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4. CONTROL OF NON-CONFORMITIES 
Purpose: 

The purpose of this procedure is to ensure that mistakes and errors which may occur during the implementation of its policies, procedures and services are addressed in a manner which not only allows for appropriate action to rectify the error but provides a means by which the cause of the error can be determined and the error prevented from reoccurring. By addressing non-conformances in a meaningful way, the company can demonstrate continual improvement in its health and safety, quality and environmental performance. The procedure below sets out the mechanism to be followed for addressing non-conformances, including complaints, associated with the implementation of its integrated management system.
Responsibility:

It is the responsibility of all staff to ensure that they deliver a quality service to customers and deliver work to minimise impacts on the environment and in doing so minimise the risk to themselves and others. If any non-conforming services are identified it is the responsibility of the Director or relevant Supervisor to take appropriate action and review the action taken. It is the responsibility of the Management Systems Manager to ensure that nonconformities are being reported and to maintain a log of non-conformities raised and ensure that these are being closed out.
Procedure:

4. 1
Audit non-conformities

4.1.1
Non-conformities identified during internal audits shall be addressed in the manner set out in procedure GEWSMS-P03. 
4.2
Product non-conformities
Customer complaints
4.2.1
Customer complaints may be received directly into the company as a letter, fax or email or may be communicated verbally to a member of staff. The complaint may relate to the general behaviour or performance of the company or to an environmental or health and safety concern. 
4.2.2
All complaints shall be recorded onto the nonconformity register. The recipient of the complaint should identify the contact details, site details, details of the complaint, etc, and the report forwarded to the Director, or relevant management representative for attention. This also includes damage to customer property.
4.2.3
The Director, or relevant management representative, shall respond to the complaint urgently to minimise the risk to the company and to ensure that the complainant recognises the importance the company places on customer satisfaction.

4.2.4
Details of the findings, corrective and preventative action taken and any associated information shall be entered onto the non-conformity register. The Director shall liaise with the supervisor/operative and any other appropriate personnel to ensure the satisfactory implementation of the actions identified and shall follow up the complaint after the action has been taken to ensure that the complainant is satisfied with the outcome (using discretion as appropriate, dependent on individuals involved).

4.2.5 
Full details on handling a customer complaint is described in the Customer Complaints procedure GEWSMS-13.

Non-conforming work

4.2.5
Any work completed which does not comply or meet with specifications, etc shall be reported to the Director and the details recorded on the non-conformancy register.  In addition and where appropriate, photos shall be taken to show details of the non-conformance.

4.2.6
If necessary, the non-conforming work shall be appropriately marked to prevent use, incorporation, etc before the non-conformance has been assessed and appropriate action identified – e.g. by labelling, marker tape, quarantine, etc. All relevant personnel shall be informed of the prevention situation.

4.2.7
The action to be taken to deal with the non-conformity and to prevent recurrence shall be recorded and addressed in accordance with procedure GEWSMS-P05. 

4.2.8
The company shall ensure that the main contractor and the client are made aware of any product non-conformities as appropriate to the contractual terms.

4.3
Supplier non-conformities
4.3.1
Supplied non-conforming products or services shall be addressed in the manner set out in the purchasing process – GEWSMS-105.

4.4
Environmental incidents and inspection findings
4.4.1
Environmental incidents include (but are not limited to):

· Spillages of fuels, hazardous substances, etc – including vehicle incidents – where containment and clean up is necessary;

· Mixing of waste materials;
· Incorrect disposal of sludge

· Spillage of sludge
· Excessive use of energy – leaving equipment operating when they should be switched off;

· Wastage of water – damage to pipes, taps left running when not required, etc;

· Over-purchasing of materials leading to wastage;
· Incorrect disposal of materials, substances, etc;

· Incorrect use of equipment leading to excessive dust, noise, vibration, etc;
4.4.2
Persons witnessing environmental incidents shall report them immediately to Head Office.  These are then to be recorded on the non-conformance register and the appropriate action taken to mitigate the effect of the incident and to prevent recurrence.  All necessary support information to assist in the analysis of the incident shall be recorded/filed by head office as evidence that the issue has been resolved. The Director shall follow up any environmental incidents to ensure that the action taken was appropriate and to determine if any findings need to be communicated throughout the company, e.g. toolbox talk, procedure change, etc.
4.4.3
Environmental emergencies shall be addressed in the manner set out in procedure GEWSMS-P12.

4.5
Health and Safety incidents and inspection findings
Health and Safety incidents include (but are not limited to):

· Working without suitable PPE

· Working at height without suitable protection
· Working underground without suitable protection
· Working not in accordance with risk assessment or method statement 

· Not following dedicated access & egress (walkways) taking short cuts

· Exceeding designated speed limits 
· Stacking materials above recommended height 

· Incorrect use of tools (fit for purpose)
· Driving without appropriate licenses

· Using damaged tools

· Using mobile phones whilst driving

· Smoking within the vehicles or on site

· Not using appropriate signage

· Not using appropriate safety equipment

· Etc…

4.4.2
Persons witnessing health and safety incidents shall report them immediately to head office and shall ensure that they are recorded on the non-conformance register or accident, incident and near miss report form (GEWS-F23) and the appropriate action taken to mitigate the effect of the incident and to prevent recurrence.  All necessary support information to assist in the analysis of the incident shall be recorded/filed by head office as evidence that the issue has been resolved. The Director shall follow up any health and safety incidents to ensure that the action taken was appropriate and to determine if any findings need to be communicated throughout the company, e.g. toolbox talk, procedure change, etc.

4.4.3 Health and safety near misses need to be reported to the Health and Safety Office who completes a near miss form and reports this to the Management System Manager to be recorded. 
4.4.3
Health and safety emergencies shall be addressed in the manner set out in procedure GEWSMS-P12. 

4.4.4 
The reporting of accidents and incidents (including RIDDOR) are detailed in procedure GEWSMS-P15.
4.5
Logging of non-conformances

4.5.1
All non-conformities raised should be detailed in the non-conformity register to keep a record of the types of non-conformities raised to be reviewed at management review. This will be administered by the Management Systems Manager.

4.5.2 
 All corrective actions resulting from non-conformances shall be recorded in the manner set out in procedure GEWSMS-P05.
4.6
Review of the effectiveness of the corrective and preventative actions 
4.6.1
All non-conformances shall be reviewed and signed off by the Director or Management System Manager (or allocated representative). In addition, all non-conformances raised shall be reviewed at the routine management review meetings and the effectiveness of the actions taken confirmed. Where trends in non-conformances are detected, changes to the management system shall be introduced or implementation reinforced. In the case of supplier non-conformities, the supplier may be removed from the approved suppliers list.
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