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Quality Policy:
All our Company’s work is carried out according to the regulations under the ISO 9001:2008 Quality Management System. (http://www.projectflooring.co.uk/quality-policy-statement/, 2019)
Quality Policy Statement:
Our Vision is to be considered by our clients, our competitors and other stakeholders to be the UK’s leading suppliers within our industry.
Our Mission is always to surpass the expectations of our Clients by providing them with the optimum high quality of service by our teams so that they will not hesitate to recommend our high quality workmanship in the future. 
To accomplish our mission, every member of our Company must bear the following rules in mind:
Customers:
· make clear notes so that we understand exactly what the Client’s needs are and make every effort to fully satisfy their needs. 
· all workers should make every effort to keep on good terms with the Client.
· always ask the Client for their comments which might help us give even better presentation and workmanship.
Our Company’s Internal Systems:
· we all need to have a good understanding, the breadth and depth, of all aspects of our work so that we are able to it carry out efficiently and in safety.
· Carry on in the best possible way so that we progressively make improvements to our service
Procedures and mechanisms:
· we must make sure that we look after all our range of instruments and machinery is accessible on site and that it is all serviced and kept in best condition
· we must aim for the best service in every way possible
· we must make sure that all our business processes comply with all the regulations under ISO9001:2015 and we are acting within every aspect of the law
Our Staff:
· we must make sure we use and keep a team of properly trained and skilled workers who will work hard to maintain the Company’s reputation for excellence.  
· We must keep to all the safety rules and regulations for all our workers
· we must send our workers on regular training courses to update their skills where necessary so they can work in the best way possible
· we must regularly ask all our workers for their comments so that if necessary we can carry out any improvements 
Suppliers:
· we must make sure that we use suppliers who we can completely rely on so that we, with them, continue to provide the very best possible service to our clients.

Satisfaction:
· we must make sure that we are in close contact with all our main suppliers at all times so that we make sure that the best possible service is maintained for the benefit of all concerned. (https://advisera.com/9001academy/blog/2014/03/25/write-good-quality-policy/, 2019) 
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(https://creately.com/blog/diagrams/process-mapping-guide/, 2019)
1. Marketing
1-a) MANAGEMENT PROCESSES

QMS assessment:  
- make an appointment with customers and visit customer expectations
 - Overview Advertisement, Website, Mailing
- Improvement of flooring and review it
- make customers satisfy
- What our company can offer: include any discount or any free job

QUALITY PLANNING:
- recommend certification of materials (laminate / carpet)
- What are we targeting

RESOURCES MANAGEMENT:
- Work out the costings for advertisement and website 

1.b) SUPORT PROCESSES
client satisfaction measurement:
- Make notes of both the positive and negative measurements for carpets and laminates
- Make sure we have all the necessary measurements for using both carpet or laminate
- Direct Feedback by Email or other ways

maintenance:
- explain about warranty in advertisement 
- explain about what is our service during the warranty period

client satisfaction measurement: 
- attract customers by the lowest cost and short period
- attribute 
- image of previous works (https://core.ac.uk/download/pdf/61026557.pdf, 2012)


2. Purchase
2-a) MANAGEMENT PROCESSES

QMS assessment:
- Send out request for Quotation: Get price from different shops and companies: carpets and laminates
- Location of market or shop 
- Client information (review the client requirement)
- Discuss with customer or keep in touch with them
- Vendor analysis
-  Invoice and order

QUALITY PLANNING:
- Choose correct product for client’s lifestyle
- Is for heavy duty usage
- QA form include: Recordings, Call details recap, Questions and take notes
- make a contract with vendor
- check the brochure of products
- Keep records of all transactions (Payment)

RESOURCES MANAGEMENT:
- Submit the Price for materials such as flooring material, under layer, glue for laminate, adhesive, polyethylene tape, quarter-round moulding (baseboard or wall base end molding), threshold and other transitions, stair nose (flush or over-the-top), plastic sheeting if we need to cover furniture 
 - submit the price for delivery
- number of labours for loading the purchase off ((https://www.myenglishteacher.eu/blog/request-for-quotation/, 2019), 2019)

                                                                
2.b) SUPORT PROCESSES
Formation:
-  Test the shopping
installing site:
-  preliminary such as any shopping

client satisfaction measurement:
-  budgets
- payment  

client satisfaction measurement:
-  buy a high quality material with logical price (https://www.queuemetrics.com/blog/2017/07/10/quality-assessment-tutorial/, 2019)
3. PRODUCT
3-a) MANAGEMENT PROCESSES
QMS assessment:
-  keep Management Review Meetings
-  Continual improvement
-  Customer satisfaction
-  list of Tools required for job 
- internal audits: to find any shortcoming and any financial mistake 

QUALITY PLANNING:
-  Make a time table: Start and finish date of project
-  Read instructions to lay new laminate floor and obtain perfect finish
-  Daily and monthly report of project
 -  responsibility  
-  have a checklist for standards  
-  design
-  record all testing 
-  delivery 

RESOURCES MANAGEMENT:
-  the number of skilled staff
-  money for tools include tapping block, pull bar, spacers, safety goggles, gloves, utility knife, hammer, pencil, tape measure, carpenter's square, router, drill, saws (such as table, mitre, circular, hand, jigsaw), Dividers, chalk line, laminate floor cleaner, white vinegar, pocket plane.
3.b) SUPORT PROCESSES
Formation:
-  Train All Employees:


client satisfaction measurement:
-  Customers judge our product or service

installing site:
-  prepare tools and equipment 

Maintenance:
- during warranty the flooring must be repaired 
- show customers how they can clean laminate
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How do we implement this procedure and how do we monitor it?
The Quality Assessor (QA) must check the list of tools required for the job before they are ordered.  They must keep a list of the order for when the delivery arrives.  The Quality Control (QC) must check all the tools and test them on arrival and make sure the order is complete according to the documents relating to the order.  The receipt for the order must be signed by the QC and be kept on file.  If any of the tools are found to be broken, the QC must take photographs of them before they are sent back to the shop or factory. (https://resources.workable.com/qa-engineer-job-description, 2019)

The Engineer or their admin must measure the room.  They should draw a plan (either by hand or by AutoCAD) with all the necessary measurements.  The QA must sign the plan and keep it.  The project manager needs to do his research to find the best material with top quality at the best possible price.  He or she should retain all the search reports.  

The project manager will offer advice to the customer on the different types of laminates available.  He will need to advise the customer that certain areas, such as the kitchen, might possibly require a different quality of material, for example, when using heavier furniture in the room. When the project manager finds the best supplier, he or she will have to speak to the customer to make sure they are satisfied with the choice of product.  When the customer makes his choice and agrees to go ahead with the material (in this case laminate), they will need to sign a contract so that the project manager can go ahead and order the laminate from the supplier.  This purchase order must be confirmed with a contract with the supplier, a copy of which to be kept by the project manager.  At the same time the project manager needs to order a suitable quantity of plywood, of correct quality which will be used as underlay.  Also a quantity of cement and grout which will be used to create a completely level surface for the laying of the laminate.  All receipts to be kept by the project manager. (warranty of material must be check as well)

While waiting for delivery, admin must arrange for the existing flooring to be removed.   All the old flooring must be put into a skip and taken away from the site.  The receipt for this removal must be kept by the QA.  H&S must then come in and do their risk assessment check, (electricity and so on).
The QC must monitor the subfloor to make sure there is not any nails or difficulties from last installation. He must report to the manager.

When the materials are delivered, the QC must check it to make sure that everything is correct and in perfect condition as per the order.  Any damaged items must be photographed as a record and must then be returned back to the supplier.  The quantity of plywood for the underlay must also be checked in the same way.  The QA should read any available information so he understands the standard and quality of the underlay to be used.  He must have it tested for moisture capacity. (https://www.greatsampleresume.com/job-responsibilities/quality-control-engineer-responsibilities/, 2019)

On arrival and acceptance of the delivery, the staff can start installation.  Before any work starts, the QA must make sure that all the labourers are suitably skilled for carrying out the job. He must check their certification and takes a photocopy of them. During this process the QA must explain all of the design details to them (such as any measurements and details around the doors).  It is the QA’s responsibility to sort out any problems as they arise during the work.   The QA needs to check around any door openings that the thickness of the underlay allows the doors to be easily opened and closed. (https://resources.workable.com/qa-engineer-job-description, 2019)

Before starting to install the laminate, the QA should check that the plywood underlay is completely fixed.  Any problems should be reported by him during installation.  The QC must check the humidity and moisture from the subfloor using a meter such as the Grete Heimerdinger or the Lignomat.  The QC must create a punch list to explain his monitoring of the subfloor.

If any of the subfloor area is found not to be level, the QC must report it to the project manager.  They should find a solution for it by the use of cement and grout to make it even.  At the same time this fixes the plywood. The QC should take photos when the surface completely smooth and flat.   Any problem or mistake should be added to his punch list.
The QA also has to keep his own record of the development of the work, any part of the work, large or small part of it. The surface must be checked with a level or any other tool, otherwise the floor may rise up.  The line between the laminate boards has to be kept straight and accurate.  The QA must also check that the gap between the boards and walls is correct to avoid the problem of peaking, which happens when there is not enough space to allow for the laminate to expand and contract with varying temperature.  Furthermore, he needs to do a thorough check of all the mouldings for glue and any nails.  

The QA must do a check for any creaking floors which might happen when there are any transition strips or where the laminate boards meet another sort of flooring tile or carpet etc.   Another reason for creaking floors could be underneath the laminate, which is why it is so important that the QC needs to check that the best quality of underlay has been used and that everything has been completely checked. (https://www.builddirect.com/learning-center/flooring/how-to-deal-with-3-common-laminate-flooring-problems/, 2019)
Finally, when the floor is cleaned, the customer must approve of the work and sign a document.
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