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1. Approvals
The Nashua Limpopo Quality Manual has been approved by the following persons:
Grant Trueman
MD and CEO
Craig Trueman
Co-Director
Len Vavassori
Management Representative of Corporate Quality

2. Nashua Limpopo Mission Statement
We enable our customers to increase operating efficiency in providing the most up-to-date office automation technology and we commit to providing quality products and services to our valued clientele.

[bookmark: _GoBack]Our commitment is based on quality and therefore total customer satisfaction is the sole responsibility of each and every employee. This is demonstrated by our SABS ISO9001-2008 quality, on-going updated management system and our team strives for continual and constructive improvement based on our customer feedback.

Saving you time, Saving you money, Putting you first ….

3. Quality Policy Statement
The Policy and Objective of Nashua Limpopo is to maintain and continually improve an effective Quality Management System in accordance with ISO 9001 - 2008 in order to provide all needed controls to ensure conformance to both the International Standard and Customer requirements. It is the Policy and Mission of Nashua Limpopo to provide Total Quality Service through quality products, professional people and effective sales, distribution and service network. 

Nashua Limpopo's business and quality objectives shall be measurable through, analysis of market penetration, market share, unit sales, customer satisfaction, service deliverables and retaining a market edge in the provision of quality products and total quality service. It is the philosophy and dedication of management that controlled quality is of utmost importance to Nashua Limpopo's clientele. Therefore, we the employees of Nashua Limpopo remain with the statement, of commitment and adherence to the Quality Management System as defined in the Quality Policy and Quality Procedures, forms and format. 

Quality Policy
The Quality Policy Statement as stipulated above by the Managing Director in respect of ISO 9001 - 2008, emphasises the assurance that all company staff will follow the Quality Procedures as stipulated and maintain the quality of product and service offered to our Franchisees and Clients.

4. Quality Management System
Nashua Limpopo’s goal is to provide products and services that fully satisfy the customer’s requirements. Nashua Limpopo has implemented its Quality Management System (QMS) to ensure that these requirements are met. From order through to support services, activities are controlled in accordance with the QMS. Nashua Limpopo’s QMS complies with the international standard SABS ISO 9001-2008.

The goal of the QMS is to continually improve Nashua Limpopo’s business and enhance customer
satisfaction through fact-based decision making. This is achieved through the identification of measurement for all processes that affect the customer’s perception of the quality of our products and services. The Top Management Team reviews these metrics on a monthly basis, sets objectives, prioritizes improvement efforts, and ensures the availability of resources. An integral part of the QMS is documentation of our processes. The purpose of this documentation is to instruct and guide
employees whose actions affect product quality and to inform customers of Key business processes as explained below.

5. Management Commitment
Management shall ensure that staff is aware of the importance of meeting customer requirements as well as the establishment of a quality policy and relevant objectives. Management reviews of the Quality Management System shall be conducted at appropriate intervals to ensure current and future suitability. 
6. Customer Focus
Management shall ensure that customer’s needs and expectations are determined and translated into those requirements that will achieve customer satisfaction. 
7. Planning
The documented Quality Management System shall be maintained to ensure that the product purchased, remanufactured and the service provided conforms to specified requirements at all times, and consideration will be given to the following:

a. The preparation of Quality Plans if required.
b. Production resources and manpower that may be utilised.
c. That processes and measuring equipment are compatible to the product being tested/reproduced.
d. That the identification and preparation of quality records is maintained to show evidence of the     Work/order performed.
e. Continual improvement of the Quality Management System and controlled change thereof through
f. Document and Data procedures.
8. Quality Objectives
Management shall ensure that Quality Objectives are established at relevant functions and levels within the organization. These objectives shall be measurable and consistent with the Quality Policy including the commitment to continual improvement. Quality Objectives shall include those needed to meet product requirements.
 
9. Quality Planning
Management shall ensure that the resources needed to achieve the Quality Objectives are identified and planned. The output of the planning shall be documented.

Planning shall include.
a. The processes of the Quality Management System, considering permissible exclusions.
b. The resources required.
c. Continual improvement of the Quality Management System.

Planning shall ensure that changes are conducted in a controlled manner and that the integrity of the Quality Management System is maintained during these changes.

10. General
The following clauses of the standard describe the administration of the Quality Management System
11. Responsibility and Authority
The responsibility and authority of all Company staff, who perform and conduct activities affecting quality of the product will be stipulated in Procedures and Job Descriptions that give them the necessary authority to perform such tasks, for which they will be held responsible.
The Nashua Limpopo organization structure indicates the levels of authority and responsibility within Nashua Limpopo.
Management Representative
The Management Representative who, irrespective of other responsibilities, shall have the authority and responsibility to ensure that the requirements of ISO 9001 – 2008 are implemented and maintained.
He will report directly to the Managing Director on all matters pertaining to the Quality Management System and its maintenance. He shall also ensure that awareness of customer requirements is promoted within the organisation.
Internal Communications
Monthly quality meetings and annual management reviews are held to ensure open lines of communications at various levels and functions regarding the Quality Management System functions and their effectiveness.
12.Quality System
The Company has implemented a Two Tier Quality Management System to ensure that all product supplied, remanufactured or services supplied conform to Customer and specified requirements of ISO 9001 – 2000 and entails a three tier on line data/documented system as set out in this policy.
13. Quality Policies
The Policies are compiled to describe the Policies & Quality Goals of Nashua Limpopo as a whole, and to show statements of commitment against all the clauses of the International Standard.
The Managing Director will sign and approve the Quality Policy Statement and any future changes, on behalf of the Company.

Any changes to the ISO 9001 – 2008 Policies can only be initiated by the Managing Director.

14. Quality Procedures & Work Instructions
The Quality Procedures shall reflect the positions of staff with the delegated responsibility and authority to ensure that all tasks under their control are conducted in accordance with the procedures compiled.
The Management rep shall sign and approve any Change Request raised with regards to the Quality Management System and will co-approve the Quality Procedures including any future changes.
Work Instructions will be issued where required to assist staff to complete operations that, without such instructions, the quality of the product or service would be adversely affected. Reference to such instructions will be indicated in each applicable Quality Procedure.
The Departmental Mangers will identify the need, compile, approve and implement all instructions issued in their individual departments.
Supporting Documentation
Any documentation accompanying the Policies and/or Processes/Procedures and/or Work Instructions within the Quality Management System will form part of the third tier of the System.
The Departmental Managers will identify the need, compile, approve and implement all documents issued in their individual departments.
Additional Quality System Requirements
a)	The Documented Quality Management System shall be maintained to ensure that the product supplied or remanufactured conforms to specified requirements.
b)	Production resources and manpower that may be utilized are adequate.
c)	That measuring equipment and processes are compatible to the product being produced.
d)	That the identification and preparation of quality records is maintained to show evidence of work performed.
e)	Specific Work Instructions may be added where deemed necessary.
This Quality Management System is under the control of the document and data control procedures to ensure authorization and revision control is effective at any given time.
Control of Documents
The relevant procedure will describe the methodology of new document approval prior to issue.
-	The review, update and re-approval of current documents.
-	The currents revision status of such document
-	The issue of current documents to departments where operations essential to the effective functioning of the Quality Management System is paramount.
To ensure that document of external origin is identified and controlled redistribution to prevent the inadvertent use of obsolete documents and to provide a record of such when and if required.
The aforementioned documents shall be controlled, see clause control of quality records.
15. Control of Quality Records
Procedures have been established, and are maintained to ensure that quality records are available to show evidence of achievements of the required Quality. They shall also include Supplier's quality records to verify products supplied.
All quality records will be filed so that they are readily available, and stored to prevent loss or damage.
The relevant procedures will stipulate retention times of records, where they will be kept and how they will be disposed of and by whom.
16. Management Review
Management shall review the Quality Management System at planned intervals, to ensure its continuing suitability, adequacy and effectiveness. The review shall evaluate the need for changes to the organization’s Quality Management System, including Quality Policy and Quality Objectives when relevant. Management reviews shall be held monthly and annually, or more often should quality trends indicate this to be necessary. A detail procedure is in place.
17. Provision of Resources
Nashua Northern Province / Limpopo shall determine and provide timeously the resources needed to implement and improve the Quality Management System processes and thereby address customer satisfaction.

18. Assignment of Personnel
Personnel who are assigned responsibilities, defined within the Quality Management System shall be competent on the basis of applicable education, training, skills and experience.

19. Training Awareness and Competency
Nashua Limpopo shall identify competency criteria for personnel performing activities affecting quality and provide training either hands on or formal. The effectiveness of such training shall be evaluated. Management shall ensure that employees are aware of the relevance and importance of their activities and how they affect the achievement of the company’s quality objectives. Records shall be maintained of education, experience, training and relevant qualifications.

20. Facilities
Nashua Limpopo shall identify, provide and maintain facilities needed to achieve conformity of product and service levels, e.g.;
-	Equipment, both hardware and software.
-	All relevant supporting services.
-	Suitable workspace and associated facilities.
21. Work Environment
The company shall identify and manage human and physical factors of the workplace needed to facilitate product conformity and service level delivery.

22. Planning of Realisation Processes
Nashua Limpopo shall determine the quality objectives for the product, project or contract and develop processes and documentation, resources and facilities to the specific product e.g.: in the case of new product launch.
In the case of new products, procedures for the verification and validation of field performance and geographic acceptability re marketing strategies.
Records of product realization shall provide proof of confidence of conformity of the process involved and the resulting product service delivery.
23. Identification of Customer Requirements
Nashua Limpopo shall determine the product requirements specified by the customer including availability, delivery and support.

Product requirements not specified by the customer but required by the end user shall also be addressed.

Obligations related to product or service, involving legal and regulatory requirements shall be reviewed.

24. Review of Product Requirements
Nashua Limpopo shall review customer requirements and any additional organizational requirements prior to the commitment to supply a product to the customer e.g.: tender, contract or order review, ensuring that, product requirements are clearly defined. Should the customer not provide a statement of requirements, Nashua Limpopo shall confirm requirements before acceptance. 
Amendments to contract on order requirements differing from the original requirements shall be resolved between Nashua Limpopo. and the customer.
The results of the aforementioned product service reviews and any necessary follow-up actions shall be recorded. If Product requirements are amended then Nashua Limpopo shall ensure that all relevant documents have been amended and that relevant personnel are aware of the changes made within the company.

25. Customer Communication
Nashua Limpopo shall identify and implement communications with the customers relating to;

-	Product/service information

-	Inquiries, contract/orders inclusive of amendments, feedback, customer complaints.

26. Design and/or development
Design and Development of systems is not a function of Nashua Limpopo therefore is deemed to be a permissible exclusion from the QMS and has therefore this has not been addressed



27. Purchasing
Non Nashua Suppliers shall be selected on their ability to meet contractual requirements. Data received and supplied by the Receiving Inspection facility at Nashua Limpopo will be conveyed via the Main Buyer. 
Supplier's performance such as price, delivery times, quality of commodity, and audits on suppliers shall be used as criteria when making a purchase from a potential supplier.
All purchase orders issued will be completed in full to reflect exactly the details of the purchase being made, and any other requirements that have been agreed upon. The Buyer will approve all requisitions before release to the departments.
The Buyer will follow up with a supplier should any quality-related problems arise. Nashua Limpopo reserves the right to verify purchased products at a supplier’s premises.
28. Purchasing Control
The organisation shall control its purchasing processes to ensure purchased products conform to requirements
Purchasing Information
Purchasing documents shall contain information describing the products to be purchased, including where appropriate
a)	Requirements for approval or qualification of:
-	Product
-	Procedures
-	Processes
-	Equipment
-	Personnel
b)	Quality Management System requirements

Verification of Purchased Products
Nashua Limpopo shall identify and implement the activities necessary for verification of purchased products.

NB: The organization reserves the right to perform any product verification activities at the suppliers’ premises.

29. Operations Control
Nashua Limpopo shall control its remanufacture and service operations through;
-	Product characteristics information.
-	Where applicable the usage of Work Instructions.
-	Suitable Equipment.
-	Usage of measuring and monitoring devices.
-	Process procedures for release delivery and post-delivery activities of any nature.

30. Identification and Traceability
As and when appropriate, Nashua Limpopo will ensure that all New Products and items for remanufacture/repair are correctly identified throughout the various processes from receipt, storage, dispatch and installation.
This will include serial numbers where traceability is a requirement to identify equipment and/or certain components. Records will be maintained of such products and supplies.

31. Customer Property
Nashua Limpopo shall exercise care with customers property whilst on its premises or being used by them. Property shall be identified, verified, protected and if found to be lost, damaged or otherwise unsuitable, record such status and notify the customers as soon as practical.
32. Preservation of Product

Nashua Limpopo shall preserve product conformity with customer requirements during internal processing and delivery to the end user. Product identification, handling, storage and protection shall be part of this preservation scenario.

33. Validation of Processes
Nashua Limpopo shall validate any re-manufacture or service delivery where the resulting output cannot be verified by subsequent measuring or monitoring. This will include any processes where deficiencies may arise, only after the product is in use or the service has been delivered.
Procedures shall define validation of qualification of processes e.g.:
Re-manufacturing, test and delivery.
Equipment and personnel resources
Documented procedure and work methods
Requirements for records
Any applicable product re-validation.
34. Control of Measuring and Monitoring Devices
Measuring and test equipment within the Workshop areas of Nashua Limpopo whether Company owned or private that is used during any inspection or test will be controlled in a formal manner. Such equipment will be subject to a calibration program that will ensure that equipment used is calibrated or verified against standards that are traceable to either National or Internationally recognised standards. Equipment registers will be maintained that will indicate the instrument type and its location together with history cards that will show the calibration status of each item. Calibration frequency and acceptance criteria will be established and calibrations recorded. The data recorded for calibrations performed will be made available to the Customer should this request be made. Software used for measuring and monitoring of specified requirements shall be validated prior to use.

35. Planning
Nashua Limpopo has defined, planned and implemented measuring and monitoring activities needed to assure conformity and achieve improvement.

36. Customer Satisfaction
Customer satisfaction and or dissatisfaction shall be monitored using methods described in the relevant procedures.

37. Internal Audit
Internal audits shall be conducted at periodic intervals to ensure that the Quality Management System has been effectively implemented and monitored and conforms to the requirements of ISO 9001 - 2008 International Standard.

38. Measuring and Monitoring of Processes
Suitable methods shall be applied to the realization processes needed to meet customer requirement. These methods shall confirm the continuing suitability of the aforementioned processes.

39. Measuring and Monitoring Product
Product characteristics shall be measured and monitored to verify that requirements have been met. Evidence of conformity with the relevant acceptance criteria shall be documented and records retained.



40. Control of Nonconformity
Product that does not conform to specified requirements will be identified and segregated from conforming product to prevent inadvertent use or installation. Controls will ensure that non-conforming products will be documented, evaluated and dispositioned. The departments concerned will be formally notified of the non-conformity. Review and disposition of non-conforming product will be carried out by authorised responsible persons who will communicate the problem to the Department concerned, and the Customer if necessary, to establish the item status. Where a concession is requested for product acceptance, this will be recorded, and approval obtained from the Customer/Franchise.
41. Analysis of Data
Nashua Limpopo shall collect and analyze appropriate data to determine the suitability and effectiveness of the Quality Management System and thereby identify potential improvements that may be made. Data as follows shall be used for analysis;
a)	Customer satisfaction and/or dissatisfaction.
b)	Conformance to customer requirements.
c)	Process, Product, Characteristics and their Trends.
d)	Suppliers.
e)	Any relevant statistical input.
42. Improvement
Planning for Continual Improvement
Nashua Limpopo shall facilitate improvement of the Quality Management System through usage of the Quality Policy, Management Review, Audit Results, Data Analysis, Corrective and Preventative Actions. Procedures spell out the various methods utilized in the aforementioned measurement tools.
43. Scope of Listing
The provision of services in the field of :
Sales (Consumables), Service, Maintenance and Refurbishment of business equipment. 

Excluding Design and development 
Nashua Limpopo do not perform any design or development activities therefore this does not form part of the scope in the Quality Management system.

43. Glossary of Terms
Conformity: ISO 9001 list many quality system requirements. If your organization meets these requirements, you can say that it conforms to these requirements. You can say that it is behaving in conformity with these requirements.
Contract review: A contract review is a set of activities that you must carry out to ensure that all customer orders or contracts specify all the quality requirements you must meet and to ensure that you can meet these requirements. A quality requirement is a characteristic that an entity must have. For example, a customer may require that a product (entity) achieve a specific dependability score (characteristic).
Corrective Actions: Corrective actions are steps that are taken to remove the causes of an existing nonconformity or to make quality improvements.
Customers: A customer is anyone who receives products or services from a supplier. A customer can be either external or internal to the supplier organization.
Design Review: A design review is a set of activities whose purpose is to evaluate how well a potential product (a design) meets all quality requirements. During the course of this review, problems must be identified and solutions must be developed. 
A quality requirement is a property or characteristic (quality) that a product or service must have.
Design Validation: Design validation is a process whose purpose is to examine products and to use objective evidence to confirm that these products meet user needs.
Design Verification: Design verification is a process whose purpose is to examine design outputs and to use objective evidence to confirm that outputs meet input requirements.
Elements: Elements include responsibilities, authorities, relationships, functions, policies, procedures, practices, processes, and resources. Quality system elements combine to form a quality system.
Entity: An entity could be a product, process, person, activity, machine, service, system, department, company, institution, or organization.
Internal Quality Audits: Internal audits are carried out by your personnel. Internal quality audits examine the elements of a quality system in order to evaluate how well these elements comply with quality system requirements.
Nonconforming Products: When one or more characteristics of a product fail to meet specified requirements, it is referred to as a nonconforming product. When a product deviates from quality requirements, it fails to conform.
Nonconformity: ISO 9001 list quality system requirements. When your organization deviates from these requirements, a nonconformity occurs. When a product, process, procedure, system, or structure deviates from ISO requirements, a formal nonconformity exists.
Organisation: An organization is a company, corporation, firm, or institution that has its own functions and administration. It can be either incorporated or unincorporated, or privately or publicly owned.
Organisational Structure: The structure of an organization is the pattern of responsibilities, authorities, and relationships that control how people perform their functions and govern how they interact with one another.
Preventive Actions: Preventive actions are steps that are taken to remove the causes of potential nonconformities or to make quality improvements.
Procedures: Quality procedures control activities. A well-defined procedure controls a logically distinct set of activities. Such a procedure precisely defines the work that should be done, and explains how it should be done, who should do it, and under what circumstances. In addition, it explains what authority and what responsibility has been allocated, which supplies and materials should be used, and which documents and records must be used to carry out the work. While procedures may be documented or undocumented, ISO usually expects them to be documented.
Process: A process uses resources to transform inputs into outputs. Processes can be social, industrial, agricultural, governmental, chemical, mechanical, electrical, and so on. In every case, inputs are turned into outputs because some kind of work, activity, or function is carried out.
Product: A product is an output that results from a process. Products can be tangible or intangible, a thing or an idea, hardware or software, information or knowledge, a process or procedure, a service or function, or a concept or creation. Please note that when ISO uses the term product they also mean service.
Product Inspection: Product inspection is an activity that compares product characteristics with product requirements in order to establish conformity. More precisely, product inspection is an activity that compares one or more characteristics of a product with specified requirements in order to determine if the product conforms to these requirements.
Product Nonconformity: When one or more characteristics of a product fail to meet specified requirements, they are referred to as product nonconformities.
Quality: An entity has characteristics. Some of these characteristics are derived from stated or implied needs. The set of these special need-oriented characteristics makes up the quality of an entity. In short, a quality is a characteristic. 
For example, the need for dependability is met by designing a dependable product. Dependability then becomes a quality (characteristic) of the product (entity). 
An entity is a product, process, person, activity, machine, service, system, department, company, institution, or organisation.
Quality Assurance: Quality assurance (Q.A.) is defined as a set of activities whose purpose is to demonstrate that an entity meets all quality requirements. Q.A. activities are carried out in order to inspire the confidence of both customers and managers, confidence that all quality requirements are being met.
Quality Audits: Quality audits examine the elements of a quality system in order to evaluate how well these elements comply with quality system requirements. 
Elements include responsibilities, authorities, relationships, functions, procedures, processes, and resources. Elements combine to form a quality system.
Quality Control: Quality control is defined as a set of activities or techniques whose purpose is to ensure that all quality requirements are being met. In order to achieve this purpose, processes are monitored and performance problems are solved.
Quality Improvement: Quality improvement refers to a set of activities whose purpose is to enhance the efficiency and effectiveness of the organization for the benefit of both the organization and its customers. 
We believe that quality improvement ought to focus on quality, not on efficiency. Let's leave that to the "efficiency experts".
Quality Management: Quality management includes all the activities that Managers carry out in an effort to implement their quality policy. These activities include quality planning, quality control, quality assurance, and quality improvement
Quality Manual: A quality manual is a document that states your quality policy and describes your quality system. It describes the roles, relationships, functions, processes, procedures, systems, and resources that affect quality. It can be a paper manual or an electronic manual.
Quality Planning: Quality planning is defined as a set of activities whose purpose is to define quality system policies, objectives, and requirements, and to explain how these policies will be applied, how these objectives will be achieved, and how these requirements will be met.
Quality Plan: quality plan explains how you intend to apply your quality policies, achieve your quality objectives, and meet your quality system requirements.
Quality Policy: A quality policy statement defines your organization's commitment to quality.
Quality Record: A quality record contains objective evidence that shows how well a quality requirement is being met or how well a quality system element is performing.
Quality Requirement: A quality requirement is a characteristic that an entity must have. For example, a customer may require that a particular product (entity) achieve a specific dependability score (characteristic).
Quality Surveillance: Quality surveillance is a set of activities whose purpose is to monitor an entity and review its records to prove that quality requirements are being met.
Quality System: A quality system is a network of processes made up of elements. Elements include responsibilities, authorities, relationships, functions, plans, policies, procedures, practices, processes, and resources. The purpose of a quality system is to satisfy quality requirements and to assure that customers receive quality products and services.
Quality System Element: ality system elements include responsibilities, authorities, relationships, functions, plans, policies, procedures, practices, processes, and resources. Quality system elements combine to form a quality system.
Quality System Requirement: A quality is a characteristic. A system is a set of interrelated elements, and a requirement is an obligation. Therefore, a quality system requirement is a characteristic that a systemic element must have.
Record: A record is a document that contains objective evidence which shows how well activities are being performed or what kind of results are being achieved.
Resources: Resources include people, money, information, knowledge, skill, energy, facilities, machines, tools, equipment, technologies, and techniques.
Service: Service is a customer-oriented result. This result is produced when suppliers perform activities that are oriented towards meeting customer needs.
Service Delivery: Service delivery is a customer-oriented activity. Service delivery activities are carried out by suppliers and are oriented towards meeting customer needs.
Standard: Surprisingly, ISO does not seem to define the term standard (or at least not in ISO 8402). Since they call every chapter or publication a standard, it may just mean that all their publications are standards, by definition. However, we believe that ISO also uses the term standard to suggest the concept of an expectation, obligation, requirement, or norm that they want organizations to accept. In addition, ISO seems to use the term standard to refer to a way of being or doing things as in the phrase: "this is the standard way we do this".

Supplier: A supplier is an organization that provides products to customers. Customers can be either internal or external to the supplier organization.

Total Quality Management: Total quality management is defined as a management approach that tries to achieve and sustain long-term organizational success by encouraging employee feedback and participation, satisfying customer needs and expectations, respecting societal values and beliefs, and obeying governmental statutes and regulations.
Management: Total quality management is defined as a management approach that tries to achieve and sustain long-term organizational success by encouraging employee feedback and participation, satisfying customer needs and expectations, respecting societal values and beliefs, and obeying governmental statutes and regulations.
image1.jpeg
NASHUAYN | | ,uroro

saving you time. saving you money. putting you first.




