. The main areas wheremimendations for
improvements can be made include:

» documenting existing internal processes;

= improving procedures for conducting audits and rgangent

reviews;
= identifying the competency of the workforce andufet training

needs; and
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» improving communication processes between Councd &s
customers to ensure their requirements are met thay are

satisfied with the outcomes.

If the recommendations highlighted within the poes chapter are adopted
and improvements to the system are effectively @manted, there will be
many benefits for the organisation, which includesager customer
confidence, improved efficiency, better communmati and overall

improved quality of the built infrastructure.

6.2 Further Research

Whilst undertaking this research a number of add#i research topics
were identified that could lead on from this disseon and make
improvements to Lockyer Valley Regional Council'gatity management

system. These potential research topics include:

» The development of a quality management systemciwhatisfies
the requirements of 1ISO 9001:2008, for the desigph development

department at Council.

= [dentifying a risk management approach to qualignagement and
linking that to Council’'s asset management systdraresthe quality
of work correlates with the useful lives of the etsdeing

constructed.

= A further step would be to develop an integratednage@ment
system that links the quality management systerh atiter systems
and departments within Council, such as workplaealth and

safety, finance, asset management and customeceserv
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6.3 Conclusion

This chapter has provided an overview of the previchapters of this
dissertation along with a summary of the recommgods for
improvements to the new quality management systeinoekyer Valley
Regional Council. Further areas for potential regeapportunities have
also been identified that will further improve tmeanagement systems
within Council or any other organisation that does have these systems in

place.
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Appendix A

University of Southern-Queensland
FACULTY OF ENGINEERING AND SURVEYING

ENG4111/4112 Research Project
PROJECT SPECIFICATION

FOR: Mitchell Neil BICHEL

TOPIC: INVESTIGATION OF THE QUALITY ASSURANCE SYSTEM AT
LOCKYER VALLEY REGIONAL COUNCIL

SUPERVISOR: Mr Trevor Drysdale

Mr Gerry Franzmann, Director Engineering Operations, Lockyer
Valley Regional Council

SPONSORHSIP: Lockyer Valley Regional Council

PROJECT AIM: This project seeks to investigate the quality assurance (QA) system

used at Lockyer Valley Regional Council for the construction and
maintenance of civil infrastructure.

PROGRAMME: (Issue A, 16 April 2009)

1.

D
6.

Research the background information relating to quality assurance systems and the
requirements defined in AS/NZ ISO 9000 family of Australian Standards for quality
management.

Research the Quality Assurance systems used by other local governments and state
departments such as the Department of Main Roads.

Conduct a comparative review of the systems used by other local and state
government departments for the construction and maintenance of civil
infrastructure.

Describe and define the current QA system used for construction at Lockyer Valley
Regional Council.

Analyse the current system against AS/NZ ISO 9000 series.

Make recommendations for improvements to the current system.,

As time permits

7

Implement the updated QA system and gauge the effectiveness of the
improvements.

AGREED M Student) (Supervisor)

Date: / /2009 Date: / /2009

Examiner/Co-examiner:
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APPENDIX B — Queensland Department of
Main Roads Quality Audit Checklist
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Iltem

Suggested Examples of Evidence f
LGA in BOLD and ltalics

Doc

Standard
Met /
Not Met

Desktop Comments

Site Evaluation Findings

4.2.2 Quality Manual

Quality Manual:

» Scope of system
(any exclusions to be stated)

» Documented procedures
established or make reference
(a table, in-text reference)

» Description — interaction of the
system(overview of how the
services sequence, diagram of
interface)

4.2.3 Control of Documents

Documented procedure

» Approval of document

» Review and update as necessary
and re-approve

» Changes and current revision stat
of documents are identified

us

 Applicable documents are availab
at points of use

e

» Documents remain legible and
readily identifiable(min
requirements: doc name and datg
of issue)

» Documents of external origin are
identified and distribution
controlled

(Aust Stds, MR Manuals, Counci

Regs, Acts of Parliament)

» Obsolete documents. Apply suitah
identification — if retained

e

 Data backups

4.2.4 Control of Records
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Iltem

Suggested Examples of Evidence f
LGA in BOLD and ltalics

Doc

Standard
Met /
Not Met

Desktop Comments

Site Evaluation Findings

Documented procedure:
Identification, storage, protectio
retrieval, retention time & dispositio
of records. (Dataworks record
management system)

- =~

5 Management Responsibility

« Management commitment

* Quality Policy

¢ Appropriate to purpose of org.

*
<+ Commitment to continual
improve

«» Provides a framework for
establishing & reviewing
quality objectives

<+ Communicated and
understood

 Quality Objectives established

<+ Measurable

++ Consistent with policy
(Corporate Plan, Operations
Business Plan, Works budget)

» Responsibility & Authority

< Defined and communicated

7

« Management Representati

e

* Internal Communication
(team meetings, briefings, emai
toolbox talks, newsletters)

» Management Reviews

.0

% Planned intervals

D3

» Review for improvement,
Policy & Objectives

D3

» Records

5

» Inputs (5.6.2)

>
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Doc
Iltem

Suggested Examples of Evidence f
LGA in BOLD and ltalics

Standard
Met /
Not Met

Desktop Comments

Site Evaluation Findings

+« Outputs (5.6.3) including
Action (Council meetings,
CEO-Director meetings, monthly
reports up to Council, Team
meetings, toolbox talks)

 Resource needs

e Customer focus

6.2.2 Competence, Awareness and Trainin

» Determine the necessary competence
for personne(PPR sessions)

* Provide training

* Evaluate the effectiveneésn-job
assessment by workplace trainer-
assessor, provider assessment)

» Ensure personnel aware of their
contribution to the achievement of
the quality objectivegPerformance
planning sessions)

» Maintain appropriate records of
education, training, skills and
experience

(induction training = new staff;

WH&S; site-inductions. HR or WHS

Rep may hold any/all these/ personngel

files)

6.3 Infrastructure

Provide: |

* Buildings, workspace, and associated
facilities

 Process equipment (both hardware
and software)
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Iltem

Suggested Examples of Evidence f
LGA in BOLD and ltalics

Doc

Standard
Met /
Not Met

Desktop Comments

Site Evaluation Findings

» Supporting services (e.g.
Transportation or communication)
(Safeplan audits, other Agenc

audits)

6.4 Work Environment

» Suitable work environment
(Safeplan audits, OH&S audits)

7.1 Planning of Product Realisation

Determine the following:

* Quality objectives and requirement
of the product

» The need to establish processes,
documents, and provide resources
specific to the product

» Required verification, validation,
monitoring, inspection, and test
activities specific to the product and
the criteria for product performance

» RecordqProject plans, Pre-start,
construction, post-construction
meetings, budget reviews, planning
meetings, MR Annual Performance
Reports)

7.2 Customer Related Processes

Determination af

» Requirements specified by the
customer

» Requirements not stated by custom

but necessary.
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Doc
Iltem

Suggested Examples of Evidence f
LGA in BOLD and ltalics

Standard
Met /
Not Met

Desktop Comments

Site Evaluation Findings

* Statutory and regulatory
requirements related to the product

» Any additional requirements
determined by the organisation

Review of requirements to include

» Review prior to commitment to
supply

» Requirements are defined

» Differing requirements resolved

« Ability to meet requirements

» Records kept

 Amendments to documents

» Changes advised to relevant
personnel

Effective Customer Communication

» Product information

» Enquiries, contracts and amendments

» Customer feedback
(Pre-start, construction, postt
construction meetings, budged
reviews, planning meetings, MR
Annual Performance Reports)

—

7.3 Design and Development

Design and Development Planning
Determine:

» Design and development stages

» Review, verification and
validation

» Responsibilities

Design and Development Inputs
To include:
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Doc
Iltem

Suggested Examples of Evidence f
LGA in BOLD and ltalics

Standard
Met /
Not Met

Desktop Comments

Site Evaluation Findings

* Functional and performance
requirements

» Stat and Regulatory requirement

(2]

» Information from previous design

7]

e Other as required.

Design and Development Outputs
To:

» Meet input requirements

» Provide appro info for provision
of service / product

» Contain / ref. Acceptance criterig

»  Specify product characteristics fq
use

=

Design and Development Review

* Undertake as planned

« Evaluate ability to meet
requirements

» |dentify problems and solutions

» Records maintained

Design and Development
Verification

» Undertake as planned

e Outputs meeting input
requirements

* Records Maintained

Design and Development Validation

» Undertake as planned

*  Product meeting required
application

* Records maintained

Control of Designh and Development
Changes
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Iltem

Suggested Examples of Evidence f
LGA in BOLD and ltalics

Doc

Standard
Met /
Not Met

Desktop Comments

Site Evaluation Findings

» Changes identified, recorded,
reviewed and passed through sat
process.

7.4 Purchasing

» Evaluate and select suppliers

» Are records of evaluations
maintained

» Adequate description of product
being purchased

 Appropriate verification of
purchased product undertaken.
Where performed at supplier’s
premises. This is stated in
purchasing information

(financial audit, internal reviews,

may refer to local governmen

Purchasing Policy)

t
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Iltem

Suggested Examples of Evidence f
LGA in BOLD and ltalics

Doc

Standard
Met /
Not Met

Desktop Comments

Site Evaluation Findings

7.5 Production & Service Provision

Control of Production & Service
Provision:

* Availability of information on
product

(Project plans- Quality/ Environment

Safety/ Traffic Control)

» Availability of work instructions

* Use of suitable equipment

* (plant / equipment maintenance
records — workshop,
registrations//inspections by
Machinery Inspectors)

» Use of monitoring and measuring
devices

» Implementation of monitoring and
measuring

» Implementation of release, delivery,
and post delivery activities

Validation of Processes for Productid
& Service Provision (as required.)

e Defined criteria for review an
approval of processes

)

e Approval of equipment an
qualification of personnel

* Use of specific methods and
procedures

» Requirements of records

» Revalidation




Iltem

Suggested Examples of Evidence f
LGA in BOLD and ltalics

Doc

Standard
Met /
Not Met

Desktop Comments

Site Evaluation Findings

7..5.3 ldentification and Traceability

* Product identified

« Identify the product status

» Where traceability required, control

and record the unique identification|.

(Dataworks system referencing)

7.5.4 Customer Property

« Identify, verify, protect and
safeguard customer property (can
include intellectual property).

7.5.5 Preservation of Product

* |dentification

» Handling

« Storage

(MSDS info, Safeplan results
stocktake results)
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Iltem

Suggested Examples of Evidence f
LGA in BOLD and ltalics

Doc

Standard
Met /
Not Met

Desktop Comments

Site Evaluation Findings

7.6 Calibration of Monitoring and Measuring Devices

» Determine devices and processes
required. Equipment:

« Calibrated at specified intervals

* |dentified to enable calibration staty
to be determined

» Safeguarded from adjustments that
would invalidate the measurement
result

* Protected from damage and
deterioration during handling,
maintenance and storage

* Assess validity of previous results

» Take appropriate action on
equipment and any product affecte

* Records maintained

* Ability of computer software to
satisfy intended application
confirmed.

(Calibration  spreadsheet, servig

records, diary notes for 2-peg teg

asset numbers)

n

.

—

8.2.1 Customer Satisfaction

» Monitor information about custome
perception as to whether the
organisation has met customer
requirements

( survey results, feedback, complain

received, phone contacts made, M

Performance Reports, Pos

ts
R

construction meetings)




ltem
Suggested Examples of Evidence f

Doc

LGA in BOLD and ltalics

Standard
Met /
Not Met

Desktop Comments

Site Evaluation Findings

8.2.2 Internal Audit

Documented procedure

» Manage system effectively,
implemented and maintained

* Planned intervals — Status and
importance of areas, resourcing,
previous audits

» Reporting results

» Actions taken - timely

* Follow up activities

8.2.3 Monitoring and measurement of Processes

* Suitable methods for monitoring
and measurement of system

« If planned results not achieved,
correction and corrective action
shall be taken

8.2.4 Monitoring and Measurement of Product

Monitor and measure the product
verify requirements met

to

+ At appropriate stages

» Evidence of conformity

» Records to indicate the person(s)
authorising the release of product

(Lot Test results, client feedback)
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Doc | Standard | Desktop Comments Site Evaluation Findings
Item Met /
Suggested Examples of Evidence f Not Met
LGA in BOLD and lItalics
8.3 Control of Nonconforming Product
Documented procedure noting

responsibilities & authorities

Take action to eliminate

nonconformity

Use under concession

Records maintained

Reverification to demonstrat]
conformity to the requirements

e

If N/C Product detected after delivefy

or use, take action appropriate to 1
effects or potential effects, of th
nonconformity.

8.4 Analysis of Data

To provide information relating to:

« Effectiveness of QMS & its
continual improvement

» Customer satisfaction (see 8.2.1)

» Conformance to customer
requirements (see 7.2.1)

* Characteristics and trends of
processes and products including
opportunities for preventive action

» Suppliers
(analysis  of  survey  results
complaints handling, phone

contacts, supplier performance

accident-incidents)

8.5.1 Continual Improvement

 Organisation shall continually |
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Doc
Iltem

Suggested Examples of Evidence f
LGA in BOLD and ltalics

Standard
Met /
Not Met

Desktop Comments

Site Evaluation Findings

improve the effectiveness of the
QMS through the use of quality
policy, quality objectives, audit
results, analysis of data, corrective
and preventive actions and
management review.
(Evidence of incorporation/analysis
of data into actions to improve
systems —Project Reviews,
Management Review outcomes for
example: Safeplan premium
reductions, number of accidentg
incidents, productivity changes, MR
performance reports to Councill
works budget performance)

8.5.2 Corrective Action
Documented procedure for:

» Reviewing nonconformities
(including customer complaints)

 Determining causes of
nonconformities

 Evaluating action to ensure that
nonconformities do not recur

 Determining and implementing
action

» Records of the results of action
taken

» Reviewing corrective action
(Management review outcomes)

8.5.3 Preventive Action

Documented procedure to define: |
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Iltem

Suggested Examples of Evidence f
LGA in BOLD and ltalics

Doc

Standard
Met /
Not Met

Desktop Comments

Site Evaluation Findings

» Determining potential non
conformities and causes

 Evaluating the need for action to
prevent occurrence of non
conformities

» Determining and implementing
action needed

 Actions recorded

» Reviewing preventive action taker.

(Management review outcomes)
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