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01. General
cK Heating Ltd recognises that the maintenance of defined quality standards in all aspects of performance is critical to our success having total commitment to our customers needs and expectations, whether they are large organisations or individual members of the public. As part of our Total Quality approach we are committed to a Quality Policy, which will assure our Clients that our business as a whole achieves a recognised standard of performance.

We will continue to work with our Clients, Staff and Suppliers to respond to the changing nature of the industry and will continually challenge the way in which we operate to ensure that we remain at the forefront of our industry.

The Quality Manual defines the policies, associated processes and procedures that are used to establish and maintain consistent and uniform control of the Quality Management System.

It is a responsibility of all Employees to understand and conform to the requirements of the Company’s Quality Policy and to its systems and procedures.
This policy is fully endorsed by the Directors who are totally responsible for its implementation.

By co-ordinated team work throughout our company we aim to achieve the following objectives through our Quality Policy defined.
02. Client Focus
All systems and procedures are designed to build and maintain client relationships through a comprehensive understanding of our client’s needs, priorities, objectives, providing excellent service, high quality of workmanship and speed of response to meet the standards expected by our Clients and their requirements are fully understood and satisfied.
Examples of how this competency can be demonstrated in the workplace:
· Seek feedback and suggestions from clients to ensure their input in the development and evaluation of products, services, and programs.
· Act quickly and constructively upon client feedback.
· Focuses activities on delivering timely, high-quality information to clients, demonstrating a sense of urgency and an understanding of client needs.
· Proactively develops mutually beneficial partnerships with key groups, defining needs and opportunities, offering organizational expertise and support, etc. 

· Draw upon a wealth of information to stay one step ahead of clients and anticipate their needs.
· Remain focused on the client at all times and is not distracted by activities that take away from this priority.
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03. Supplier Relationships

Supplier Relationships is based upon the proactive management of our ongoing business relationship to secure a competitive advantage for our organisation. The focus is on overall relationships between the supplier and the buying organisation rather than a focus on a specific contract. Its purpose is to encourage purchasing and business management to develop a structured understanding of the nature of current relationships that exist within and between our organisation and the suppliers. 

 

We have a need to manage not only our contracts but also our suppliers. Suppliers have multiple contractual relationships with individual departments and it is therefore important for them to be proactively managed.   The process will be supported by information generated from the performance management arrangements that will be in place for each of the contracts, but this process is about the overall relationship rather than activity on a specific contract. 

 

The objectives for Supplier Relationships are likely to include:
· Reduction in costs 

· Service improvement 

· Solution development 

· Flexibility and mutual benefit

 

Analysis of the relationship in terms of each of the above will be required in order to identify opportunities for improvement and efficiencies. Outcomes may include: 
· Reduced joint costs 

· Identification of wider supply chain issues 

· Opportunities to integrate operations   

· Ongoing benchmarking to ensure competitiveness 

· Potential for open book accounting arrangements 

 

This provides opportunity for improvement in the overall relationship with the supplier - progressing in the direction of increased partnering type arrangements. This will potentially include:
· Established communication channels at all levels, between the organisations 

· Joint planning and forecasting at a strategic level 

· Increased trust 

· Enhanced collaborative approaches and perspective 

· Improved value for both parties
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04. Continuous Improvement
We regularly review our business methods and processes in the drive for continuous improvement. We are fully open to change to maintain our business advantage. Being forward looking and receptive to new ideas are essential elements of our continuous improvement.
We see the essential factors for continuous improvement include:
· Total commitment from senior management
· Opportunities for all employees to contribute to the continuous improvement process
· Ensuring employees know their role in achieving the business strategy
· Managing the performance and contribution of employees
· Good communications throughout the organisation
· Development and training of staff and linking training activities to operations and business strategy
· Signing up to recognised quality management systems and standards 

· Measuring and evaluating progress against key performance indicators and benchmarks 
By continually reviewing these areas, change is managed effectively and continuous improvement becomes a natural part of our business process. It creates steady growth and development by keeping the business focused on its aims, priorities and performance. The continuous improvement process has been shown to bring significant benefits to our organisation.
05. Processes and Systems
By implementing processes and systems ensures our business runs efficiently, so guarantying our clients high quality workmanship, products, service and delivery every time. Our pre-set system helps achieve this, while accepting that the system can still have room for being flexible and dealing with individual needs.
A documented process from when a client first contacts us to the successful delivery of a completion of a project helps us manage our business more effectively. Developing a step-by-step process everyone can follow ensures we deliver what we promise and to quickly identify any problems so they can be effectively resolved.
It is important for our business to have processes and systems to:
· to ensure that staff understand how things work 

· to eliminate duplication 

· to reduce the learning process for new staff 

· to increase efficiency and eliminate wastage 

· to make information readily accessible 

· to add value to our business 

· to engender an open and transparent workplace.
While policies, procedures and processes have been established, as the business grows and competes at different level, its complexity demands more control mechanisms, better communication and systems to drive efficiency.
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06. Involving People
A quality working group made up of members of staff work as a team to assess the quality assurance system, collectively deciding what standards we are reaching and how to improve the quality of our work. The quality working group is made up of a cross-section of people from different projects or teams and working at different levels in our organisation, so that these varied perspectives come together to provide a complete and accurate picture of how well things are really working. The composition of people in the quality working group is made up of the following:

· Operations Director

· Project Manager

· Site Supervisor

· Administration Assistant

The quality working group decide where they would like to prioritise their work with the quality assurance system and wither a particular section complements other priority developments in our organisation. 
Individually, quality working group members look at each indicator and give a self assessment about what extent the organisation meets that indicator.
As a group, compare the responses to the self-assessment exercise to come to a consensus about the standard that the organisation is working at and provide any evidence that supports the assessment. Evidence can come from many different sources such as:

· policy documents, 
· minutes from a meeting, 
· survey results, 
· business plan, 
· newsletter,

Where the working group have identified we are not yet fully meeting an indicator, plan what actions to take to bring up our work to that standard.
07. Quality Management Systems
The quality management system is the framework for effectively managing our business and meeting our customer’s requirements. We will comply with the requirements of the quality management system as set out as well as continually improving its effectiveness.
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08. Objectives and Measures
Measuring the performance of our business activities and analysing the results helps us to learn from its previous experiences and incorporate improvements into the next requirements in order to achieve:

· Reduction in costs 

· Service improvement 

· Solution development 

· Risk Reduction

Performance measures will make it possible to confirm or dispel hypotheses about what is impeding high performance, and facilitate the determination of what is working and what is not working.
The performance objectives that we have adopted as part of tour effort for improving the quality of our business practices:
· Provide a centralised point of expertise to ensure that the work is done with the highest possible quality. 

· Improve on-time delivery of quality requirements 

· Improve the efficacy of software requirements reviews to avoid sign-off delays and the cost of rework associated with defects being found at a later phase of the projects 

· Ensure that projects involving multiple trades have clear definitions of responsibility and effective coordination to promote cohesion and consistency among the group, and avoid duplicate work, inconsistencies, and inefficiencies. 

· Achieve better balance of requirements for COTS (commercial off the shelf) solutions, avoiding both over-specifying, which unnecessarily force a custom design, and under-specifying, which misses important business or user requirements. 

We will establish and communicate meaningful quality objectives and performance targets (Key Performance Indicator’s - KPI) to all staff and drive for continuous improvement
09. Future Policy Reviews

Subject to changes to Statutory Guidance or working practices, this policy will be reviewed on a 3 yearly cycle.
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