PROVISION OF PRODUCTS AND SERVICES

Purpose: To define the systematic process associated the provision of a product or service to a customer in accordance with a particular specification
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Note: Each action step within a ‘swim lane’ in the flow chart below represents a delegation, role and or responsibility approved by top management for the appointment listed in the top axis. An individual person may fulfil multiple appointments. A reference to ‘worker’
may include an employee, a contractor or subcontractor, an employee of a contractor or subcontractor, an employee of alabour hire company, an outworker, an apprentice or trainee, student gaining work experience or avolunteer.

WORKER

MANAGER / SUPERVISOR /
PROCESS OWNER

TOP MANAGEMENT

SYSTEMS ADMINISTRATOR

CUSTOMER

Identify the opportunity to provide a
customer with a service and or product

Approve the scope of the
management system including the

IBMS Manual
BMS-MAN-01

products and or services to be
provided to customers

Communicate with the potential
customer. May include aresponse to a
request for tender or quote (see Note 1)

Determine the customers requirements

related to the product and or service (the

specification)

Conduct a review of the specification that
may include:

Requirements specified by the
customer, including the
requirements for delivery and post-
delivery activities

Requirements not stated by the
customer, but necessary for the
customers' specified or intended use
Additional statutory and regulatory
requirements applicable to the
products and services

Contract or order requirements

Administer records / retain
information.

Note: Each step requiresthe
information be retained showing that
the output of the step is achieved

Participate in communication with
the organisation.

Note: Generally, communication
should be executed at each step of
the process unless the customer
chooses not to engage in
communication

Determine the organisation's capability to
meet the (agreed) specification and make

recommendation as to whether to
proceed (risk based decision)

Agree to the specification

If relevant, design the product and or service (see Note 2)

Approve the organisation to proceed

with the provision of the product and

or service or to proceed to tender or
to quote

Note: The process ends in
circumstances where approval is not
provided or the tender or quote is
unsuccessful

I

Plan controlled conditions to provide the |

product and or service (see Note 3)

Approve the plan

Note: Process endsif approval is not
provided

Execute the plan to provide for the product and or service to specification

Exercise care with property belonging to the customer or external
providers whileit is under the organisation's control or being used by the
organisation

Ensure preservation of process outputs during production and service
provision, to the extent necessary to maintain conformity to specification

N

Control externally provided products and
or services that are inputs to meeting the
specification

'ﬁ Purchasing
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Managing Risk
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Note 1:

Tendering and quoting is to be in accordance with the financial management system

Note 2:

To be applied if the product and or service is not defined by the customer

Note 3:

Plan controlled conditions to provide the product and or service includes:
Providing for documented information that defines the characteristics of the

products and services

Providing for documented information that defines the activities to be performed

and the results to be achieved

Providing for monitoring and measurement activities at appropriate stages to verify
that criteria for control of processes and process outputs, and acceptance criteria
for products and services, have been met

Providing for suitable infrastructure and process environment

Providing for suitable monitoring and measuring resources

Providing for a competent workforce

Providing for the validation, and periodic revalidation, of the ability to achieve
planned results of any process for production and service provision where the
resulting output cannot be verified by subsequent monitoring or measurement
Unless approved otherwise by top management, controlled conditions areto bein
accordance with the Operations Manual and its subordinate documentation such as

SWMS / SOPs.
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PROVISION OF PRODUCTS AND SERVICES

Purpose: To define the systematic process associated the provision of a product or service to a customer in accordance with a particular specification
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Note: Each action step within a ‘swim lane’ in the flow chart below represents a delegation, role and or responsibility approved by top management for the appointment listed in the top axis. An individual person may fulfil multiple appointments. A reference to ‘worker’
may include an employee, a contractor or subcontractor, an employee of a contractor or subcontractor, an employee of alabour hire company, an outworker, an apprentice or trainee, student gaining work experience or avolunteer.

WORKER

MANAGER / SUPERVISOR /
PROCESS OWNER

TOP MANAGEMENT

SYSTEMS ADMINISTRATOR

CUSTOMER

Implement the planned arrangements at
appropriate stages to verify that product
and service requirements have been met

Where traceability is required, control
the unique identifier

Control unplanned changes essential for
production or service provision to the
extent necessary to ensure continuing

conformity with specified requirements

Ensure process outputs, products and
services that do not conform to
requirements are identified and

controlled to prevent their unintended

use or delivery

Where necessary:

undertaken

undertaken

Implement and monitor corrective actions (if any)

. Management system processes / standards / plans are authored / amended
. Delegations, roles and responsibilities are assigned / amended
. Communication, education and training in the new process / standard / plan is

. Resources are allocated to executed the new process/ standard / plan
. The new process /standard / planis implemented

Proactive monitoring programs are implemented to ensure corrective action is
applied and remains effective / monitoring for emerging unacceptable risk is

Continual Improvement
QSE03-PFC-01

Recommend product and or service be
released to the customer

Management Commitment
QSE04-PFC-01

Approve the release of the product and or
service to the client

Administer records / retain information

“A Records Management
S8 QSE01-PFC-02

Allrecords as shown in this
and linked process flow
charts

Note: Process endsif approval is not
provided

Review:

Review the scope of the management
system inclusive of the products and or
services to be provided

Performance in the provision of
products and or services inclusive of
customer feedback

Status of corrective action (ifany)

Accept the product and or
service

Obtain customer feedback

Direct corrective action (if any)
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